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ABSTRACT

The extension of citizen participation to include
social welfare clients has been a neglected but important
area in social welfare. ©Social workers, administrators and
clients are becoming aware of the need for greater client
involvement in the decision-making processes of social
agencies,

This research study set out to investigate this ares,
with particular reference to the level of client involve-
ment. Six public and six private soc¢ial welfare agencies
in the Metropolitan area of Winnipeg were chosen as a
basis for the study.

Given the recency of the concept in Manitoba, ten of
the twelve agencies had some form of client participation and
about one-third of these activities were related to policy
and decision-making in the agencies studied.
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CHAPTER I

INTRODUCTION

Despite the increased attention given to citizen
participation through a number of new social programs, the
existing work in the field - theoretical and empirical - re-
flects a good many uncertainties about the phenomenon, the
difficulty in coming to terms with its implications, and the
absence of criteria by which to measure its effectiveness and
overall worth. _

Citizen participation is part of our democratic process,
which views the citizen as the ultimate voice in community
decision-making.

The need and right to participate is based according to
Ross (196T7;90) on the following assumptions:

1. man grows and fulfills himself as he participates
in the regulation of his own life.

2. unless man so participates, he becomes entirely
subject to the whim of forces which leave him
socially and politically isolated and his Iife
meaningless

3. without such part}cipaxion, democracy has no
life or vitality.

Praditionally, citizen participation in public affairs has
been through voting in government elections. Leading citizens
have been involved on boards and committees of welfare councils.
Staff and lay members of agencies have been utilized in plan-
ning and co=ordinating roles. _

Despite the fact that many citizens do participate in
regulating events which affect them, many do not. This non-
participation is of grest concern and presents the main focus
of this research study. Bell and Force2 and Rainwater3 have
documented citizen non-participation which they have found to
be particularly pre-eminent among the poor. Since the major
thrust of the social welfare system is directed towards the
poor, the concern becomes one of the participation of the poor
in social welfare decisions and programs. In many respects
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these programs are highly significant to the poor and yet the
poor who use the services have litlle control over what programs
and services are offered.

In the ovocial Welfare Field there is a distinction, therefore,
between citizen and user of service. It would seem that the
citizen exercises influence whereas the user of the sefvice does
not. Social agencies have always had some citizen involvement as
volunteers or board members but few if any have had client in-
volvement, The user of the service or client has been looked
upon as one who is not competent to indicate what services are
needed. Armstein speaks of this as the mental illness approach
to the clientele. It equates personal failure as indicated by
application for agency service with personal illness and incompet—
ence. The relationship between agency and client is one of agency
giving treatment to the client. This, in effect, is a one way
street.

Recent stirrings in the social welfare field have indicated
a changed perception of "client". Instead of equating failure
with inadequacy, the field is beginning to recognize the pathol-
ogy laden environment as a prime cause of failure. In some pro-
grams the client is being invited to participate in deciding
what the best ways are of making the environment more benign as
well as aiding his coping efforts. This new client-agency re-
lationship frames the issue of client or consumer participation.
To what extent does an agency's clientele affedt the services
which the agency offers? To what extent does the agency respond
to suggestions or requests from its clientele?

To explore the above questions a group of six students un-
dertook this diagnostic descriptive study of client participation
in six private Metropoliten Winnipeg agencies. The study was
based on theory emanating particularly from the Var on Poverty
literature and on organizational theory. Because of the recency
of the phenomenon of client participation it was difficult to
undertake more than a beginning study. Consequently, it was
desirable to measure the extent of client participation in
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HMetropolitan Winnipeg now and to draw monclusions and implications
from the findings.



CHAPTER II
THEORETICAL FORMULATIONS OF CITIZEN PARTICIPATION

A. VWorking Definition of Citizen Participation

In this chapter there is a review of the history and
theory of the citizen participation concept. The material has
_been grouped into several areas, but before moving on a brief
overview of how the areas interlock is given here for purposes
of greater clarity. Citizen participation has been introduced
a8 the involvement of clients and consumers of service in social
welfare programs. An operational definition is fully explicated
in the research design. The full significance of citigen part-
icipation in the Social Welfare field becomes most meaningful.
when it is set into its historical context. TFor this reason the
growth of the idea from Flizabethan times to the present has been
traced. Opecial emphaesis has been placed on the interaction of
professionals and the ppoor (around which the issue revolves) and
on recent attempts to augment citizen participation through War
on Poverty programs. These programs have been analyzed in some
detail because modern thinking about citizen participation sp-
rings from the War on Poverty. The final segment of this chapter,
organizational theory, is necessary because participation involves
organizational change. This, in many ways is again the inter-
action between the progessional and the poor since the vast
majority of professionals are found in organizations, Further,
it is in the meeting between organization and poor that the
welfare system and the community that supports it make contact
with the problem of péverty.

The emergence of client participation as a controversial
issue in the field of social welfare seems to stem from import-
ant evolutionary changes within the field itself. Wilensky and
Lebeaux refer to the movement from residual to institutuionsal
services4. The residual services were intended to serve as
initial aid in situations where the primary group was no longer
able to provide for individual needs due to urbanization and

F. -
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industrialization. The institutional services were organized
with a view towards providing as guaranteed rights services that
would aid people in dealing with the disruption of urban and
industrial life.

At all times these services were planned and implemented
within a society that had an underlying philosophy which believed
in the individual having the ability to determine his own future.
This philosophy permeated society but at the same time 2 human-
itarian value arose to aid the individual who could not maximize
his self-potential due to his own conditions or the nature of the
society in which he lived.

Kahn refers to this stage of social welfare services as the
"gocial security phase of the welfare state".s Citizen particip-
ation in the formulations and implementations of services was
concentrated in the hands of the planners and powerholders. The
consumer received services but had no direct control in the
decision-making or policy formulations of these services that
were so vital to his day to day life.

Form,6 in his analysis of power situations, provides a frame-
work for the type of citizens that held policy-making positions
in social welfare. He relates that up until the Depression, a
leader in society was considered to be so due to his own efforts.
Leaders were found in the plitical, economic, and social spheres
and contributed to the idea of philanthropy in social welfare
that distrubuted a portion of industrial affluence to the "deg-
erving poor". ZEnough was distrubuted to keep a person alive but
not to the point that an individual would refrain from attempt-
ing independence. .

With the Depression the leaders lost their preslige in view
of the economic and social crises that followed, Organized in-
terest groups arose but again the participants of these groups
help power in proportions to the power they held in the political
and economic spheres. ft was at this time that public and pri-
© vate organizations arose to plan and implement social welfare
services for individuals caught in'the dilemma of a changing
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society. Organized interest groups arose in other areas -
government, business and labor, and with the crystalization of
bureaucracies, power was retained by the managerial executives
that staffed these organizations.

World War II saw an age of co-operations as these organiz-
ations worked together to maximize the "war effort"., PForm states
that welfare was admitted into the "power club" at this time and
representational power was provided for important segments of
society.7 Influential citizens from the community were placed
on private boards and public advisory committees as a nation
sought to maximize co-operation. TFollowing the war an effort
was made to return to the interest group patterns but Form sug-
gests that some consolidations of power had occurred during the
war., It was at this time that social scientists began to study
the decision-making process rather than the-alleged policy-makers
as studies of organizations revealed that certain interpersonal
relationships could block innovation within large-scale bureacracy.

Form's final concept of power situations, developmental
power, is considered to be a break from the traditional planning
of social services in that the planning and execution of services
is considered to be an ongoing, unified process between various
organigzations. The aim here is to provide maximum opportunity
for individuals to achieve self-fulfillment - an opportunity that
will allow for the restructuring of services geared to consumer
needs but evolved through participation of consumers as cons-
tituents in the planning and execution of services.

Form suggest that this is a "political phase" where the
democratic process is truly utilized to prepresent constituent's
degires, needs and control. Kahn refers to this emerging phase as:

the social planning phase of the welfare state -
in which human preferenced end values, democrat-
ically determined, may guide allocations of con-
sumptiog rights and other large areas of public
policy.

Burke views citizen participation as being an accepted fact
in our modern day socieby. The degree to which the individual
will be allowed to participate is open to question for powerful
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bureaucracies are introducing constraints while staff further
individual participation. He believes that:

Planning agencies must be more precise about
what they mean by citizen participation, how
they intend to implement it, what agency
resources will be used to organize and in-
volve citigens, and what vo§ce citizens will
have in planning decisions.

Immediately a dilemma arises in this type of social plen-
ning because it rests on the concept of client-consumer particip-
ation - the dilemma between participatory democracy and profes-
sional expertise.

Social welfare services and policies are intended to meet
the needs and serve the interest of the individual citizens.lo
This implies the concept of consumer participation through . the
process of feedback and opinion in the decision-making process of
these services but raises the need for a critical balance between
participatory democracy  and professional expertise.

In the current phase of social welfare there is a need to
precisely define the nature and goals of citizen participation.
Competence on the part of experts and participants must also be
developed and an extension made of the process of participation.
This extension cannot reach the point of impotence and a balance
is required between participation and sdministration. Profes-
sionals must also accept responsibility for what they can change
and must direct participants to the power holders that control
sltuations the professionsls cannot change. Only then can there
be hope for resolving thedilemma presented by citizen participation.

B. The War on Poverty: The Participation Principle

The administrative and professional dilemmas which are in-
herent in the concept of creating a power base for the poor can
be illustrated by events in the United States. An examination
of the historical baékground and problems of the War on Poverty
reveals the difficulties which arise when the poor are given
various degrees of control over programs and funds. It vividly
shows that the poor are dependedit upon large bureaucracies for
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their survival and face obstacles in creating a power base which
will induce change. Dubey suggests that "whenever the poor press
their demands...the community power structure withholds access to
economic resources and brings coercive power to bear".11

The phrase "citizen participation" developed its new mean-
ing following passage of the Economic Opportunity Act in 1964
- when Community Action Programs were proposed as part of the War
on Poverty. In order to qualify for federal grants, agencies or
councils implementing the programs were reQuired to include the
"maximum feasible participation of the communities to be served".
Why was there a need to include this phrase when the essence of
political democracy is that participation of citizens is achieved
through democratic election and the democratic politisal process?
One reason is suggested in a recent book review of biographies of
Al Smith, a candidate for the Presidency of the United States in
1928. The review considers his role in initiating social reforms
and suggests that the end of patronage politice and the dependence
of the urban poor on old-style machine politicians, though her-
alded at that time, created the foundations for today's “"top-
heavy impersonal welfare bureacracy...(and) destroyed the city
voter's personal access to government".12 The demand for great-
er participation, the review states, is the direct result of the
vacuum in personal government.

