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PERSPECTIVES OF CLIENTS OF THE YOUTH SERVICES CENTER

II. COMPARISON OF CLIENTS' AND WORKERS' PERSPECTIVES ON SERVICE DELIVERY

Joy G. Richardson and Michael P. Kaufman

EXECUTIVE SUMMARY

The purpose of this report is to analyze the service delivery process .
at the Youth Services Center from the perspectives of the key participants:

client and provider.

Ideally, service delivery is predicated on a conceptual framework
consisting of an unambiguous definition of a problem, assumptions concerning
its causation, and propositions concerning intervention strategies for
prevention or remediation. These elements are logically connected to form
a theory of some degree of comprehensiveness and completeness. However,
the literature in delinquency prevention indicates that delivery of services
frequently occurs without complete delineation of causal relationships
between the problem to be alleviated,.the necessary intervention strategies,
and the desired outcomes and that causal relationships between and among

them are not necessarily known.

The delivery of services may be viewed as consisting of three inter-
related components: 1) definition of a problem; 2) services or intervention
strategies; and 3) outcomes of services. The literature suggests that the
potential for disagreement regarding definition and description of these
components may be great since they may reflect differences in perspective
as well as the lack of definite knowledge concerning causal relations. Thus,
the examination of these components from the perspectives of clients and
providers has the potential to provide information on the degree to which
their perspectives are congruent, thereby contributing to understanding of
outcomes resulting from clients' participation in the delinquency program.

The sources of data for the study were interviews with clients of the
delinquency program, questionnaires completed by paraprofessional workers
assigned to clients, and agency reports of staffing reports on clients.
Three data collections points over the course of-service delivery were used:
intake, and six months and one year after intake,

The results of intake comparisons indicate a general lack of agreement
between client and agency on identification of client problems and selection
of services to be provided. Similarly, the findings for six months and one
year point to a lack of congruence between client and provider on descriptions
of services actually provided and appraisals of outcomes of services, in-
cluding their helpfulness.

*

Greater congruence between client and provider and increased effective-
ness of services require some degree of shared definitions and perceptions.
Thus, conclusions focus on consideratior’s of enhanced communication through
client participation in defining problems and setting goals, greater clarity
regarding service arrangements, and clarity regarding the mission of the
Youth Services Center.




PERSPECTIVES OF CLIENTS OF THE YOUTH SERVICES CENTER
II. COMPARISON OF CLIENTS' AND WORKERS' PERSPECTIVES ON SERVICE DELIVERY

Joy G. Richardson and Michael P. Kaufman

INTRODUCTION

The purpose of this report is to analyze the service delivery process
at the Youth Services Center from the perspectives of the key participants:
client and provider. The delivery of services may be viewed as consisting
of three interrelated components: 1) definition of a problem; 2) services
or intervention strategies for remediation or prevention of problems; and
3) outcomes of services. A previous report on the clients of the Youth
Services Center which examined correlates of client satisfaction concluded
that there was little agreement between client and provider on perceptions
of outcomes such as the extent to which service goals had been achieveq
and the client had been helped (Richardson and Kaufman, 1979). The evi-
dence that client and provider are pursuing different goals suggestis that
their perspectives on other components of thé situation are also disparate
and should be investigated.

The investigation of definitions and descriptions of the service deliv-
ery situation has the potential to provide information relevant to two
major issues: the consistent findings of "no effect" in traditional evalu-
ation studies of delinquency prevention services, and the lack of re]ationt
ship between client satisfaction and outcomes found in traditional eva1qg;1on
studies. Ideally, service delivery is predicated on a conceptual framew@%k
consisting of an unambiguous definition of a problem, assumptions concerning
its causation, and propositions concerning intervention strategies for pre-
vention or remediation. These elements are logically connected to form a
theory of some degree of comprehensiveness and completeness. However, the
literature in delinguency prevention indicates delivery of services fre-
quently occurs without complete delineation of causal relationships between
the problem to be alleviated, the necessary intervention strategies, and
the desired outcomes. Viewed from this perspective, the results of tradi-
tional evaluation studies are not surprising and have served as the impetus
for researchers' calls for a closer analysis of the service situation in
order to learn what is actually taking place.

