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accountability: to client, 4449, 79; to
and for oneself, 250; in organizations,
237, 240

actions: in quadrant model, 10-12; social
work defined in terms of, 7-8

activism, 1, 3, 216

Addams, Jane, 216

advise and consent, 147—49; informed
consent, 35-37, 93

advocacy: basis for, 141; beneficiary of,
141-42; case, 187; defined, 139—41;
groups, 192, 195-96

advocate, 51, 139-54; and advise and
consent, 147—49; and alleviating
workers’ struggles, 251; case manager
as, 176, 178, 181, 187, 18¢; and
deconstructing issue, 145—47; and
identifying groups, 143—44; and
identifying issue, 144—45; intervention
of, 149-53; and least contest, 69; and
organizational change, 253; in
Quadrant A, 153; in Quadrant B, 96,
153-54, 187; in Quadrant C, 93, 96,
154, 187; in Quadrant D, 154; in task
phase, 93, 96

agencies: and NASW Code of Ethics, 30;
role of, 22. See also organizations

alliances, creating, 22223, 224

alone vs. lonely, 193
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American Psychiatric Association, 161

answering machines, 259

arguing, 152-53

assessment, 171-74; of agency’s services,
246; process guide of, 17274

attending, 46; examples of, 48, 107; and
radical listening, 156-57

attraction power, 238

attraction relations, 197

authority relations, 197

bargaining, 15051

beneficence, 32-33

beneficiaries: of advocacy efforts, 141—42;
categories of persons at risk as, 9; of
deleterious discourses, 146—47;
intended, 9, 10; self as, 249

Blaming the Victim (Ryan), 21

Bosanquet, B., 2728

brainstorming, 14748

broker, 51, 115-26; case manager as, 189;
in contract phase, 82-83; and
learning community, 116-18; and
least contest, 69; in Quadrant A, g1,
123—25; in Quadrant B, 125-26; in
Quadrant C, 89—qo, 91, 120-23; in
task phase, 89—92; and using
community, 118-20; and workers’

struggles, 251
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Cabinet for Families and Children
(Kentucky), 260-61

case advocacy, 187

case conferences, 170

case management: defined, 169;
evolution of, 16g—71

Case Management Society of America, 171

case manager, 51-52, 169—91; as advocate,
170, 178, 181, 187, 189; and assessment,
171-74; determining work of, 187—qo;
and linking, 181-84; and monitoring,
184-86; and planning, 174-81; in
quadrant model, 19o—q1

change: implementing, 223-26; and orga-
nizations, 242, 252-57; planning for,
220-23; strategies of, 14748, 221-22.
See also environmental change

charity organization societies, 2, 169

Charmaz, K.C., 106

class advocacy, 187

clients: and access to information, 34;
accountability to, 44—49, 79; assess-
ment of services to, 246; attributes and
skills inferred from counteracts, 167;
and decision making, 109; eligibility
for services, 245; help with reaching
out by, 132—37; and informal organiza-
tion of agencies, 241; informed consent
of, 36, 93; as intended beneficiaries, 9;
looking beyond, 50, 14344, 224;
maximizing supports for, 56-62; as
persons engaged, 9; powerlessness of,
45, 147; protection of rights of, 141;
reconnecting with, 182, 185; services
needed, 245—46; standing with, 159;
storyline of, 167-68; and termination
of service contract, 111-12; and time-
distance-cost factors, 233-34, 243

client task, following demands of, 49-54,

79; example of, 52-54; roles used in,

50-52
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Clinical Social Work Federation, 28

Code of Ethics, NASW, 29—30; confiden-
tiality in, 33-34

coercion theory. See conflict theory

coercive power, 238

collaborative language systems, 14

collegiality, 237, 240

Combs, Gene, 155

common ground, identifying, 128—32;
example of, 130-32

communication patterns, 240—41

communication relations, 197

communities: identifying, 217-19;
learning, 116-17; members of, 218-19;
organizing, 219—20; types of, 217-18;
using, 118-19, 181

community organizer, 52, 216-26; and
co-0ps, 125; in quadrant model, 226

community organizing, defined, 216-17

conferee, 50-51, 105—-14; case manager as,
189; in contract phase, 8o, 105-6; and
decision making, 109-11; identifying
needed tasks, 106-8; and organiza-
tional change, 253; in Quadrant A,
93, 98, 105, 114, 120, 123; in task phase,
92, 93; in termination/recontracting
phase, 98, 11-13; and workers’
struggles, 251

confidentiality, 33-35; vs. privileged com-
munication, 34; and technology, 259;
and therapy groups, 195

conflict theory, 15

consciousness-raising, 149—50

consensus, reaching for, 207-8

consensus theory. See systems theory

consent. See advise and consent

continuing education, 260-61

contract phase, 80-88; with group, 87—
88; with one client, 84-87

cooperating, tapping into motives for,

128-29



cooperatives, 125
Council on Social Work Education, 260
counteracts: defined, 163-64; roots of,