This view is supported by Rubin in her study of the origins
of the current concern with the participation principle.13 She
believes that serious questioning of the whole welfare systen,
which appeared, to large and varied parts of the population, as
one of "welfare colonialism" and paternalism which "enfeebled
and sapped the strength of the poor" formed part of the back-
ground for the principle of maximum feasible citizen particip-
ation., Although there is much obscurity regarding who actually
first formulated the phrase, Rubin believes that it was in the
background thinking of the men who drafted the legislation, even
though its revolutionary implications were likely unrecognized.
The meaning of the clause, the concept of involvement of the
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poor, the users of service and neighborhood self-help was not
new in American life. There were self help programs in Chicago
in the 1930's. Saul Alinsky in 1939 saw the potential in using
the masses as a power base.

Following World War II community development projects ab-
road, foreign aid programs for the underdeveloped nations, as
well as President Truman's Point Pour program were seen by
social scientists as attempts to encourage individual dignity
and avoid paternalism. The Emerging nations of Africa were
viewed by the American Negro as evidence of their potential ab-
ility to mobilize themselves and their communityvresources. This
gave further impetus to the growing civil rights movement. The
belief in collective action on the part of the non-elite and dis-
advantaged groups was an attempt to pursue the democratic rights
which are at the hesrt of a pluralistic American society.

An early forerunner of the neighborhood self-help concept
was the Ford Foundation "gray areas" project launched in New
Haven in 1950. Rein believes that this notion of direct part-
icipation of local citizens and service users was further stren-
gthened by the President's Committee on Juvenile Delinguency
and Youth Crime in 1962:3“4 The subsequent Mobilization for Youth
and HARYOU (Harlem Youth) program were based on the theory that
through training for partipation , a commuhity ¢ould upgrade
itself.

That same year, in 1962, Michael Harrington's "The Other
America" constitutéd an indictment of America as affluent soc-
iety and pointed out the extent of poverty in the country,
President Kennedy, Moynihan states, particularly encouraged the
involvement of social scientists and academics in shaping |
government policy and was therefore persuaded to launch a "“War
on Poverty“.15 Shortly following the Kennedy assassination, in
January of 1964 the new President, Lyndon Johnson passed the
Economic Opportunity Act. The same year he enacted the Civil
Rights Act. These two pieces of 1egislation shaped the cont-
roversy which surrounded the ambiguity of the term "maximum
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feasible participation." The Birmingham bus boycott in 1956
had demonstrated the effectiveness of mass action on the part
of the negro members of a community and the sixties saw the
mounting rise of civil rights and black power movements.

Since a large proportion of the poor were black, the opportun-
ities provided by the War on Poverty became goals for black
communities, These included institutional inadequacies not only
in the welfare system but also in housing, legal and health
‘gervices, the educational and employment systems. A comprehen-
sive approach was envisioned, but there was more conflict than
collaboration in the movement towards these goals.

The Community Action Programs which were institutéd during
1964-65 developed what Kramer calls four "modes of participation"
with four goals in mind.16 These were 1) participation in
policy-making by representatives of the poor 2) target ared
feedback and utilization of services 3) redistribution of
power to affect changes in commuhity policies and 4) job ex-
perience.

These four goals were interpreted in various ways by the
1000 communities where Community Action Programs were implemeﬁt~
ed., Aside from policy-msking, activity included program
development, social action and employment as part of CAP staff,
The role of the poor wss not clearly established. In many
instances the poor were seen only as social service consumérs,
in other ceses, as a target area political constituency or as
staff aides. Where they were governing board members, quest-
ions developed regarding the matter of representation; who should
speek for the poor. This issue was a central one, Some clarif-
ication came in 1966 when the Quie amendment required that one-
third of the planning bodies be composed of persons served by
the programs., This decision was also challenged. 4 tripartite
coalition was not accepted in many communities where it was felt
that CAP boards should be controlled by representatives of the
poor who consiituted a majority of the members.

Centralization or decentralization became snother issue.
Some problems could be resolved only through large scale and
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long range planning. Others strove towards decentrslization of
power with planning, policy-making and administrative authority
vested in the target area organigation. Social action was view-
ed as community organization geared either for information and
referral or as & means of acquiring political power for commun-
ity development. In the area of job experience controversy
developed as to whether a merit or reward (patronage) system
should be used as a criteria for employment.

Perhaps the most striking example of the problems exper-
ienced by the CAP is found in Moynihan's account of what trans-
pired in Syracuse, New York.l7 Following the enactment of the
anti-poverty program, an organization originally established
by the President's Committee on Juvenile Delinquency was trans-
formed into the Syracuse Crusade for Opportunity. The city had
222,000 inhabitants of whom 16,000 were Negroes. The crusade
began with a white majority on its boards, At the same time the
Office of Economic Opportunity gave Syracuse University a grant
to establish a Community Action Training Centre to experiment
with new approaches to enable the poor to participate in pro-
grams such as the Crusade for Opportunity. As systematic
agitation began among the Negro poor, demanding that Negroes
take over the Crusade for Opportunity, established community
leaders were alarmed. In early 1966 the.white executive direct-
or was replaced by a militant Negro who had been associate
director of the University's Community Action Training Centre.

A year later, Negroes acquired a majority on the Board and a
Negro Chairman was chosen. The Crusade for Opportunity "went
black" and became more abrasive with training manuals suggesting
the use of force. The local National Association for the
Advencement of Colored People said the materials were "geared

to rioting" and asked for the resignation of the new director.
Militants packed the NAACP chapter to denounce its head. '
Turbulence mounted. To compound the problem, the Crusade

could not show any results of their organization. Efforts to
start job training programs came to naught. Politically a
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Republican Mayor was re-elected supposedly becsuse he was so
strongly attacked by the various poverty groups. There was
very little actusl participation by the poor and those in con-
trol were secretive and jealous of their power. Finally,
finances became a scandal. Of some eight million dollars
expended by mid 1967, about seven million dollars had gone for
salaries. In July, 1967 the Office of Economic Opportunity
placed the Syracuse community action program in trusteeship.
Instances such as these greatly discredited the "War on
Poverty" and captured more headlines than did the successful
projects. An urban renewal project in New Orleans, Louisiana
was extremely successful. Residents were organized in groups,
worked closely with CAP staff, and asked for concrete help from
the staff in order to learn how to operate the program.18 The
use of advisory groups in welfare agencies was encouraged after
reports of the successful use of client groups at the Kings-
bridge Welfare Centre of the New York Department of Welfare,
They were seen as a means of improving communication between
clients and the VWelfare Department, interpreting the agencies
gservice and learning which services needed improvement.
These efforts were outweighed by criticisms of the projects and
the literature overwhelmingly points out the difficulties of
implementing an anti-poverty:program which began with such
great promise. .
Moynihan views the confusion in goals, the role of the poor,
activities and issues somewhat differently than Kramer. He
claims that the "War on Poverty" attempted to do four things
which were essentially conflicting propositions. First of all,
it attempted to organize the existing power structure as had the
Ford Foundation progremsj secondly it attempted to expend the
power structure as in Cloward and Ohlin's delinquency program;
thirdly it tried to confront the power structure as in the
Industrial Areas Foundation program of Saul Alinsky and finally
it attempted to assist the power structure as had the Peace
Corps of Sargent Shriver. These diverse strategies, drawn from
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a variety of experiences could not always be kept absolutely
distinet; but Moynihan states that all concerned should have
understood the distinctions when they had to make decisions
about these matters.

A further explanation for the social and political turmoil
which resulted is Moynihan's contention that a very large seg-
ment of American society, including the mass of working class
and lower middle class persons are anxious about change.

Tactics of disruption are seen as further evidence of disint-
egration by this segment which is concerned about the loss of
community stability. The desire for order =nd respectable be-
haviour is not the prerogative of the rich; it is shared by a
large number .of the poor. VWhen it was followed by ferment on the
college and university campus some commentators suggested that
the wrath of Americans of the lower socio-economic status turned
on student activits who wanted not only more access to greater
opportunity and power, as did the black militants, but a basically
different society.zo Thus threats to the socisl order are res-
isted not only by the power structure of the elite but by a
large segment. of what President Nixon has termed the "silent
najority", or middle #America.

Yet, in spite of the difficulties, the temper of the times
seems to favor the concept of citizen participation. A4 study
conducted as early as 1962, when there was still relatively
little literasture on consumer participation showed that a sample
of persons involved with welfare programs as agency administrat-
ors or university faculty exhibited a willingness to experiment
with client participation in public assistance programs at the
advisory level.zl Thus the War on Poverty, with its inclusion
of the "maximum feasible participation " principle, by operation-
alizing the "art of using government funds for ... controlled
revolution"?? and despite the fact that its battles were fought
not only against poverty but between its generals, established a
legislative mandate for participation of the poor in the conduct .
of affairs which affected them. As Leonard Cottrell pointed out,
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"the seed has been planted and the idea will not die out".23

From a theoretical standpoint the War on Poverty did more
than establish client participation in legal terms. Attempts to
evaluate the effectiveness of the participation principle prod-
uced some instruments for messuring the degree of success achieved.
One writer in particular, Arnstein, noted a series of levels or
what she termed " a ladder" of participation. The ladder is the
result of her analysis of participation attempts associated
primarily with the Community Action programs.

THE ARNSTEIN TYPOLOGY
VIII Citizen Control }_‘

Degree of

VII Delegated Power
Citigen Power

VI DPartnership

V Placation
IV Consultation e Degrees of Tokenisnm

III Informing

IT Therapy
I Manipulation I~ Non-participation

Ametein describes the two lowest levels as non-participation,
the purpose of which is to "educate" the paftic@pants rather than
actually giving the participants a voice in decision - making.

At the manipulation level citizens are placed on advisory boards
merely to gain their support, although in reality they do not
play & part in planning. At the therapy level the emphasis is on
changing the participants rather than changing the causes of the
problems effecting them.

The next three levels of participation are informing, con-
sultation and placation, which Arnstein describes as degrees of
tokenism. At these levels participants may have a greater voice,
but they lack the power which ensures that this voice will be
heeded. At the informing level information concerning rights,
expectations and needs may go back and forth between those with
power and those without. However, often the informing is done
by those in power to the citizens. In this way the citizens -
have little chance to really influence program decislons.
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Examples of informing in this way include the mass media, and
pamphlets., Similarly consultation may lead to higher levels of
participation by first finding out citizen opinion. However
often after completing attitude surveys or holding public meet-
ings no action is taken. At the level of placation some citizens
may be selected to sit on boards of Community Action agencies,
but they are in a minority to the power holders on the board.
Therefore, the "have-nots" may have a voice, but whether their
proposals are taken into account depends on the majority decision.

Arnstein lists the next three levels of citizen participation,
partnership, delegated power, and citizen control, as degeees of
citizen power. At the partnership level the citizens are in a
bargaining position with the power holders. Power is redistrib-
uted between the two groups so that there is joint power, plan-
ning and decision-making.