Overview of the Study of Human Services

Services for the prevention and remediation of delinquency are included
in the category of human services, a broad variety of health, education.and
social welfare services which have as their purpose the improvement, main-
tenance, or restoration of the client's well-being through changes in or
control of his behaviors, attributes, status and/or environment. These
services are typically studied to determine the extent to which they achieve

T L I T Iy A T e o oo i e v s s i

.

e R T

D ]

specified goals. In the ideal evaluation, goals are translated into opera-
tional measures and data are collected on at least two equivalent groups,
one of which has been exposed toc the services while the other has not.

The two groups are then compared to determine whether significant change
has occurred as a result of the services. Typical findings show 1ittle
change in client outcomes in relation to the services, (See for example,
Guba, 19723 Hirschi and Selvin, 1967). The inconclusive findings have been
interpreted as demonstrating the need for qualitative research on the com-
ponents of the service situation. An overview of the literature provides
information on the status of our knowledge of these components.

The Provision of Services

The service situation has been described as having three components:
problems, services and outcomes, The literature indicates that these terms
do not have consistently clear meanings, and that causal relationships
between and among them are not necessarily known.

Needs and problems do not haye objective, unambiguous meanings. Condi-
tions and situations must be defined as problems, and the fact of definition
implies a need for change (Periman, 1975). In part, whether or not a prob-
Tem exists depends on the values, concepts, and perspectives of the viewer
as well as on the availability of techniques to deal with it. If a problem
is seen as existing, there may be 1ittle agreement on its nature or magnitude.
Thus, preliminary research on clients of the Youth Services Center pointed
to the Tikelihood of discrepancies between clients and agency on the numbers
and types of problems for which help was needed (Miller, 1978). At that
time, it was noted that people may adapt themselves to objective conditions
which are less than desirable, such as poverty and bad neighborhoods. 1In
such cases, these conditions of 1ife may not be defined by the people them-
selves as problems although other observers may see a need for alleyiation
of the conditions.

Seryices, intervention strategies for the remediation of problems, are
frequently difficult to define since they vary in tangibility and observ-
ability of process and effect. Researchers describe service methods as
being "of such complexity as to defy description" (Mann, 1972) and note
that the lack of standardized definitions makes it difficult to know whether
people are communicating (Wakeman, 1969). Problems caused by the inability
to specify what is meant by service techniques are compounded by the dearth
of clear directions for their application: the selection of services to
match definitions of problems is complicated by varying degrees of knowledge
of causal relationships between problems and intervention strategies and by
differences in perspective. The literature suggests that caseworkers and
clients of delinquency programs do not agree in their preferential ratings
of the utilities of various types of services for specific problems
(Gottesfeld, 1965). 1In addition, clients and workers may present dis-
crepant descriptions of services provided (Mayer and Timms, 1970). For
example, a youth apprehended for retail theft is Tikely to be given services
related to the provider's causal theories of delinquency and capabilities
for providing assistance. In such cases, a service frequently provided



i me form counseling aimed at giving the client insight.into why.he
lie2$s? On tﬂ: other han%, if the client has sto!en to alleviate depriva-
tions caused by familial poverty and feels that h1s.prob1ems wog]d be
solved by getting a job, he may view such psychological counseling Services
as irrelevant or as no services at all.

Evaluation of the effectiveness of services assumes the existence of
goals to be achieved and criteria for the appra1sa! of the extent to wh1ch
actual outcomes approximate desired goals. Establishment of goa!s anq cri-
teria is not objective: diverse stakeho]ders_may.be concerned w1th dif-
ferent aspects of the situation and employ criteria bqsed on their own :
interests to assess outcomes. Since criteria are typ1ca11y.estab11shed y
providers of services, Periman (1975) comments that gva]gat1ons demonstrate
z marked tendency to ask whether clients are performing in the r91es ri- y
quired by agency policies and procedures. On the other hand, clients hen
to evaluate services and their outcomes in terms gf the extent to whicr
they have met the client's own needs and expectations. Thus, ?he_ea€11er
report on perceptions of clients of the Youth §erv1ces Center indicates .
that client satisfaction was related to the client's perception of recelp
of desired services, the helpfulness of the services, aqd the worker's
understanding of the client's situation and feelings (Richardson and
Kaufman, 1979]).