166-67; seeking, 163-65

Dahrendorf, R, 15

“daughters’” work” ideology, deconstruc-
tion of, 75

decision making, facilitating, 109-11;
example of, 10-11

deconstruction, 17-18, 25; defined, 160; of
issue in advocacy, 145—47; of oppres-
sive cultural discourse, 72—76, 79,
160-03, 252; as political process, 163

Diagnostic and Statistical Manual
(DSM), 161

discourses, oppressive: deconstruction of,
7276, 79, 160-03, 252; defined, 18,
25—26; examples of, 160-61; identify-
ing, 145—406, 162-63; internalized, 20,
161-63; in organization, 252

Dolgoft, F., 28

email, 259

empathic connections, 40, 56—57;
example of, 108, 131-32; within
groups, 205

empowerment approaches, 14

empty-chair work, 159

Encyclopedia of Social Work, 37

engagement with empathy, 106

environmental change, 43; and advocacy
groups, 196; vs. changing people, 2; as
first choice, 3, 16, 21; social workers as
agent of, 21

essentialism, 16, 19—21

ethical absolutism, 28—29; and NASW
Code of Ethics, 31

ethical relativism, 29

ethics, 27-39; beneficence, 32-33;

cognitivist ys. non-cognitivist view of,
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28—29; confidentiality, 33-35; defined,
27-29; honesty, 37—38; informed
consent, 35-37; justice, 37; profes-
sional codes of, 28, 29-31, 33-34;
questioning of, 256; respect for
individual, 32; and structural
approach, 31-39; and technology,
258-59

evidence-based practice (EBP), 205

exceptionalism, doctrine of, 20

expert power, 238

fairness, 37

family unit, 194

faxes, 259

feedback, 47; example of, 49

feelings, getting with, 46, 57, 58; and
broker, 121; and case manager, 172—73;
and conferee, 100, 107; examples of,
48, 107, 121, 130; and mediator, 130,
134

feelings, reaching for, 46, 57, 58, 66; and
broker, 119; and conferee, 106;
examples of, 48, 64, 107, 119, 131; and
mediator, 130; and preconceptions,
109

feminist critique, 14

Freedman, Jill, 155

gatekeepers, 2023

Germain, C., 8—9

grassroots organizing. See community
organizing, defined

groups: creating goals for, 198-99;
defined, 193; dynamics of, 2013, 220;
facilitating interaction in, 203-9, 220;
full participation in, 206—7; history
and continuity of, 200—201; relations
within, 197, 201; role differentiation
within, 202-3; selecting members of,

198; setting boundaries within, 200;
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groups (Continued)
sustaining, 200201, 220; traditions
and rituals of, 201; turning issues back
to, 207; types of, 193-96; voicing
achievements of, 200

group structure, defined, 197

group worker, 52, 192—215; and group
dynamics, 201-3; and holistic
approach, 196-98; and interaction in
groups, 203—9; intervention of, 198—
99; in Quadrant A, 91, 209-11; in
Quadrant B, 209, 211-14; in Quadrant
G, 209, 214-15; in Quadrant D, 209,
215; sustaining groups, 200—201; in
task phase, 91, 92

guiding questions: in contract phase, 81—
84, 85; in task phase, 88-89, 92—95;
in termination/recontracting phase,