Partnership can work most effectively when
there is an organized power-base in the
community to which the citizen leaders are
accountable; when the citizens group has

the financial resources to pay its leaders
reasonable honoraria for their time~consum-
ing efforts; and when the group has the
resources to hire (and fire} its own tech- 4
nicians, lawyers and community organilzers.

The level of delegated power is similar to the partnership
level of citizen participation. However, at the delegated pow-
er level, after negotiations between the two groups, the citizen
group may achieve veto rights if differences cannot be resolved.
The eighth level of citizen participation is citizen control
which means that the citizen group is in charge of policy and
planning and that this group is able to negotiate with official
groups regarding program and policy change.

Arnstein uses examples from urban renewel, anti-poverty
and Model City programs in the United States in the typology.
However, it is stated that the fypology may be useful in analy-
izing other programs where there are citizen groups involved.
Arnstein notes that this typolegy does not include obstacles to

achieving the higher levels of citizen participation. Racism,



-

paternalism, and resistance to power distribution on the part

of the power-holders are listed as possible obstacles. An
inadequate socioeconomic and knowledge base, and lack of citizen
orgenization due to alienation and distrust are obstacles for
those not in a power position.

Arnstein also cautions that the ladder of citizen particip-
ation may be an oversimplification of many real-life situations.
There may be many more levels. However, her typology may be
viewed as an interpretive grid within which to analyize degrees
of citigzen participation.

¢. Organizational Change - Structure and Dynamics

The legitimation of client participation emphasized during
the War on Poverty highlighted the continuing need for new res-
ponses from organizations in the Social Welfare field. The study
of responses of organizations to new environmental inputs falls
within the realm of organigzational theory. It is in this field
that explication of organization change and dynamics can be found.

One of the most concrete facts which can be asserted about
organizations is that they are complex. Numerous writers have
attempted definitions of organizations generally but no one is
reslly satisfied. LRather than enumerating and evaluating the
definitions available we have chosen one which fulfils the crit-
eria of being operational and of supplying = conceptual model.
The definition is proveded by modern systems theory. Prom this
point of view, one sees an orgenization not as an isobated soc-
ial unit but rather as one piece of an interdependent system of
parts. To be a true system the parts must be arranged in an
identifiable pattern which, given the precondition of organ-
ization, can be recognized as conceptually similar. Stated
another way, the definition sees all organizations as being in
symbiosis (mutually beneficial relationship between dissimilar
organisms) with the environments. From this point of view, it
is essential that the organization respond to its environment
since it cannot survive if it is unable to respond. Further,
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the boundaries of thelorganizamion can no longer be conceived

os the walls of the premises it occupies. The true boundaries

of an organization must, therefore, encoupass all of the relev-
ant organisms to which the organization must respond. The
relevent organisms can be related to the organization in two ways:
vertically or horizontally. A vertical relationship is one
characterized by greater or lesser authority than the organization
itself. TFor example, the United Fund is in vertical relationship
to the most private agencies since it has direct influence on
what the agency does. A horizontal relationship is similar to

a relationship among equals much like that between peers. 4An
example of this would be two direct service agencies snd their
relationship to each other.

When applied to social sgencies, in general, there are
similar environmental configurations. sach has vertical and
horizontal relationships which act as sociszl forces and which in
large part influence what the ggency does now and is likely to
do in the future. These forces are what the agency's superiors
(funding bodies, legal authorities, general populace) peers
(other agencies) and inferiors (clientele) ask it in a myriad
of ways to do. Within this service system the agency itself has,
of course, some control over its destiny. As a result it, too,
must be considered a force within the system. Change at any
point in the system will create a need for change throughout
the remainder of the system. .

Within the context of this overview this study will focus
on two units: individual agencies and clients. Agencies and
their clienteles have always had some means of communication.
Every sgency has to meintain some degree of relevancy to the
population it seeks to serve. Theoretically and practically
there is no alternative to this statement. Yet it has been
possible for agencies not to have been very helpful to their
clienteles. A financial assistance agency which distrubutes
sufficient money to maintain life may be highly significant to
its clientele but the extent to which client needs are being
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met could be questioned. The existence or continued existence
of such a situation could be attributed either to lack of know-
ledge of the situation on the part of the agency or some sort
of imbalance at the money distribution level or any one of a
number of other factors. In the first instance the agency is
dangerously out of touch with a vital part of its environment
and in the second it is in effect acting as a buffer between
the clientele and important decision - makers who have great
impact on the client's life. Either wgy the agency would be
seriously hampered in its ability to respond to concerns in its
immediate environment. Since client or consumer participation
is an effective means of dealing with this type of situation and
since by definition this will involve client involvement in
policy and decision-making the traditional structure and attit-
udes of sgencies will have to undergo some change. Analysis

of this change requires an operational understanding of agency
structure.

Generally, agencies are structured internally in ways
which can be conceptualized along the vertical-horizontal exis.
The vertical structure of agencies can be viewed as social
worker, administrator, board member or in public agencies upper
management or goverhment pokicy. Horizontally this becomes the
entire group of workers, the middle managers as a group and
board members or upper managers. #Any or all of these despite
their verticel arrangement, could as individuals or groups be-
come catalysts for change in agency policy.

An application of the concept of homeostasis to organizat-
ions allows for the operationalization of our agency model. In
general, organizations achieve some sort of balance or equilib-
rium with their environments in much the seme way as individ-
uals and groups do. This involves a conception of what the
organization is presently doing, its relevant environment, and
some idea of what the organization will look like in the future.
The degree to which the members of the organizrtion agree about
what is now and should exist in future becomes a measurement of
orgenizational equilibrium., Obviously the members can be in
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general agreement or in wide disagreement. By categorizing
members vertically into horizontal groupings it is possible

to measure the range of agreement or dissgreement. In a social
agency such a categorizing would be staff (clerical, social
workers), Executive Director (or like position) and bosrd or

the public agency equivalent (minister, deputy minister, assistant
deputy minister, Alderman)., If all were in genersl agreement as
to the relevance of present and projected activity to the agency's
social environment, then, other things being equal, organizational
change or lack thereof would be predictable.

Application of this theoretical formulation to citizen or
consumer participation can be viewed as follows: it has been
outlined that consumer participation as opposed to trsditionsl
citizen participation can be regarded as a relatively new phen-
omenon. As such it becomes a new input into the relevant social
environment of a social welfare agency. Stated another way, the
relevant social environment of the agency has changed thus nec-
essitating some response from the agency. The degree to which
agencies have responded to this new input either by resistance
or accession therefore, becomes a means of measuring the extent
of the input as well as the ability of the agency to respond.



CHAPTER TIII
RESEARCH DESIGN
A, Bcope

The formulation of this research study was originally
conceptualized as a study of the attitudes of the twelve
agencies (six public and six private) chosen for study, toward
the participation of clients in the decision making process.
The original focus was on input in relation to organizational
gtructure - the effects of citizen participation on the agency.

A letter of introduction (Appendix B) was sent to the
executive directors of four agencies in Winnipeg chosen. by the
group, inviting them to take part in the pretest. (See Appendix
A, Pig. I) It was assumed that the executive directors, be-
cause of their positions in the agencies, would be closest to
the agencies activities. Two representatives from the research
group interviewed the executive directors. (See pretest quest-
jonsire appendix C).

The comments of the executive directors on their perception
of citizen participation and their difficulty in distinguishing
between citizen and client participation during the pretest
study, resulted in a change in the focus of the study. The foc-
us changed from the executive directors' perception of citizen
participation to the actual extent of client participation in
the agencies studied.

The result was that the research design of this study was
intended to answer the question "what is the extent to which
consumers of service are involved in client group activity
(input) which is related to client-participation as embodied
in the meaning of the term citizen participation?"

Tn order to accomplish this, a new letter (4ppendix D) and
new interview shedule (Appendix E) were drafted and a diagnostic
descriptive study was made of the administrative heads of
twelve selected agencies regarding their client activity (in-

- puts) as well as their views in regard to the concept being
exomined. This study has as its aim the assessment of these

@D
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selected agencies in Winnipeg as to their client - group
activity.

B, SANPLE:
The sample of agencies used in this study were drawn from

the existing social service agencies in Greater Winnipeg.
Agencies used were primary service-giving agencies. The size
of the sample was determined to be twelve with six drawn from
public (i.e. government) sgencies and six drawn from private
agencies., Four agencies used in the previously mentioned pre-
test were equally distributed in the public and private sectors
but were not the same agencies as the ones used in the actual
test. Selection of agencies tested was done arbitrarily by
group concensus. (See appendix A, figures 2,3).

¢. IEVEL OF INQUIRY
| Tt was felt by the research group that the exeéutive
directors of the selected agencies had a sufficient influence
on agency policy and practice as well as being able to ex-
plicate agency attitude to be representative communicators of
agency attitude. Tn order to study the attitude of the agency
toward citizen participation it would ideally be necessary to
obtain responses from all levels within the agency, from the
policy making boards or ministerial personnel to the front line
staff.. However the. assumption was made that the executive dir-
cctor of each agency would be most representative of all these
levels and would be able to give representative responses to the
measuring device. This level of inguiry was not regarded as
being exclusive but rather a preferential one.

T. METHOD OF DATA COLLECTION

Phe measuring instrument used in this study, in accordance
with its descriptive-diagnostic nature, was a personal inter-
view shedule. The pre-test schedule of research questions con-
gisted of three parts: the interviewee's perception of citizen
participation in the agency, present implementation of citizen
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participation in the agency, and his future plans for citizen
participation (See Appendix C).

The pretest conducted on this original interview schedule
yielded several significant result. 4s noted previously the
interviewees were uncertain as to our definition of citizen part-
icipation and client participation. They interpreted it to mean
citizen voluntary activity such as membership on boards and as
a result included a broad range of client-group activity in their
responses. In addition one limitation of the interview schedule
was the concern with the opinions of the interviewees. Thus
results were largely based on the executive director's percept-
ions.

The lack of clarity in regard to terms was ostensibly solved
by providing the interviewee with a letter (Appendix D) ocutlining
our conceptualization as well as drawing rather more rigid dist-
inctions between citizen and client groups in the revised in-
terview schedule (See Appendix E). The interviewee's broad
range of responses regarding client-groups' activities was lat-
ter plotted on the continuum of participation formulated by
Sherry Arnsteix.

| Arnstein 25 describes a typology of eight broad levels of
participation to analyze the various degrees of C.P.
Arnstein Typology for Citizen Participation

VIII Citizen Control { Degrees of
VII Delegated Power = Citizen Power
VI Partnership
V Placation W
IV Consultation
III Informing

II Therapy }_“ _ ] .
I Manipulation Non-participation

Degrees of
Tokenism

amae ]

Data from the questionaires was plotted on the "ladder of
citizen participation" to determine the level of client involve-
ment; the executive directors view of citizen participation,
and the agency's projected plans in each of agencies studied.