Purpose of the Present Study

The literature suggests that the potential for disagreement among par-

-ticipants and observers of the service delivery situation may be great:

definitions of problems, selection and description of services, and evalua-
tions of outcomes may reflect differences in persePct1ve as well as the
lack of definite knowledge concerning causal relations. Thus, while the
client who has received services he considers he]pfu] aqd apPropr1atg to
the problem as he has defined it may indicate satisfaction with services

come ‘ i ‘ ! 5 ‘using different defi-
and outcomes, evaluations of outcomes made by_observers us f .
nitions and criteria may reveal "no effect"; i.e., the outcomes did not approxi-

mate goals as set by evaluators on the basis of their delineations of the
situation.

urpose of the present study is to examine the perspectives of
c1ieﬁ2§gzd gervice persgnne1 at the Youth Serviges Center concerning defi-
nitions of clients' problems, selection of services tg be provided, de-
scriptions of services actually provided,'qnd evaluations of outcomes.
Such a study has the potential to provide information on_the degree t% 0
which these perceptions are congruent, there@y_con@r1bgt1ng to uqders an
ing of outcomes resulting from clients' participation in the delinquency
prevention and treatment program.
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METHOD

This section describes research procedures used in the study. Included
in the discussion are descriptions of : 1) the research sample; and 2)
data collection procedures.

Subjects

The client sample consisted of 33 clients on active caseload status
at the Youth Services Center from April 1977 through July 1978. The cri-
teria for inclusion in the survey were availability for interviewing at
intake, continuation on caseload, and availability for at Teast one addi-
tional interview. Following the initial interview, not all clients were
available for all succeeding interviews, resulting in sample sizes of 27
and 26 for the six-month and one-year interviews respectively.

Clients ranged in age from 11 to 18 years, with a mean age of 14.4
years. The majority were white (55%, with 39% black, and 6% Spanish-
speaking) and male (85%). Approximately 64% were Tiying with the mother
only, primarily due to death or separation of parents, 30% lived with both
ﬁarents, and the remainder lived in other placements including foster

omes.

According to agency records, reasons for referral and presenting prob-
Tems varied. The reasons most frequently cited were contact with police
(39%), school problems (acting out in school, 27%; truancy, 18%; dropped
out of school, 6%), family problems (21%) and lack of appropriate role
model (18%). The average number of reasons for referral was 2.1. Approx-
imately half the clients (48%) came in response to the agency's outreach
and recruitment efforts; referrals from family, school, community insti- -
tutions and the juvenile justice system accounted for most of the re-
maining clients, although there were some self-referrals (6%).

The Youth Services Worker sample consisted of workers assigned to the
clients interviewed. At the time the research was being conducted, worker
turnover at the Youth Services Center tended to be high. Thus, while
approximately half the clients maintained the same worker throughout their
stay on caseload, the remainder had at least two different workers. As a
result, the worker sample shows variation in its composition over time.

Data Collection

The sources of data for this study were interviews with clients, ques-
tionnaires completed by Youth Services Workers, and agency reports of
staffing conferences on clients. Data sources and data collection pro-
cedures are described below.

Client interviews and worker questionnaires. Questionnaires were used
to obtain data representing both client and agency perspectives over the




course of service delivery, with separate forms devised for intake and ]
follow-up. The main factual content of the client questionnaires pertained
to subjects' definitions of needs and problems, services wanted and ser-
vices received. Detailed lists of specific items were developed through
discussions with agency personnel, observation of staff conferences, and
analysis of responses on preliminary questionnaires. For each major con-
tent category, each item in the list was typed on a separate card; §ubjects
sorted cards into piles representing response choices. Additional items
made use of multiple choice formats. The preponderance of data representing
the agency's perspectives on clients and services was derived from ques-
tionnaires filled out by Youth Service Workers assigned to specific clients.
Questions concerning services and service arrangements paralleled those
used for clients, but were answered directly on the questionnaire form.