98-99

harm: defined, 33; duty of social worker
to do no, 3233

Harrington, D., 28

Health and Human Services, U.S.
Department of, 234-35

hierarchy, formal organization and, 23740

honesty, 3738

Hull-House (Chicago), 216

Hutcheon, L., 17

immersion, 157

implementation dates, 177-78

inadequacy, 20-21, 77, 122

independence fostering, 112

individual, respect for, 32

inferences, checking out, 46; and broker,
119, 121; and confronting preconcep-
tions, 109; examples, 53, 63, 119, 121

information, giving, 133; examples of, 86

information, reaching for, 46—47; and

broker, 121; and conferee, 106, 107;
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examples of, 48, 53, 64, 86, 107, 108,
121, 130; and mediator, 130

information link, 205-6

informed consent. See advise and
consent

intervention: in advocacy, 149-53; with
groups, 198-99; least contest principle
and point of, 6g—70

issues. See problems
justice, 37

Kahn, S., 216
Kuhn, Thomas, 265

least contest, principle of, 68—72, 79; and
broker, 115; example of, 70-72; and
organization change, 252—53; and
protesting en masse, 225; during task
phase, go

line relationships, 237, 240

linguistic shift, 158-59

linking, 181-84; and process guide, 182-84

Linzer, N., 27

listening: to client’s story, 143; radical,
156-57

lobbying, 152

Loewenberg, R.M., 28

lonely vs. alone, 193

macro-practice, 23-25, 209

marginalization, 3, 18

Marriage and Family Therapy Institute,
260

mediating, defined, 127

mediator, 51, 127-38; case manager as,
182; community organizer as, 223;
helping clients reach out, 132—37;
identifying common ground, 128-32;
and least contest, 69; and organiza-

tional change, 253; in Quadrant A,



03, 137; in Quadrant C, 93, 138; in
task phase, 93; and workers’ struggles,
251

meetings, 2600; and time management,
263

messages: amplifying subtle, 204;
redirecting, 200; softening overpower-
ing, 2045

metawork, 257-01; defined, 257;
meetings, 260; paperwork, 257-58;
supervision, 259—60; technology, 258—
59

micro-practice, 23-25

minimax principle, 77—79; and self, 253;
and task phase, 96

monitoring, 184-86; process guide for,
185-86

mutual compassion, developing, 133-34

narrative collaboration, 155

narrative therapy, 14

NASW. See National Association of
Social Workers

National Association of Black Social
Workers, 28

National Association of Social Workers
(NASW): Code of Ethics of, 28, 29—
31, 33—34; and continuing education,
260

obstacles, confronting, 129-30

offices, 231-32

organizations, 229-04; accountability in,
237, 240; boundaries of, 234; catch-
ment area of, 233; and change, 242,
254-57; charity, 2, 169; choice points
in, 242—47; and clients, 241; commu-
nication patterns in, 240—41; cultures-
cape of, 23133, 243; decision making
in, 242—47; ecological organization,

230, 243; formal structures of, 234-37;
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hierarchy in, 237—40; informal
structures of, 235-36, 238—40; mission
of, 234; oppressive cultural discourses
in, 252; physical dimension of, 230;
services provided by, 234; as social
constructs, 229; stretching norms of,
255; territoriality of, 233. See also
agencies; working in organizations

outcomes: of advocacy, 148—49; assessing,
in groups, 199; indetermination of,
266-67; translating needs/problems
into, 172

Oxford English Dictionary, 27

paperwork, 257-58; and time manage-
ment, 261-62

patterns, looking for, 14445

persons engaged, 810

perspectives, multiple, 72—76, 163; within
groups, 208—9; and reinterpretation of
experience, 79

persuading, 151-52

philosophical base, 14—26

pivotal readiness, 253

planning, 174-81; process guide, 178-81

policies and procedures: and formal
organization, 236—37; and informal
organization, 237

policy analysis, 22021

positioning, 45—46; examples of, 86, 107,
121; and office furniture, 232-33

postmodernism: and policy analysis, 221;
on power, 18-19; and social work
practice, 14, 17

power: balancing, 150; and informal
organization, 238—40; interaction with
brokers, 224-25; legitimate, 238; and
postmodernism, 18-19

preconceptions, confronting, 109

pressures translated into tasks, 106-8

privileged communication, 34
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problem definition, 26; in advocacy, 145;
in case management, 171-72; and
choice, 21; in psychological terms, 20;
solutions affected by, 19—20

problems: within communities, 218, 219—
20; exploring, 160; externalizing, 157—
60; identification of, 143—4s;
separation from client, 159

process model, 8o-101; contract phase,
80-88; task phase, 88—98; termina-
tion/recontracting phase, g8-101

professional assignment, 21—22, 26

professional development, 260-61; and
time management, 263

protesting en masse, 225—26

Quadrant A, 8, 10; advocate in, 153; broker
in, 91, 123—25; case manager in, 190—91;
conferee in, 93, 98, 105, 114, 120, 123;
and contract phase, S8o; group worker
in, 91, 209-11; and maximizing support,
56-60, 62-68; mediator in, 93, 137; and
micro-practice, 23; and organizational
change, 253; and workers’ struggles, 251