It was found that some agencies could not be plotted on the
"1adder” because of absence of client activity in the agencies,
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therefore an addition level (0) was included. The revised
typology can be found in Appendix F.

By regarding this study as a description of the extent to
which clients were involved rather than an analysis of the ag-
encies' attitudes towards this involvement, it was possible to
use the opinions of the interviewees in the sections soliciting
the interviewee's personal view and the agency's projected plans.

The final interview schedule alldwed the research group to
describe some of the identifying data of the executive direétors
and agencies selected, their present level of citizen and client
participation in agency, the executive director's personal view
of citizen participation and the agency's projected plans for
citizen participation. Included in these latter two sections
were references to problems and solutions in the implementation
of citizen participation.

E. METHOD OF DATA ANALYSIO:

The preliminary analysis of the data was performed by exam-
ining the main sections of the interview schedule separately and
describing the responses given by the interviewees. Thus the
present activities and/or focus of the public agencies snd those

of the private agencies, in respect to citizen and client part-
icipation, were described under the following key elements:
purpose and form, time of beginning, at whose initiative.the
program was undertsken, and group description. The public and
private agency activities were described separately for purposes
of comparison. '

The responses of the executive director with regard to def-
inition of citizen participation, its purpose, difficulties of
implementation and solutions to these difficulties were grouped
according to similarities. sgain this done on a descriptive
basis,.

The next section on data analysis dealt with the same kind
of responses as in section two, however in relation to the ag-
ency's projected plans. . ,

Four problem areas: staff, organizational structure, funds
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and client, as well as solutions to these problems were exam-

ined. The overt responses of the executive directors and the

projected plans of the agencies were. separated into public and
private agencies and compared accordingly.

An overview analysis of the data was done as a means of
summing up or pulling together.

The Arnstein continuum was disgrammatically applied to the
data. Three sets of diagrams were used, each dealing with the
highest level of participation indicated for, first, present
activities; second, executive director's personal view; and
third, agency's projected plans.

P, TLIMITATIONS

Apart from design limitations already described and having
an effect on the reformulation of the study after the pretest,
it should be noted that the criteria for allocation to levels
of Arnstein's typology were not predetermined. This was also

accomplished by arbitrary method and judgment.

Another limitation to this study was, as previously sug-
gested that opinions of the executive directors were based on
his perceptions rather than on objective fact.

The study of twelve agencies, arbitrarily chosen limited
the universaiity of the study. Moreover a study of client gr-
oups and their responses and attitudes towards their participat-
ion would have provided a more comprehensive picture of the
impact of client participation on the social welfare field,



CHAPTER IV
DATA ANALYSIS

Appendix G will contain the detailed information obtained
from the questionnaire interview, on which the date analysis is
vased. Agency names will be abbreviated as indicated in Append-
ix A (Fig. 2 & 3). '

A, Current Citizen Participation in the Sémple Private and

Public Agencies
Refer to Table I for the extent of current citizen part-

icipation shown diagrammatically.

, Citizen participation in all of the six private agencies
includes membership on a board'of directors. The board for all
six agencies has a similar pattern which includes selection of
members by a nominating committee, monthly regular meetings,
execuﬁive director involvement, and the board being a part of the
agency structure with funding for executive operation by the
United Way and government. The purpose of the Board of Direct-
ors for all six agencies is generally that of establishing
policies, setting the organization framework or pattern, and
overseeing the work, services, finances, personnel, and facil-
ities of the agency. v

Specific to each of the private agencies are various other
forme of citizen participation: A & O has six board committees.
The membership for each is comprised of a board member, a cit-
izen expert in each of the areas of concern, and various other
citizen and client representatives. The purpose of the com-
mittees ranges from the coordination and expansion of services
available in the community for the client and potential client
population, the planning of program and policy of the agency and
improvement in the way in which the agency functions.

4 number of the private agencies utilize citizens as vol-
unteers to assist in various agency prograims and services:
¢.A.S. of Bastern has one volunteer who meets twice weekly with
a staff member to organize plans for the purpose of public
education for the encouragement of mixed racial adoptions.

w25
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J.Ce & F.S. have volunteer workers with special skills for the
purpose of providing special religious services for the clients.
The volunteers for F.B. work individually for homemaker education
and rehabilitative purposes with clients. C.A.S. of Winnipeg

has a self-organized, autonomous Women's Auxillary which provides
for the needs of certain client groups such as layettes, clothing.

C.daB. of Winnipeg includes citizens on a recently formed
Progrem Review Committee. The members were appointed by the
agency for the purpose of studying proposals for a hostel for
unmarried mothers.

The use of agencies of citizens as volunteers in the priv-
ate agencies does not effect the agency in terms of funding or
organizational structure. Some use of staff time is required in
consultation and guidance. The citizens have an opportunity as
volunteers to provide service to clients in keeping with the
goals of the agency. The citizen has some sense of being able
to participate and has an opportunity for leadership.

Of the six public agencies studies four identified com-
munity citizens as currently being involved in agency programs.
C.P.W. has elected aldermen who determine minor and gpajor
policy issues, C.S. utilizes volunteers as friendly visitors.

The executive director of Winnipeg West noted the functions of
the Welfare Advisory Board where citizens hear appeals and set
allowsnce rates. P.0.3. listed all group activities as having
the participation of community citizens. Due to the purpose of
P.0.5. which is to serve all residents of certain designated
urban renewal areas, these activities have been analyzed under
client involvement in agency programs.

B. Client Participation in the Sample Private and Public
(Agency names will be: abbreviated as indicated in Ap-
pendix A; Pig 2 & 3)
Ten of the 12 sample private and public agencies have some

form of current client participation in agency programs.
(Refer to Appendix H, Table 2)
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Client participation in agency programs will be described
around genersl areas of concern with focus on the purpose for
participation.

Private Agencies

Three of the private agencies have client representation
on the board or on hoard committees. F.B. has one board mem-
ber who is a client of the agency. This member was selected by
the board nominating committee. N.3.C. has five local citizens
on the board who are direct consumers of agency service. The
board has 15 other members who are citizens from outside of the
area of agency service and who generally possess some particular
kind of professional expertise. The five client board members
were selected by the board nominating committee after mutual
initiation by the agency and client.

Clients of A. & O. participate on five of the six board
committees. The purpose of the various committees include the
following: program planning policy; improving availability of
health services; education and social action concerning income
maintainance programs; agency staff training; and, planning
recreation and improving availsbility of mesources for leisure
time activities. The majority on the committee membership is
helg¢ by a board member, a citizen with some professional ex-
pertise in the area of concern, and various other citizen re-
presentatives.

Three of the agencies have cllent participation pertain-
ing to policy and progrem planning: A. & O. has a number of
clients engaged on a Program Committee for Day Centres. The
purpose of the Committee is to plan policy and program for the
Day Centres. This Committee was initiated in 1969 by the
agency executive director. The membership is totally comprised
of clients. The agency is responsible for the funding of the
Day Centres. Agency staff is abailable for the Committee as
resource personnel. The Board is indirectly responsible for
overseeing the general functioning of the Day Centres.

In ¥.S.C., a group of clients havel.been organized at the
initiative of the executive director to determine the nature
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and extent of client involvement in agency's decision-making
process. The responsibility for selection of members is re-
tained by the clients with agency staff acting as consultants.

One other client group exists in this area, C.A,5. of H,,
where wards assist in determining board and room rates for their
care, This evolved from stoff initiative through provisions of
counselling services to these wards.

Two of the agencies have client participation related to
the general area of concern of mutual support in solving similar
problems, recreation and gaining information: C.A.S. of Wpg.
have two groups, a permanent wards group, and an unwed mother's
group. J.C. & FP.S. have a teen group of wards. These groups
were initiated by each agency with members selected by the staff
worker.,

Another area of concern common to three of the agencies is
education for child are and mutual support in solving common
problems: C.A.S. of Fastern has a Foster Parents' Group and an
Adoptive Parent's Group. Both groups were initiated by the ag-
ency. Membership as well is generally elicited by the agency
staff., The purpose of participation is mainly mutual support;
sharing of ideas for solving common problems; and, education
for enhanced familyliving and for improvement in providing
foster care for children in care. Agency staff act as resource
persons. N.S5.C. has an education group orgsnized for the purpose
of child development and family living. Membership in this
group is self selected with the group being mutually initiated
by clients and agency.

CehAeSe of Vinnipeg involves individual clients as home-
mekers for the purpose of education and household management
help in agsisting other clients. DBoth the agency and clients
themselves are mutually involved in selection. Funding is
provided by the agency. The clients themselves provide feed
back of opinions on agency policy and programs while providing
a direct agency service for clients.

H.3.C. has a number of client groups mutually orgenized
by the agency and clients whose main purpose is social action.
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for the resolution of local social problems. The agency staff
are involved as consultants. The specific purposes of the three
groups include social action measures to control local food
prices; social action to control local traffic; and social act-
ion on means to take over their own divorce proceedings through
court without legal costs. Agency staff and clients tend to use
each other on a mutual consultation basis in effecting these
forms of community action. The general purpose of N.5.C. as

an agency needs to be given consideration as a basis for eval=-
uvating the level of participation reached by these client groups.
The purpose of N.S.C. is to foster community development and
social animation to assist local community citizens to take
responsibility for their own personal, family and neighborhood
needs and problems.

Public Agencies
The executive directors of two agencies listed no form of
‘client participation. These were Winnipeg North and C.S. Four

of the public agencies have:some form of current client part-
icipation in agency programs. The various forms of participat-
ion evolve around’the;general concern areas of information,
feedback on agency policy, and probrams; employment; urban re-
newal area concerns; alcoholic rehabilitation; recreation;
household management andchild care; and volunteer client work-
ers providing service through agency programs.

Three agencies had client participation perteining to the
feedback on agency policy and program area of concern. Client
groups in this category are Mother's Allowance groups active
in Winnipeg Provincial West, South, and P.0.5.

The purpose of these groups is to provide self-help and
social activities for the members and feedback to the agency on
welfare programs., A4 Welfare Rights Group also exists in P.0.5.
The purpose of this group is to protect recipients' rights with
the aim of bringing sbout necesssary changes to welfare systems
including the initiating agency. C.P.W. has also organized a
group of indigenous family visitors who interpret agency programs
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to clients and who also provide feedback to the agency on
effectiveness of services and policy. In each of these groups,
the activity for participitastion was initiated by agency staff.

The remaining client groups have no effect upon the agencies'
decision-making process but have been initiated by staff to
alleviate common problems and concerns faced by clients.

The three groups in the employment area of concern are
specifically aimed at providing the stimulus for education and
employment as well as finding employment and mediating against
job discrimination; A1l were agency initiated. In the first
group found in C.P.VW., the purpose was to stimulste the desire
for employment and provide opportunities for use of upgrading
programs, The other two groups were found P.0.S. and focused
upon locating employment for welfare recipients and mediating
in situations where Jjob discriminations or poor working condit-
ions were apparent.