Interviews with clients who consented to participate in the research
were conducted within two months after the client's admission to caseload,
and at six months and one year (+ two months) after intake to the extent
of their availability. (For a more complete description of the procedures,
see Richardson and Kaufman, 1979). For every client interviewed, the as-
signed worker was asked to fill out a questionnaire concerning perceptions
of the process and outcomes of service delivery for the client over the
appropriate time period. Members of the research team were available
to answer questions and seek additional information as needed. In an
attempt to minimize error due to changes in workers assigned to clients,
when a worker transfer took place close to a scheduled interview point
and advance information on the transfer was provided, efforts were made
to have the questionnaire completed by the current worker rather than by
the replacement.

Intake Staffing Records. Intake staffing records, that is, written
reports of case conferences held after the client's admission to caseload,
were used to provide information concerning the agency's definitions of
clients' problems and needs, service goals, and projected services. Data
from these records were abstracted onto coding forms drawn up with the
assistance of agency personnel in order that agency and researchers would
share common definitions and categories for variables. In the absence
of staffings or staffing records, interviews with the workers and other
agency service personnel were used to provide necessary information.

RESULTS

The discussion of the results of the comparison of client and agency per-
spectives is divided into two sections: 1) analysis of client and agency
perceptions of definitions of client needs and projected services at intake;
2) analysis of client and agency perceptions of service delivery at six
months and one year. '

e
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Analysis of Client and Agency Perceptions at Intake

. At intake and during initial contacts, primary concerns are the explora-
tion of the client's situation with attendant identification and definition
of needs and problems. Ideally, at this time, treatment strategies are
deve]opgd and include the selection of projected services and specification
of service arrangements. This section focuses on the perceptions of client
and agency as well as their degree of agreemént at intake with regard to
12 definition of problems; 2) selection of projected services; 3? expecta-
tions regarding service arrangements.

Defiqitions of Problems. Definitions of problems and needs from the
perspectives of client and agency are shown in Tables 1 and 2. Separate
tqb]es were used because not all the items are directly comparable due to
differences in perspectives and categorizations used.

Client perceptions of problems and needs at intake, as shown in Table 1,

indicate that the most commonly identified problem or need is job-related,

that is, finding a job or getting information about jobs and job training
(79%).! Two additional problems or needs are cited by more than half of
the clients at intake: getting advice or information about places to go
for help or services (61%) and being arrested or hassled by police (52%).
Other pro?Tems frequently reported include: family problems (45%); having
trouble with people at school (42%); difficulties with school subjects
(42%); suspension or expulsion from school (42%); and material needs for

r;longy5 food, and clothing (42%). The average number of problems reported
s 6.

L The agency's views of clients' problems, as indicated by reports of the
1n!t1a1 staffings for each case, are shown in Table 2. In contrast with
client perceptions, the agency does not identify any problem as relevant
for 50% or more of the clients, and the average number of problems is 3.7.
The types of problems identified as most prevalent also differ from those
reported by clients. The most frequently identified problem is truancy or
poor attendance at school (48%), followed by academic problems (45%),
family problems (45%), gang affiliation (39%), and difficulties in relating
to peers (33%). In addition, although ciients did not generally cite any

problems beyond the items 1isted, the agency identified a variety of
other problems.

Qowpqrison of problems identified by clients and agency points to the
possibility of both qualitative and quantitative differences in perspectives,
On 12 of the 17 items that were directly matchable, the agency perceived
the problem or need as relevant in fewer cases than did the clients. On
the other hand, three items were mentioned as problems more frequently by
agency than client--truancy, gang membership, and having no friends. Given
this apparent incongruence, ifem—by—item comparisons between client and
agency definitions were made.' Three measures of agreement were used:

1. In cases where direct comparisons of items were not possible,
matches were made between several categories of items,




Table 1

Clients' Perceptions of Problems and Needs

Problem or Need Reported by Client

Being hassled or arrested by police
Information or advice about drugs/alcohol
Having trouble with people at school, like
teachers or other kids
Difficulties with school subjects or get-
ting low grades
Getting into trouble over skipping school
or classes
Being suspended or expelled from school;
dropping out of school
Difficulties with my family, like my
parents
Not having anything to do or not knowing
about anything to do
Information or help about sex, birth
control or pregnanacy
Finding a place to stay either tempor-
arily or permanently
Getting money, food, clothing
Personal problems, 1ike understanding
myself or other people
Finding a job or getting information
about jobs or job training
No adult to talk things over with and
do things with
Getting into trouble because I hang on
a corner or am a member of a gang
Not having enough friends
Difficulties getting along with people
at SPCC or getting into trouble there
Not being interested in doing anything or
not wanting to do anything
Getting advice or information about
places to go for help or services