Quadrant B, 8, 10-11; advocate in, g6,
153-54, 187; broker in, 125-26; case
manager in, 19o, 191; community
organizer in, 226; group worker in,
209, 211-14; and maximizing support,
60; and organizational change, 253

Quadrant C, 8, 11; advocate in, 93, 96, 154,
187; broker in, 89—9o, 91, 120-23; case
manager in, 191; community organizer
in, 226; group worker in, 209, 214-15;
and maximizing support, 6o-61;
mediator in, 93, 138; and organizational
change, 253; and resources creation,
120-23; and workers’ struggles, 251

Quadrant D, §, 11-12; advocate in, 154;
group worker in, 209, 215; and macro-

practice, 23; and workers’ struggles, 251
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quadrant model, 7-13; and demands of
client task, 49-50; and least contest
principle, 68-69; and maximizing
potential supports, 55-68; research
value of, 12; and specialization, 23-24

qualitative inquiry, 266

quantification, 267

radical listening, 15657

Reamer, F.G., 28

recontracting phase. See termination/
recontracting phase

referrals, 118-19; defining date of, 177—78

research: limits of, 266; and quadrant
model, 12

resources, creating, 119, 120-23; and case
manager, 177; and co-ops, 125; in
Quadrant A, 123-24; in Quadrant B,
125-26; and trade units, 12425

resources, formal, 117; and case manager,
187-88; identification of, 174—75, 178

resources, informal, 117; and case
manager, 187-88; identification of,
176—77, 181; prescreening of, 118-19

reward power, 238

Rock, Chris, 161

roles, 50-52, 102-226; and least contest
principle, 69. See also advocate;
broker; case manager; community
organizer; conferee; group worker;
mediator; therapist

Ryan, William, 21

scanning group, 202

self, use of, 253-54

self-help groups, 194

self principle, 249-54; processes for, 254

self-subjugation, 18-19; and social beliefs,
72-73, 16162

service contract, 65; and accountability to

client, 44—45; in case management,



174; and conferee role, 105; with
groups, 198-qo; skills used to establish,
45—47; termination of, 98, 111

service providers: and case management,
169; contacting, 175—76; organizations
as, 234; reconnecting with, 182, 185

settlement houses, 2; and community
organizers, 216; social workers as
brokers in, 115; and support groups,
193

social change. See environmental change

social constructionism, 19—21; and
evidence, 265-66

social emotional leaders, 202

social groups, 192, 194-95

Social Work Dictionary, 37

solution-focused practices, 14

specialization, 22—24, 26

staff relationships, 237, 240

stage, setting, 203

stereotypes, 161

stigmatization, 161

strengths-based practices, 14; vs.
structural, 15

strengths perpective, 14

structures: creation of, 55; defined, 25

supervision, 259-60; and time manage-
ment, 262-63

support groups, 192, 193—-94

supports, maximizing, 55-68, 79, 91; in
client’s environment, 56-62; and
group worker, 192; in institutional
setting, 62—68; in Quadrant A, 56-60,
62-68; in Quadrant B, 60; in
Quadrant C, 60-61; using community
for, 118-19; for workers in organiza-

tion, 251-52
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systems theory, 15; and NASW Code of
Ethics, 30

taboos, raising, 25657

task leaders, 202

task phase, 88—98; example of, g7-98;
initial intervention in, g1-97

technology: and ethics, 258-59; and time
management, 262

termination/recontracting phase, g8-101;
conferee role in, 98, 111-13; example
of, 100101, 112-13

therapist, 52, 155-68; and counteracts,
163-65; and deconstructing oppres-
sive discourses, 100-603; externalizing
problem, 157-60; radical listening,
156-57

therapy groups, 192, 195

thinking group, 197

time management, 201-63; strategies for,
263-64

trade units, 124-25, 181

victim-blaming mentality, 77, 122

viewing group, 197—98

waiting rooms, 231

Webster’s Ninth New Collegiate
Dictionary, 27

White, Michael, 155, 157

working in organizations, 249-64; and
alleviating workers’ struggles, 250-51;
and changing organization, 254-57;
and metawork, 257-61; and self
principle, 249-54; and taboos, 256—57;
and time management, 261-63; and

unethical practices, 256
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