Client participation in urban renewal areas of concern
was initiated in one agency, P.0.5. The focus is on tenant
and homeowner concern in three urbsn renewal areas. All act-
ivity is geared towards effecting change in social institutions
other than the initiating agency with agency staff providing
information as to organization of groups and community resources.

Two groups are present in the alcoholic rehabilitation
area of concern. The prime focus is to stimulate and engage
clients with an alcoholic problem to participate in therapy
groups. Two agencies are involved, C.P.W. and P.0.3. Again
the initiative for these groups came from the agency.

Two client groups evolve around the area of recreation.
Both were initiated by P.0.S8. One group provides planning for
a youth recreational centre while the other provides informat-
ion about program activities of summer, residential and day
camps.

One group in the category of household manggement and child
care was initiated by C.P.W. The purpose of the group is.to
provide knowledge about income management, to assist in areas
of home management, and to help parents function more adequately
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as parents.

Two agencies utilize client volunteer workers and client
staff supplement workers in providing service through agency
programs. C.P.W. employs 17 client workers for the purpose
of assisting in the interrpretation of agency programs to clients
providing some education in homemaking and also in reporting in-
formation from the clients back to the agency workers. The
volunteer group in Winnipeg West are not employed by the agency.
The group consists of hand-picked clients who assist other
recipients with home finding or shopping at the request of
agency staff,

Co Definition and Purpose given by Executive Director of
Citizen Participation With Focus on Client Participation
Table three is a diagrammatic representation of the definition

and purpose of client participation given by the executive
directors.

Private Agencies

Two of the executive directors of private agenciles were
unable to define citizen participation. The executive director
of C.A.5. of Eastern saw the purpose of client participation
mainly in terms of "using the agency for personal service",
The executive director of C.A.S. of Winnipeg stated the purpose
of participation to be to "further and enhance the goals of

the agency".

The executive director of J.C. and F.3. and F'.B. defined
citizen participation was viewed as including clients through
the process of active.community involvement and feedback on
agency policy and programs.

- The two remaining agencies each viewed the définition and
purpose as "the involvement of clients and citizens in the direct
process of decision-making in structures effecting their lives",
The purpose of participation was described to be that of "the
development of policies in relation to service, feedback of
opinion from direct users of service, and increasing volunteers
- to augment services".
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The executive director of N.S5.C. viewed citizen particip-
ation as, "the involvement of people in the resolution of any
area sodial problem free from any intimidation of the agency.
"The clients clearly understand the agency role and are complet-
ely free to choose whether they want sgency involvement or not".
The purpose was described as, "having a role in the decision-
making structures that have a role in shaping their lives, and
becoming aware of their rights, privileges and responsibilities
as citizens and exercising this".

Public Agencies

- The executive Director of C.P.W.D. was unable to give a
definition for citigzen participation but stated the idea of
elected representatives participating in the decision-making
process.

Three executive directors viewed clients as participating
in the actual decision-making process of the agency with effect-
ive sharing of responsibility. The executive directors were
those of Winnipeg West, P.0.S. and C.S. |

The remaining two executive directors gave other definitions:
The executive director of Winnipeg South defined citizen part-
icipation as "both citizens and clients helping each other with-
out an agency setting". The executive director of Winnipeg
North viewed citizen participation as inecluding clients through
the process of active community'involvement and feedback on
agency policy and programs.,

D, Projection by Executive Director snd Agency for an Ideal

Porm of Citizen Participation with Focus on Client Participat-
ion in the Next Five Years

Refer to Table 4 for a description of the projection by the
Executive Director and agency for the ideal form of citizen

perticipation.
Private Agencies

The executive directors of J.C. & F., CiA.8. of Eastern
and C.A.5. of Winnipeg gave their ideal form of citizen part-
icipation, and particularly client participation to be essent-
ially that of continuing as users of agency services.
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The remaining executive directors each gave different pro-
jected ideal forms for citizen participation: The executive
director of I.B. described his, snd what would be the agency's
projected ideal form to that of a "family advocacy type of
arrangement with an evaluation follow up". PFamily advocacy
was described as "social action taken on the part of staff by
consulting client groups with special needs and concerns".

The executive director of A & O described her, projection
and what would be the agency's projection for citizen particip-
ation in the future to be " an ongoing program of increased
citizen participation on committees with involvement of the total
citizen and client population".

The executive director of N.S. described his personal pro-
jected ideal form for citizen participation and what would be
the agency's to be that of "having 51% board membership by local
people and achieving neighborhood control by the area citizens
with the goal for people to do without agency use'.

Public Agencies

Three of the executive directors of public agencies shared
gsimilar views on projected ideal forms for citizen participation.
The executive directors of Care Service, Winnipeg North and P.0.S.
viewed feedback of opinions from clients as important in planning

and evaluating agency programs and policy.

The executive director of C.P.W. was unable to give a pro-
jected ideal form for citizen participation except to "expand
current services",.

The executive director of Winnipeg South viewed citizen
participation in the next five years as including "one client
helping another" for the purpose of "encouraging brotherhood
and gaining & thereapeutitv experience from group activities".

The executive director of Winnipeg West gave his projected
form for ideal citizen participation to be "a restructuring of
the agency for the delivery of a single total service which will
have an administrative unit for citizen participation which will
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be a vehicle for allowing an influence on policy meking by
clients and not just hearing reports from experts".

E. Problems and Solutions viewed by the Executive Director for
Fffective Citizen Participation With Focus on Client Particip-
ation

Difficulties for effective citizen, particularly client
participation, stated most frequently for both private and pub-
lic agencies were those falling in the cateories of staff,
orgenizational structure, client, and funds.

Refer o Table 5 for the most frequently stated difficult-
ies and solutions for effective citizen participation by private
and public agencies.

Private Agencies

Pive of the six executive directors expressed difficulties
in the staff category. Difficulties in relation to staff was
described in terms of "insufficient staff" by two of the execut-
ive directors. "Staff unprepared and lacking a knowledge base
and skills for community organization and citizen participation",
was stated as a difficulty by four executive directors. "Staff
time", and "staff time required for the additional guidance,
knowledge input and stimulation for client activity" was stated
as a difficulty by two executive directors. "The confidential-
ity values of staff", was stated as a difficulty by one executive
director. One executive director stated, Ugtaff attitude to
citizen and client participation" as a difficulty. See Table 6.

Solutions were stated in the staff category by four of the
six executive directors. "More staff" was stated as a solution
by one. "Staff education" and "inclusion of community organiz-
ation and citizen participation in Séhools of Social Work" was
stated as a solution by two executive directors. "Staff ident-
ifying needed skills in clients", was also stated as a solution.

Organizational structure of the agency was stated as a
category of difficulty by five executive directors.

Three of the executive directors described the difficulties
as, "board conflict between old and new members"s and "the board
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committed to citizen not client participation".

Three described difficulties pertaining to agency purpose
and priorities. "Direct service may suffer because of staff
reallocation to educate clients for participation". "...want
to develop vrogram for basic needs first, then develop consumer
participation". "Funding can be withdrawn if client particip-
ation is opposed to agency purpose". "Agency priorities must
be established as there are many demands for éther kinds of
agency involvement at present." "Accountability to the public",
was viewed by one executive director as a difficulty for client
participation.

Other difficultiés described were, "...change difficult in
a small agency"; and, "client participation ... a threat to ag-
ency, as this opens the agency to change and criticism,"

Solutions were stated in the organizational category by
four executive directors. The solution was stated as "board
members learning to trust each other"; and "a working together
of board and agency staff to clarify committment on client part-
icipation", by two executive directors. Other stated solutions
were, "a positive-minded executive director pushing board on
client participation"; "government sanction giving clients
decision-making authority"; and "including clients on the board
if nominated by the board."

Tunds were stated as a difficulty by three executive direct-
ors. Solution in the fund ecategory were stated by two.

Difficulties in the client category were expressed by five
executive directors; "Clients lack knowledge of facts and exist-
ing structures", was described as a difficulty by four executive
directors. "Lack of communication skills of clients" was
mentioned by two executive directors. "Apathy of clients",
"motivation", lack of social and intellectuzl stimulation" was
stated by three executive directors. Other difficulties ment-
ioned were, "client groups formed tend to focus on themselves";
"client participation not all constructive"; "client's time 1is
taken up by existing needs"; "clients lack of education efiploy—
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ment"; "clients of lower-lower class are hard to stimulate for
participation"; "little satisfaction for citizens and clients
in acting only in advisory capacity". TIwo of the executive
directors stated"... leadership base being unwardly mobile",
and "client forgetting own values when on board", as difficult-
ies. One execubtive director questioned, "how representative a
client would be".

Solutions in the client category were expressed by three
executive directors; "BEducation of clients", and "intellectual
and social stimulation of clients", was stated as a solution by
three executive directors.

Other solutions stated were - "staff identifying skills for
citizen participation and finding clients who have these"; and,
"oiving clients opportunity and sotisfaction in putting decisions
into effect on a staff supplement basis". See Table 7.

Public Agencies

A1l six of the executive directors mentioned difficulties
in the staff area as an impediment in introducing effedtive
client participation. The difficulties were related to rapid
staff turnover, insufficient staff, pressure of heavy case loads
with no staff time for innovative work, and staff lacking citizen
organization knowledge'base and necessary skills., One executive
director also mentioned professional attitudes as "not being
prepared to accept consumer of service involvenment in welfare
stystem "decision-making"; and, not accepting clients as equal
mainly because of their dependence on the welfare system for
income maintenance.

Solutions on the staff category were seen by four executb-
ive directors. These were mainly in terms of a larger staff
resource, more staff prepared in citizen participation to im-
plement programs and education and training of staff in the
citizen organization process.

Difficulties in implementing effective client participation
were expressed by four executive directors as being related to
the organizational structure of the agency; the priority of
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providing direct services was viewed as being in conflict with
implementing client participation by three of the executive
directors. Two of the executive directors indicated that the
"machinery" for citizen participation has not been set up.

One executive director stated that, "administrators may approve
of the concept but feel uncomfortable when clients delegate that
they have not been treated with dignity". "Political implicat-
ions", and "vested interest of government" were also stated as
concerns. See table 8. | |

Solutions for difficulties cited in the organizational
structure of agencies included the idea of "restructuring the
agency for the delivery of a single total service which includes
a unit for citizen participation"; "sanction from govermment
regarding the practice as well as the concept of participation
of clients"; “agreement on 6r@anizing citizen groups and making
them effeétive; and, "divorcing income maintensnce from service
in social welfare agencies". ‘

Punding was stated as a difficulty by three executive dir-
ectors. One executive director questioned whether "government
will permit citizen participation szt all levels by providing
funds".,

Difficulties pertaining to clients were expressed by four
executive directors. The difficulties expressed related to
"the age of clients as in Care Services"; "apathy of clients";
and "the limited freedom of choice of welfare recipient clients
because of their unequal financial basis". One executive direct-
or expressed that, "clients are manipulated by workers, example,
for welfare rights".