Other

AVERAGE NUMBER OF PROBLEMS REPORTED

Percent of Clients

52%
18%

42%
42%
24%
42%
45%
21%
18%

24%
42%

30%
79%
30%

18%
15%

27%
21%

6.5

2
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Table 2

Agency's Perceptions of Clients' Problems and Needs

Problem Reported by Agency

Contact with police open court c
as
Drug/alcohol invo]vément )
School problems~-~interpersonal
School problems-~academic
Truancy3 poor attendance at school
Suspension, expulsion from school;
.dropped out of school
gam;1y problems
eeds help in findings things to do
Sex, birth control, pregnancy prob-
lems or needs
Needs a place to stay temporarily or
permanently
Needs emergency material services and
goods (fgod, clothing, funds)
Needs help w?th.persona1 problems in-
c1ud1ng insight into own behaviors
Need§ a job or information about Jjobs,
job training
Needs an adult role model
Gang affiliation or hangs out with a
bad crowd
Can't relate to peers, no friends
Another agency requested supportive
b ;e;v1ces
sychological or personal probl
undefined . P o
Other

AVERAGE NUMBER OF PROBLEMS

Percent of Clients

27%

3%
249
45%
48%
18%
45%
15%

3%

3%
12%

9%
12%

39%
33%

15%
18%
27%

3.7



1) the degree of agreement between client and agency on 1te2§ ghlggngi on
client clearly defines as needs or problems; 2) the degree ob]gms' e
jtems which the client clearly specifies are not needi or]Qrntls pésitive
degree of overall agreement on items, regardless Ofb% e3c ie

or negative response. 2 The results are shown in Table 3.

Table 3

Mean Percent Agreement Between Client and Agency
on Definitions of Problems or Needs

Agreement Measure Mean Percent Agreement

Agreement on items client clearly 203
defines as needs or problems

Aqreement on items client clearly -
g. specifies are not needs or problems 8

Overall agreement on all clearly 511
defined items .

The results indicate that when over§11 agreement is.useddasaiem%giége,
the mean amount of agreement betwgen c11entta2ﬂeag§;;ﬁt;3 mg S?fferent .
However, when separate measures of agreemen ” or’ 2 eme the

i emerges. On jtems the client def}nes as nee p s
g;:ﬁﬁ;eshowsg1itt1e agreement with the clleagtﬁzg%zéntOSeg?iizggi: gﬁngéems
ncy shows a high level of agreemen : o

Eagtagie ﬁot seen as needs or problems (85%). In other wgrdz,tg1é$2§gige
agency tend to agree on what is not a problem, but they ten

on what is a problem.

j i i i jcation between
discrepancies raise issues concerning communica .
c1iezze:§d agenc? or worker as well as questions goncern1gg §2e iagn?%er—
jdentification of problems @ndTpuzsu1? of g?:1ng;E?gﬁ:1?ya;rogght AL
mation with the client. This latter 1issue 1 itio O oy S a5
the clients indicated tha y saw
by the fact that a1though_oq1y 3% of o e agency ey i ed
lems any items in addition to those on the ’ 4 !
52$§iﬁg perﬁentages of clients as hav}ngdgpggfl2$dp$§%%2;1091%ﬁ; ?gcﬁegf
sonal problems as well as a variety of additiona e e e Tems
i definitions of needs and p
congruence between gl}ent and agency on Hons Of Mot stage may b
suggests the possibility that q1vergent percep . s 3
fo%%owed by dgfferences regarding selection of service strategies.
Selection of Services. In addition to proyiding a_varietytggnrilaﬁgxz1y
specifiable services such as legal rePresentat1on and 1nter¥eg]e N e
and school situations, the Youth Services Center makes availa

i i itted to classify items
. In their responses, clients were also perml .
as ngﬁtra1, that is, they neither wanted nor rejected help for the item
described.

e,

b it e R AT
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through the paraprofessional Youth Services Workers generalized counselling
and support services. Thus, services are divided into agency services

and worker services. This section presents separate comparisons of client
and agency or worker perceptions for each type of service.