Solutions pertaining to difficulties in the client category
were cited to be, "education of clients"; "éommunity organizat-
ion"; "a funding chenge and change of source of income for
welfare recipients".

The fact that citizen snd particularly client participation
is a relatively new theory or phenomenon in the social welfare
field and lacking a research base was mentioned as a difficulty

by three executive directors.
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P, An Overview Analysis of Client Participation As A Phenomen-—
on In the Sample Public and Private Social Welfare Agencies

Ten of the public and private sample of 12 social welfare
agencies have some form of client participation within their
agency program,

Client participation in the public agencies is mainly in
the form of client groups organized since 1968 through agency
staff initiation. The majority of the groups were formed for
the purpose of social action for the resolution of local social
problems; for mutual support in problem-solving; snd, to provide
feedback and opinions on effectiveness of sgency policy, service
or programs. In two of the public agencies a number of clients
are employed as staff supplement personnel.

Clients in three ofithe private agencies have become in-
volved in the policy and decision-making process of the agency.
Three of the agencies have client representatives on the board
of directors or on a board committee. In one agency a‘program
committee for program and policy planning is comprised entirely
of clients. 'Involvement of clients for participation in agency
programs has $aken place in the private agencies mainly since
1969 and through agency or executive director initistion.

- The majority of executive directors of the public agencies
defined the purpose for client participation to be to obtain
feedback information on effectiveness of agency policy and ser-
vice; to be a vehicle for influencing agency policy decisions;
and, to bring about change relevant to their needs.

The majority of executive directors of the private agencies
defined the purpose for client participation in a way similar
to those of public agencies with the exception of N.S.C. The
executive director of N.5.Cs defined the purpose for client
participation to be thet of clients having control of the agency
to meet their neighborhood needs.

The projection for an ideal form of client participation
by the executive directors of the public agencies was concentrat-
ed mainly around the idea of obtaining feedkack information on

the effectiveness of agency policy and service. One executive
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director stated the idea of restructuring the agency for an
adninistrative unit which would include client participation
as an effective vehicle for influencing policy decisions.

The projection for an ideal form for client participation
by executiv¥e directors for private agencies was concentrated
_on the idea of improving existing services before including
client participation. However three of the executive direct-
ors stated other ideal forms of client participation. To one
executive director this would allow for a feedback of opinions.
On executive director sae this‘as allowing for an increased on-
going program of client participation in all committees. The
executive director of N.5.C. projected an ideal form of client
participation as having a 51% board membership by local people.

Difficulties for implementing effective client participat-
ion was perceived in a similar way by the executive director of
both public and private agencies. The areas of difficulty were
stated in the order of staff, orgenizational structure, clients
and funding. Solutions were perceived to be in the same prob-
lem areas. |
G. Interrpretation of Data In Relation to the Typology of
Citizen Participation As presented by Arnstein

The information obtained about each of the sample agencies
in terms of present client participation; the executive direct-
or's definition and purpose for client participation; and, the
executive director's projection for an ideal form of client
participation can be interrpreted in relation to the Armstein
| typology of citizen participation. The Arnstein typology has
'been described on page 22, and is related to data in Table 8.

Arnstein illustrates eight Ievels of participation in a
ladder pattern with each rung corresponding to the citizens'
power in affecting the outcome of the:process. Using Arnstein's
criteria for the eight levels of participation, the agencies
can be plotted on this continuun typology. Refer to table 8
for the graph showing the level of client participation at-
tained by the sample public and private agencies on the Arnst-

ein ladder typology.
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Level (0) - No Client Activity
One agency, C.8., had no client activity.

Level I, Manipulation

One agency, Winnipeg North is represented at this level
in terms of present client participation in the agency program.
Clients are asked to participate as volunteers on the Christmas
Cheer Board by the agency. Interrpreted in terms of Arnstein,
this rung signifies the distortion of participation into a
public relations vehicle by powerholders.

Level II, Therapy

Tour agencies, Winnipeg South, J.C. & F.S8., C.A.8. of E.,
and C.A.S. of Winnipeg are represented at this level in terms
of the executive director's stated definition and purpose for
client participation, the executive director's stated ideal
form for client participatidn for one agency. Refer to the
data analysis in the previous section for a description of
these areas. |

Interpreted in relation to Arnstein, this rung signifies
that the real objective in participation is not to enable people
to participate in planning or conducting programs, but to enable
power holders to "educate" or "cure" the participents.

Level III, Informing
None of the agencies are represented here.

Level IV, Consultation

Ten agencies are represented on the level in terms of
present client participation; executive director's definition,
purpose for client participation; and projection for am ideal
form for client participation. Refer to previous section on
data analysis for the information pertaining to these areas.
The agencies represented are C.P.W.D., Wpg. N., VWpg. Sey Vpge
Wey PeOueBay JuCe & FeS.y CedeBs of Eoy Wpg.

Interrpreteé in relation to Armstein, this rung signifies
that citizens may hear and be heard, Under these conditions
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they lack the power to insure that their views will be heeded
by the powerful.

Level V, Placation

Two agencies are represented on this level in terms of
present client participation. These are FeB., and N.S.C,
Refer to previous data analysis section for a description of the
form of participation in these agencies.

Interpreted in relation to Arnstein, citizens at this rung
begin to have some degree of influence though tokenism is still
apparent. |

Level VI, Partnership

CeSsy Winnipeg West, P. O S. and A & O are represented at
this level in terms of present client participation for A & O
and in terms of the definition and purpose for client particip-
ation and projection given by the executive directors of the oi-
her agencies., Refer to the previous section on data analysis
for the information pertaining to these areas.

A% this rung of the Arnstein ladder, power is in fact re-
distributed through negotiatlon between citizens and power
holders.

Level VII, Delegated Power
None of the agencies are represented at this level.

Level VIII, Citizen Control _

NeS.Ce is represented at this level in terms of the
executive director's definition and purpose for citizen part-
icipation and his projection for an ideal form for citizen
participation. Refer to previous section on data analysis for
the description relating to this area.

Interrpreted in relation to Arnstein, at this level have-
not citizens obtain the majority of decision-making seats, or

full managerial power,
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Summary in Relation To Client Participation as a Phenomenon in
vocial Welfare

Citizen participation in social welfare, broadly concept-
ualized as the involvement of community citizens in social
welfare progrems, is not a new phenomenon. Historical perspect-
ives in social welfare point out the long standing involvement
of citizens in working together with professionals on the various
thresholds of participation which extend from information giving
to consultation, negotiation, joint planning, and shared policy
and decision making. Relevant literature examined in the first
two chapters reveals extensive clarity in the goals, process
and implications of citizens as participants in social welfare
programs and organization. The research dats indicates positive
and consistent ideas on the role of the citizen in this area.

Client participation is a relatively new phenomenon in
social welfare literature reveals very few articles about client
participation up to 1964. Most of the material deals with the
1930 -37 depression days and the War on Poverty with the highly
significant legislative clause of "maximum feasible participat-
ion". The objectives of such participation and the extent to
which they can be achieved are relatively obscure. Despite
confusion sbout the goals and probable outcome of such’ involve-
ment, the literature presented in this study points out the
increasing adherents to this movement with its principles as
being reflected in the policies of health, education, urben
renewal as well as welfare agencies.

The social welfare agencies in this research study reveal
that they are unmistakably moving toward involving clients in
planning and carrying out service programs.that affect their
lives. The current client involvement as presented by the
executive directors indicates various ways of participation.

The ways consistently presented with clarity in process and
goals were the employment of clients in human service programs,
using them as volunteers and giving them membership in agency
independent social action groups.

Much of the material presented by the executive director

as client participation, relates rather to the trend26 of the
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use of small groups for direct service and administrative

tasks. The group programs at the direct service level are

found to serve one or more of the following purposes: 1) to
inform clients about agency standards and procedures 2) to
educate clients and to develop specific elient skills, 3) to
counsel clients gbout problems related to their welfare status,
4) +to rehabilitate clients with certain social or psychological
problems.

The area of client participation in the opportunity to in-
fluence decisions was one which elicited the greatest number of
differentiated responses by the executive directors. Generally
the goals and process of this form of client participation were
ambiguous. Some conflict was expressed in the balance between
client influence in decision-making and professional and citizen
elite expertise. Three of the private agencies in the study
have current involvement of clients in decision and policy in-
fluencing orgenizational structures. Three executive directors
of public agencies expouse a committment to the idea of client
participation in influencing organizeational decisions.

‘The literature presented in the first two chapters points
out that the movement to extend greater power to people in
public welfare programs is closely =associated with changes in
our social institutions. Two of the agencies in the study,
P.0.5. and N.5.C. are specifically related to resources and
opportunity for more client representation in institutions af-
fecting their lives.

The barriers to effective client participation viewed by
the executive directors generally coincide with the sources
pointed out by Foskett27 in relation to barriers to effective
participation of poor people in orgemnizational life: +the people
themselves - their self-defeating attitudes; community attitudes
- such as discrimination toward minority groups; the organizat-
ion - characteristics that discourage participation; and the
political structure - the opposition of the dominant political
structure to admitting new members., Thus participation by low-
income persons is severely limited by lack of organizational
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and individual assets and enviropmental supports.

Conclusions:

The research study has depicted a definite trend from the
traditional participation of citizens in the sample social wel-
fare agenciles to the inclusion of clients as participants on the
defined continuum model of participation. .

The area of client participation which is considered a
relatively new development and which raises many questions is
that of influences in decisions by organizations which affect
them. The research data indicates in several agencies a rat-
ional basis for increasing the opportunities for clients to take
part in planning and operating social service programs. Most of
the agencies however, indicate confusion regarding the progranm,
process and policy objectives of client participation in this
area.

The literature on client participation also reflects con-
fusion in several ways: the wide range of antipoverty programs
set up in different neighborhoods,.the different kinds of act-
ions reported in the professional literature, the varying methods
followed and goals held by different antipoverty and minority
group organizations, and the varying bodies of social science
theories and research findinge used to support different points
of view.

Recommendations:

The need for research concerning the effectiveness of parts
icipation of clients in the work of social welfare agencies is
obvious. A wide range of investigations, surveys, in formal
evaluations conducted with clients and staff people, and formal
program research must be underteken. Some major questions are
these: How are the objectives of the participation of clients
in the work of social welfare agencies to be obtained in whole
or in part? How might the identified barriers to effective
participation - organizational, individual assets and environ-
mental supports be managed? More specifically, the input of




5

client participation highlights the continuing need for new
responses from social welfare organizations. This indicates
the need for innovative pilét projects with specific research

components.
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Appendix A (figure 1)

Names of Agencies Used in the Pre-test

Public agencies

L.

2.

Winnipeg Bast Office
(Department of Health and Social Services)

Central - Interlake Regional Office
(Department of Health and Social Services)

Private agencies

1.

2.

The Society for Crippled Children and Adults of Man-
itoba

The Canadian Mental Heslth Association



endix A (figure 2)
e of Agency (Public)

City Public Welfare
Department

People's Opportunity
Service (Deparment of
Health and Social
Services

Care Services
(Department of Health
and Social Services)

Winnipeg VWest Office
(Deparment of Health
and Social Services)

Winnipeg North Office
(Department of Health
and Social Services)

Winnipeg South Office
(Department of Health
and Social Services)

il G

Abbreviation
Used

C.P.VWi.D.

P.0O.5.

Winnipeg
West

Winnipeg
North

Winnipeg
South

Number
served

Fields of
Practice

public assist-
ance,

family social
services corre-
ctions,
psychiatric
social mervices,
medical social
gservices,
school social
services

public assistance,
family social
services,

child welfare,
Corrections,
psychiatric social
service,

community planning

public assistance,
family social
services,

medical social
services

public assistance,
family social
servicés

public assistance,
comnunity develop-
ment

public assistance

of clients

9,500

800~
1,000

2,960

2,230

1,850~
3,500

1,700



endix A (figure 3)

e of Agency (Private)

The Children's Adide
Society of Eastern
Manitoba

The Children's Aide
Society of Winnipeg
The Family Bureau of
Greater Winnipeg
Neighborhood Service

Center

Jewish Child and Fanmily
Service

Age and Opportunity
Bureau

Qe

Abbreviation
Used

C..A\.QS. of
Eastern

CsAdS. of
Winnipeg

F.B.

NQS‘C.

J«Co and F.S.

A« and O,

Fields of
Practice

child welfare

family social
services,
child welfare

family social
services

community develop-
ment

public assistance,
fanily social
services,

child welfare

counselling,
operation of day
centers,

social action

Numbers of
Clients Served

8,000

3,422

2,900

gserve
urban re-
newal ares

864

2.450
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Appendix B

School of Social VWork
University of Manitoba

Desr Sir:

The following is to request your participation in a
research study currently being undertaken by a group of
students a the Master's Degree level in the School of Social
Work, University of Manitoba.

The research study will focus on the extent to which
recipient or consumer participation is a viable accomplish-
ment within the Manitoba socisl welfare system. Considerat-
tion has been given to the fact that c.p. is an element of
policéy - making and broadly speaking, c¢.p. in social welfare
planning is expressed through the political system, through
citizen advisory boards in public welfare and through the
committee and board structure of voluntary agencies.

This participation has involved the "elite" and pro-
fessionals of society but a growing visible concern is
taking place today of facilitating the place of the rec-
ipient or consumer of service in having a voice in the .
shaping and evaluating of the very service so vital to his
life.

This research study is then focused on the extent to
which the Manitoba social welfare system has integrated the
concept of recipient or consumer participation in the policy
and decision-making process of social welfare agencies.

As a follow-up to this letter, two representatives

from the research group will be contacting you in the near
future for an interview.

Yours sincerely,

M., Whitehead, Chairman
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PART I - PERCEPTION OF CITIZEN PARTICIPATION

1,

What do you see as the concept of citizen participation?

Answers:

- same as research group statement

- other

When and how did you first become aware of citigen participat-

ion?
Answers:
- Iiterature

Agency policy

- Conferences

~Current events

- Clients

Senate Committee on Povery

- C.D. Students

Other

Do you feel that citizen participation is essentially a new
phenomenon ' in Social Welfare? If yes, explain.

Ainswers:
Precipitated by -

What do you think

Us8s riots
increasing poverty
Government activity
civil rights
community development
other

can be achieved by citigen participation

within Social Welfare?

nswer:

.ssecont'd
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5. What forms do you think citizen participation can take?
(direct answer to policy-making roles)
nswers:
- Client groups

- Advisory groups

- Representation on board
- Other

HOW WOULD YOU IMPLEMENT CITIZEN PARTTCIPATION AT PRESENT?

1. Have any of these forms of citizen participation been used
by your agency?

A) Which ones

B) When did it start

C) At whose initiative

D) What do they do

E) Describe the group
i) sex

ii) selection

iii) funding (source)

iv) size

v) frequency and place

vi) nature of staff involvement

2. Vhat purpose does the agency see this group fulfilling?
4) +to learn the agency services

eoss cont'd



B) +to make suggestions re: effectiveness of service __

C) +to actively get things done asi
i) volunteer

ii) staff-supplemént-aide

iii) grievance committee

D) change agencies' policy

Is the relationship of this group to the agency formal or
informal ?

4) Informal is to implement or not implement reécommendations

B) TFormal means that formal presentations recognized

Has the agency encountered any problems in the way these
groups relate to the agency, or within the groups themselves?

What are your staff's attitudes toward citizen participation
(these groups)?

How do you personally think citizen participation is pres-
ently working in your agency?

Part III - FUTURE PLANS

1.

Do you have any ideal form in mind for citizen participation
in your agency for the next 5 to 10 years?

essscOn't



2.

G¢) further points re above

54 -

How.does this differ from what you are doing now?

What obstacles, if any, do you see to this implementation?

A) money

B) budget

C) clients

D) policy

E) organization
F) staff

To what extent have clients suggested different forms of
citizen participation?
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Appendix D

School of Social Work
University of Manitoba

Dear Sir:

A research study on "Citizen Participation" is currently
being done by a group of post graduate students st the School
of Social Work., The study will involve gquestionnaire interviews
with the Executive Directors of several private and public agen-
cies. We are hopefully anticipating your contribution to this
study.

Citizen participation, in social welfare, is broadly con-
ceptualized as the involvement of clients and other community
citizens in social welfare programs. Citizen participation has
many facets. Thresholds of citizen and client participation
extend from information giving on one end of the continuunm,
through consultation, negotiation, joint planning, and shared
policy and decision making.

Despite the increased attention given to citizen particip=-
ation through anumber of new social programsg, the existing work
in the field - theoretical and emperical - reflects a good many
uncertainties about the phenomenon, the difficulty in coming to
terms with its implications, and the absence of criteris by whe
ich to measure its effectiveness and overall worth.

The purpose of the research project is to do an exploratory
descriptive study on citizen participation as a phenomenon in
the social welfare system in Winnipeg, end in this setting to
view this development in the. continuum framework and to evaluate
the implications for this in social welfare at the present time.

As a follow-up to this letter, 2 representatives from the
research group will be contacting you for an interview.

Yours sincerely,

M. Whitehead, Chairman
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Appendix E

Ao

1.
2.
5
4.
5.

B
1.

CITIZEN PARTICIPATION

Interview Schedule

Identifying Data

Name of JAgency:

Address:

Executive Director:

Number of years in this position:
Purpose (as officially stated)

Delineate the field(s) of practice:

Public assistance

Family social services

Child welfare

Corrections

Psychiatric social services
Medical social services
School social services
Recreational social services
Community planning

Other (specify)

Structure:

Voluntary
Non-voluntary government

Population served:

Number of clients in receipt of direct service
(case work - group work)

%umbe§ of clients in receipt of indirect service
Ce0.

Staff:

Number of service staff (non-clerical)
Number of M.S.W.

Number of B.S.W.

Number of Welfare Vorkers

Number of Community Development Workers
Others '

Citizen and Client Participation
Are community citizens currently involved il agency programs:
Yes No
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a) Tor what purpose and in what form:

Volunteer Staff aide
Advisory board member Policy making member
Other

b) When did it start
¢) At whose initiative
d) Describe the group:

sex Selection
Source of funds Size
Frequency and place of meeting Nature of staff involve-
- ment
Are clients currently involved in any groups used by the
agency: Yes No
a) TFor what purpose and in what form
Volunteer Staff aide
Client group Advisory board member
Policy making member Other

b) When did it start
c) Describe the group, etc.

Does the agency give official recognition to the groups -
specify citizen or client groups:

Have any policy changes been brought about by the activities
of these groups (distinguish between citizen and client groups )

Executive Director's personal view:

How would you personally define citizen participation?

What do you personally see as the purpose of citizen partic-
ipation?

What difficulties, if any, do you see to the implementation
of citizen participation?

Do you have any solutions to these problems?
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Projection:

Do you have any ideal form in mind for citigzen participation

- for the next five years?

Does your agency have any projection for citigen participat-
ion for the next five years?

What do you anticipate in the way of difficulties, if any?

What measures are considered as solutions to these difficulte
ies?
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Appendix B

Revised Arnstein Typology

VII Delegated Power
VI Partnership

Degrees of

VIII Citizen control
Citizen Power

V  Placation

IV Consultation Degrees of

ITI Informiig Tokenigm :

IT Thera . .
I Manipg{ation ‘ Non-participation
0 No client activity
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Public  Identifying Information

Agencies
L 4

Client Participation

Purpose of | Clients . Staff |
Agency Di I’ect Indi re C't M - S ® W . i . V’i? ° B . 5 e W . Other AAAAA Pur-pos e ‘ When St arted
CoPuWoD. 90001 5 | 35 1 6 aides ¥ Indigenous Pamily 1. interpret agency programs to
MO, | 26 indig- ; Visitors ) clients
enous _ : Household Management - report crisis to S.VW.
and child care upgrading - re employment
Rehab employment upgrading and education
Alcoholic Education Education re alecoholism )
Program social as well as educational
Mother's Club o _
(discont. )
Care 2,960 @ 8000 | 6 13 : 2 vol.
Service No client
Participation
North =
Provin-
cial
Wpg. 1700 | i ] . March
wouth , ; L 0 1p 1969
Provin- ‘ . L 0 ;
cial s
Ype. 2,230 L g 10 2 , i 1 1.3 within
Vest - ] cation last 15
Prov- r 11 | gram evaluation months
incial ; _ | ' i st in shopping house N. K.
ng for other clients
P.0.S. 800- 9,400 | 10 3 1 18 local . i | Sept. /68
| 39000 ’ | people Tenant's 4ssoc. . ! pt. /
Welfare Rights - f ri March/69
Group _
gggﬁer s Allowsnce - ‘ghare ldeas - ay/
P ' - feedback on policy of agency




Executive Director Definition of G.P.

sted Sex  Size Funds Selection lleetings Staff Involved ~adder e

1. male l;£17 1.Agency! l.from l.each meets l.consultant . staff supp "doesn 't know"
& |2, 150 gzgz of with worker (consultation)
female -