Clients' reports of agency services wanted are presented in Table 4.
The results indicate that a large majority (85%) want placement in a job
or information about jobs and job training, a finding which is in keeping
with the previous identification of job-related problems by the greatest
percentage of clients (Table 1). Other services wanted by more than half
the group are recreation activities (58%), someone to talk with and do

things with (55%), help with personal problems (52%), and advice or infor-
mation about other service agencies (52%).

Comparison of clients' definitions of needs and problems with their
selections of services wanted indicates that the mean number of services
wanted (5.4, SD = 3.1) is significantly less than the mean number of prob-
lems reported (6.5, SD = 3.5; p < .05). However, there is a substantial
positive correlation between numbers of problems and numbers of services

rho = .63, p < .001). On item-by-item comparisons of needs and services,
the clients show high levels of agreement between the types of problems
identified and services wanted (mean percent agreement = 79%, SD = 23%)
as well as between items specified as not being problems and services
not wanted (mean percent agreement = 63%, SD = 30%). The findings indi-
cate that the clients know what they want; they are consistent in their
definitions of problems and the selection of services for those problems.

The agency's projections of inhouse services to be provided, as indi-
cated by staffing records, are shown in Table 5, Results indicate that
clients will receive fewer services than they had indicated as wanted,
since the agency projects an average of 4.4 services per client. The
main types of services projeced are individual counseling (73%),
recreation activities (67%), and family counseling (42%).

The degree of overall agreement between client and agency on all ser-
viges--that is, those to be provided and those not to be provided--is
51%. This level of agreement may be viewed as moderate at best, and in-
dicative of some inconsistency between clients' and agency's views of
services to be provided, The finding is further substantiated by looking
at individual services listed by client and agency. The greatest agree-
ment appears to be on items related to psychological counseling for indi-
vidual or family problems, recreational activities. Services involv-
ing job and school problems--which many clients include on their 1ists--
appear to receive less attention from the agency, perhaps due to the
Timited availability of services of employment and school specialists.
Referrals to other agencies also appear to be of less concern to agency
than clients. In general, the agency appears to have projected the de-

livery of services different in number and type from those which clients
indicated as wanted.

In addition to the relatively "hard" services offered by the agency,
paraprofessional Youth Service Workers provide a wide variety of counsel-
ing and support services, as well as serving as liaisons between cliient
and agency. Clients' and workers' perceptions of worker services to be



Table 4

Clients' Reports of Services Wanted

Service Wanted by Client

Legal services; a lawyer to handle
a court case

Drug/alcohol education, advice,
treatment

Help with problems with people at
school, 1ike teachers or kids

Tutoring or help with school work

Flacement in a different school,
program or class

| Help getting back into school

Recreation activities, such as
sports and trips

Information or help about sex,
birth control, pregnancy

Arrangements for a place to stay
or live

Money, food, clothing

Help with personal problems

Placement in a job or information
about jobs and job training

Someone to talk with and do things
with 1ike a big brother or
sister

Advice or information about where
to go for different kinds
of services or help

AVERAGE NUMBER OF SERVICES WANTED

Percent of C[jents

33%
15%

39%
42%

48%
33%

58%

9%
30%
45%
52%
85%

55%

52%

5.4
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Table 5

Agency's Projections of Services to be Provided

Service to be Provided by Agency

Legal services, representation

Drug/alcohol counseling, information,

advice

Intervention, advocacy at school

Tutoring

Placement in alternative school,
class, program

Family counseling, or intervention/
advocacy for client with family

Recreation activities and provision
of alternatives

Sex, birth control, pregnancy
counseling, advice

Individual counseling (from Youth
Services Worker or social
worker)

Job placement, counseling, informa-
tion '

Provision of adult role model

Information about or referral to

other agencies
Other

AVERAGE NUMBER OF SERVICES

Parcent of Clients

21

6%
18
18%
42
67

33

73%

27%
3%

79%

4.4
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provided are shown in Table 6. The largest percentage of clients wanted
explanation and advice from the worker ?82%). Substantial percentages
also expressed interest in additional personally supportive services and
wanted the worker to be there when they needed someone to talk to (79%),
help them realize what their problems are (76%), help them stay out of
trouble with the police (76%), and provide intervention and advocacy with
family, police, and school authorities (76%).

Table 6

Clients' and Workers' Perceptions of Projected Worker Services

Percent Percent
Service 2 of Clients of Workers
Help me feel better about myself 58% 48%
Help me stay out of trouble with
the police 76% 39%

Help me develop new interests or

join activities J1ike sports

or dances 70% 55%
Stick up for me with my family,

police, school authorities, etc. 76% 39%
Help me realize what my problems are 76% 52%
Explain things I am confused about

and give me good advice 82% 58%
Make arrangements for me to get

help or things I need 61% 42%
Make arrangements for my family

to get things or help they

need 55% 36%
Help me to control myself 52% 30%
Be there when I need someone to

talk to 79% 30%
Missingb - 36%
AVERAGE NUMBER OF SERVICES 6.8 6.8

e e Tt e Tt

q The terminology is taken from the client questionnaire. Items on the
worker questionnaire are comparable although the language differs slightly.
For example, the first item on the worker questionnaire reads, "Help client
improve his self-esteem, self-image." The items are adapted from those de-
veloped for use with clients of the Seattle Atlantic Street Center's delin-
quency program (Seattle Atlantic Street Center, 1967).

b Due to procedural difficulties, not all workers could fill out ques-
tionnaires for the assigned clients at intake.
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Comparison of the workers' projections suggests that while there is some
similarity of emphasis regarding counseling services, clients appear to be
seeking more emotional support than workers are planning to provide. Item-
by-item comparisons for each client-worker pair indicate that the average
Tevel of agreement between client and worker on services to be provided

is Tow (33%). Once again, the results indicate that clients and agency
personnel are not seeing things similarly when it comes to the provision

of services.

Additional Service Arrangements. Clients' and workers' expectatiops con-
cerning service arrangements--location and frequency of contact, duration on
caseload, accessibility of the worker--are shown in Table 7. Clients appear
to expect relatively frequent contact with the worker--more than hq]f expect
to see the worker at least once a week--at a wide variety of locations, in-
cluding at the community center and at home, and two-thirds expect that
they will be able to get help whenever they want or need it. Since not all
workers were available to fill out questionnaires at intake, lack of complete
data prohibits full analysis of their responses. However, the results sug-
gest that workers anticipate less frequent contact with clients and in
fewer locations than clients expect.

Summary of Intake Comparisons. The results of intake comparisons indi-
cate a general lack of agreement between client and agency on identifica-
tion of problems and selection of services to be pyovided, If these find-
ings do represent conditions prevailing at the start of service delivery,
then client and agency appear likely to be pursuing differing goals with
dissimilar criteria for evaluation of outcomes. The previous study
(Richardson and Kaufman, 1979) indicated that correlates of client satis-
faction included both client perceptions of receipt of desired services
and client perceptions of the degree to which their participation in de-
fining problems and setting service goals was solicited. Client partici-
pation implies a Tevel of client-worker communication which has the poten-
tial to lead to mutually held definitions and goals for the service situa-
tion. Shared perceptions would contribute to some degree of commonality
regarding criteria for assessing outcomes, Clients would be more 1ikely
to receive desired services and presumably feel helped and satisfied;
workers would be making their evaluations of outcomes from starting points
similar to those held by clients. However, the present findings point to
the possibility of further lack of congruence between client and provider
regarding descriptions of the service situation and evaluation of its out-
comes.

Analysis of Client and Agency Perceptions During Service Delivery

During service delivery, service strategies are implemented with on-
going monitoring and assessment of services and results. Evaluations
of outcomes include appraisals of receipt and helpfulness of services.
This section presents a comparison of clients' and workers' perceptions
of: 1) services provided; 2) service arrangements; 3) appraisals of.
outcomes of services.