: Iv
2.male 2.Agency| loads 2. %fter*lntQKe 2.Leader

_n ' ti&es"
‘ . Therapy II elected representa g
5.male |3. 80 2.agency lelegibility 3.Leader (educa%ion) ‘
4.male (4. NK 4.case~ 12 sessions 4.Leader . Therapy
& 1loads 3.twice g 5.Group Leader (IT
female week . . Therapy
5.female 4.weekly (11
5.discont. . Thera%y
: (I1) -
"Effective involvement To bring about chan
through existing chan- relevant to their n
nels in actual pollcy (citizen and client
decisions”
Agency Agency K. +Manipulation "Inclusion of clients in Make people's opinio
(1) determining policy as a heard
reflectlon of communlty
_ . e e feeling"
Agency Agency | T " consultant . Consultation "citizen adhesion at

(1v) defferent levels" Not answered
~"both citizens and clients

%§%§b g%%lngther without
_ ) . how W
Workers . tons , (Iv) ~ and clients in agency £ o

2. a vehicle for al
. Agency | female 2.None 2.Stgff 2.a28 reque- | consultant . Ma?%gglation programs" an influence on pol
 an y :

é ers (not just heari
self  ag = | f | reports from expert

nmostly Social Self & w 3 C.P, Worker 1. §oc;al
female Commit-  agency v Action

"involvement of all citizens - human dign

f in the plitical structure of
male tee refer- (IVv) ; society regardless of source, - 2 alnst e hy
Fund red & , of invom - ag
pres. Raising 2. Con??%gﬂtion | © | - civil unrest

male & Agency Self 3 : C.D.
female bays

¥ < - “‘ . - ~v
. female N.K. Self Staff resource . Con?ulgation




Purpose

o bring sbout change
elevant to their needs
citizen and client)

ake people's opinions
eard

Difficulties

new theory (untested)
apathy of citizens
. Will gov't permit at
all levels providing funds?
clients manipulated by
workers e.g. welfare rights

__Solutions

Txedutive Director Projection for C.P.

Arnstein | Tdeal Model

Ladder

Difficulties ;

1. age of clients (82 yrs. ave.)
2.
ricts citizen involvemént in pro-
grams but can attempt to change
immediate needs

Lack of trained staff
Youth value - culture

4, Punds

Apathy of citizen and clients

The Care function of Agency rest-

1.
2.
3

A

education of staff,
community

more staff prepared in
CeP. to start programs
Care facilities in smaller

communities get more people

involved funds

"Expand current
services"

"Pyain staff in
use of C.P. then
extent to clients"

no leve
reached

- Punds

- train staff
in C.Pe

- educating
clients &
community

"research required"

t

community development
all staff involved as C.VY.
workers

Not answered

staff resources

1. feedback of how well
gservice meets needs
2. & vehicle for allowing
an influence on policy ma
ers (not just hearin
reports from experts%

money spent

machinery for this not set up
time factor - pressure of heavy
caseloads & no tome for innov-
ation work

- human dignity basis

- ags a soclial insurance
against anarchy,
civil unrest

pressure of being accountable for

larger staff

funds

- single delivery service

with an admin. unit for
C.P.

- Bolution in deciding it

can and will be done

VI prior to C.P. - see other 56
Partne implementation list 1lis
ship "yse C.P.in actual

care facilities"
"organize clients to - gtaff non
Iv have some effect on turnover
Consult community feeling"
ation ‘
o "one client helping
VI another - encourage
Partner brotherhood and self
ship help- therapeutic broad .
@y}iﬁgﬁpxpmri ence f'il’l ZrDS.
: N . )
-"Restructuring agency for - rigid gov b
11 the delivery of a single dept. €.l a
Therapy total service which in- statutes an

cludes C.P.

regulations
citizens have
no pOWGI‘ or

authoritY,g?

- attitudes - public
- professional

- unequal basis as recipient caught
up in financieal assistance

- limited freedom of choice

Divorce public assistance
from service in social
welfare agencies

.VI of source of income for
Partne recipient."
ship -"encourage recipients set-

ting up organizations"

-"funding charge and change




Executive Director Projection for C.P.

Solutions L;gggiln ‘Tdeal Model Difficulties ‘Solutions Arnstein ‘
oo Dbntutst v e __dadder = S , , e o _Ladder ~Agency Projection
"Expand cHrrenﬁ - Punds ueducatgt no level -
services - train staff community reached
11 2 & :

et 5op. then _doep. "oiients
extent to clients" clients % ~train staff

community in C.P.

no level

same as given
reached

by executive
director

"research required"

1. education of staff, | VI i to C.P . . '
| L prior to C.P. - other _ ~ acute client participati
est- community . Partner implementation v ii:t see other ' L with feedbackpprocg;gdglon
pro- 2, more staff prepared in | ship "use C.P.in sctual 1is% Consultatio faster home clientel nd
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4., involved funds
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~ ation ’
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more skilled and
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late to feedback
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9.
10,

11.

12.

Employment
Group

Lork Selkirk
Development
Association

Main St. Youth

Le AsGroups

M ora Homewoners

CuoldaP.

LeS.De
coordinating
committee

Camp Groups

Various ad hoc

Groups meet as

required:

1) Sports Gp.

2) Emergency
situation

3) Parents

A

11.

- BEducation
~ job training
~ job discrimination

community and development
project concerns

social
recreation
Therapy and Rehabilitation

react to urban renewsl
stop hotel & motel complex

Ssummer information and
planning for canps

NeK.

1968

1968

1969

Agency‘

P.0.
& W.

.

w

Agency

Agency

Agency

Agency

male &

. female

5male &

female

male &
female

Emale &
§female

' mixed

16

100

N.K.

20

none

none

none

none

none

resid-
ents of
LeSeDs

drop-in
self &
referral

residen-
ts

every two
weeks

monthly

weekly

weekly

ad hoc

only during
summer

- H=6 executives
- gtaff resource

stalffl resource

stalf resource

staff resource

none
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11.

Education

- job training

- job discrimination
community and development
project concerns

social
recreation

Therapy end Rehabilitation

react to urban renewal
stop hotel & motel complex

summer information and
planning for camps

NeKe

1968

1968

1969

male &
female

male &,
female

male &
female

‘male &
. female

mixed

referral

resid-
ents of
L.SeDa

drop~in

gself &

residen-
ta

every two
weeks

monthly

weekly

weekly

ad hoc

only during
summexr

- bhat executives
- gtaff resource

staff resource

stalf resource

staff resource

social action
(IV)

social action
(Iv)

Therap
(119

Therap;
(1T

social action
(1IV)

social action
(IV) |

gsoclal action
(IV)

informing
(111)

informing
(111)
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Appendix I

Table 1
Present Citizen Participation In Public and Private Social Vel-
fare Agencies Showing Highest Level of Participation Attained
On the Arnstein Typology:

Public Agencies . Private Agencies
C.P.W.D. - VII As & Ou - VII
CQSQ - IV J.Q. & F.So~ hand VII
Wpg. N. - Iv CoheSe 0f B = VII
Wpg. S. - Iv P.B. - VII
Tpg. W. - Iv C.A.S. of Vipg. VIT

v We3.Cu VII
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Table 2

Present Client Participation in Public and Private Social Welfare
Agencies Showing Highest Tevel of Participation Attained On the

Arnstein Typology:

Public Agencies Private Agencies
C.P.W.D. - Iv A & O. - VI
C-SQ tt None J.C. &3 :EDQSQ had II
Wpg. N - I CofaBe of BB - v
Wpg. S - Iv BB - Vv
Wpg., W - v C.A.S. of VWpg. Iv
P.0.S. - Iv NeS3.Ce - v
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Table 3

Definition and Purpose For Client Participation as given by
Executive Director and Interepreted for Arnstein Typology

Private Agencies Public Agencies
AQ & Oo - VI CQP.V‘IQDQ bl O
JQC.&):FQSQ - IV COSQ bl VI
C.A.S. Of B No defc ng- IQC bl Iv
PF.B. - Wpg. S. - II
C.4.S. of W=  No def. Wpg. U. - VI
N'QSQCQ hand VIII PQO.S. ot VI
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Table 4

Ideal Form For Client Participation as given by Executive Direct-
or and Interpreted for Arnstein Typology:

Private Agencies Ex. Dir. Agency Public Agencies Ex, Dir, Agency

As & O. VI VI C.P.W. 0 0
J«Ce & F.S. IT II Care Services Iv IV
CJAdS. of E, IT Iv Wpg. North Iv Iv
F.B. Iv I1I Wpg. South 1z II
CeAS. O0f W, II IT Wpg. VYest VI VI

NeSaCe VIII VIII P.0.S. v IV
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Table 5
Classification of Most Frequently stated

Tor Bffective Citizen Participation

Staff

Organizat-
ional
Structure

Funds

Client

Problems and Solutions

Difficulties Solutions
Public Private Public Private
C.P.V. he & O. C.PaV. % & O. 1
CQS. JnCn &3 FCSQ C-So FQB.
Wpg. N. P.B. Wpg., N CoheSe of VI,
Vipg., S. C.h8. OFf W.| VWpg. S. N.S5.C.
l\?pg. VY. N.SQC. PQOQSQ
EPQO.S.
.
jCoPQWc A & OQ CCPOV\?Q Ae & O.
CaSe JeCu & FuS. Wipg. W. JeCo & TS
‘Wpg. V. CoAS. of E P.0.5. F.B.
P.0.5. . Be. C.AeS, of W,
CQ-AA..S. Of V\JO
CePoW. Ad & Q. Wpg. S. Ad & O,
Cede J.Cs & P35, Care Ceha3s of W,
Wpg. S CoheSe of W, Services
N‘SQCO
Ctpcwo AQ &-Oa C.P.W. A & O.
CuSc FQBQ PoOch . C.Ja.oac Of W.
Vipg. Ne C.AeS. oF W Wpg., N. | N.5.C.
PQOQSQ c.l{&..SQ Of E :
NeS.Ca 1 .
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Table 8

The level of Client Participation Attained by the Sample Public
and Private Agencies on the Arnstein lLadder Typology:

A - present client participation in the
agency

B -~ executive director's definition and
purpose for élient participation

C - executive director and agency projected
ideal form for client participation

> x %
Citizen Control VITI BC_|
Delegated Power VII L
Partnership - VI B BCI B 1AC ‘
Placation \4 ’ A A
Consultation IVEL A CIBCIA IA JCA B_lA BCIA
Informing I1I
Therapy IT BC CAC C -
Manipulation I
Present Agency
Services O, BqA ] i H B
: gq. e F_.—: . * .
S0, 7Tl dld s
NP v oS o T mEao
S oS BEEL %a g
O g = = 5 m: cg '-?
Bz e . =
[} ¢
0N
g
L}

Public Agencies Private Agencies
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12.

13.

14.

15.
16.
17.
18.
19.
20,
21,

22,

23.
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