Description of Services. Clients' reports of Youth Services Center
services received from intake to six months and from six months to one year
are shown in Table 8. During the first six months, the services most com- |
monly reported were recreational services and help for personal problems
(85% each), followed by help with family problems (70%), someone to talk
with and do things with (67%), help with interpersonal problems at school (59%),
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Table 7

Clients' and Workers' Expectations of Service Arrangements and Contacts

e b3 et

Service Arrangements Percent Percent \
or Contacts Expected of Clients of Workers? Table 8

Clients' Reports of Agency Services Received

Location of contact

e e b

At SPCC 76% 30% Ti tervi
On the street . 18% 339 L N ime of Interview
At client's home 52% 64% ) ) Six months One year
By telephone 48% 339, Agency Services Reported by Client n =27 n=26
Other 3% 3% .
Don't . know 18% —_— Legal services; a lawyer to handle
Missing -- 36% a court case 52% 58%
Drug/alcohol education, advice,
treatment 30% 15%

Frequency of contact ! X cir
i Help with problems with people at

school, 1ike teachers or other

Every day . 3% -- ; C .
A few times a week 42% 27% ‘ : kids ) 59% 73%
Once a week 219 219 ; Tutoring or help with school work 37% 46%
A few times a month 15% 99, | Placement in a different school,
Once a month or less 6% 3% | program, or class ‘ 37% 50%
Other - 39 F Help getting back into school 52% 62%
Don't know 12% - ‘ Help for family problems . 70% 65%
Missing - 36% f Recreation activities, such as
. sports and trips 85% 69%
Worker will provide help Information or help about sex, '
whenever client needs or birth control, pregnancy 22% 12%
wants it Arrangements for a place to stay
or live 22% 15%
Yes 67% 48% Money, food, clothing 37% 23%
No 15% 15% f | Help with personal problems 85% 77%
Don't know 15% — : é Placement in a job or information
Missing 3% 362 : % about jobs and job training 56% 58%

é Someone to talk with and do things

Duration on Caseload . g with 1ike a big brother or
| : big sister 67% 54%

Advice or information about where

3 months or less 15% - [
4-6 months 6% 12% ! to go for different kinds of
7-9 months 3% 30% ! services or help 59% 54%
More than 9 months 12% 18% !
Pon't know 64% -— 1 AVERAGE NUMBER OF SERVICES 7.7 7.6
Missing - 36% _
' ii
a Due to procedural difficulties, not all workers could fill out 7

questionnaires for the assigned clients at intake.
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i i i 59%). During

i i tion concerning other service agencies ( 9
222 :gzgﬁg g?x1£§g€ﬁ:, the same services were emphas1z$d a]E?Zgghcgﬁzggsgd
ages and orderings show some change. Hg1p for perso?? pgob I
to be the most frequently reported service (77%}, fo ogg it¥es (Box)" netp
interpersonal problems at school (73%), recreational ?C(égy) . sho;t,
for family problems (65%), and reinstatement at schoo £ opin short,
the emphasis for both periods was on_couqse11ng and sgpp?¥ia1 vices aimec
at tHe client and his relationships in his personal, fam ,

tic environments.

i ovided to clients

i orkers' reports of agency services pr ts
are Iﬁgag ?ﬁr¥;g$ew9.k As comgared with clients' reportséogn1¥ gqiezggvgge
individual counseling--was delivered by workers to over A gs ey
both time periods (56% and 54% at six months and one.year'c,l g rgrreation =y
Other services emphasized over the fir;t 31?tmgg$gsm;2§}u(z4%) c Socing the

ily i ention (44%), provision of adult ‘model (44%). Dur

:Z@glg 12$:r;eriod, while individual couqse11qg maintains 1t3fpgz;§}ggsa;ro_
the most prevalent service, there are shifts in other t%pe? o toring and
vided, with the following services given qﬁtent1on{ schoo ) e
provigion of adult role model (50% _each)(,4617nt:arg§)nt1:nnd asnghoao'lvopc1aaéyement
and provision of recreational services (46% >
02 tgansfer as well as family intervention (42% each).

Comparison of the results in the two tqb]es 1ndigates gifiic?gggsplg-
nunbers and Eypes of ?erv{$e§trepg;t$ge§rc;;pgﬁ¥ggg§1ggiwgensc1ient-worker
i ived. Results of item-by- 0 S A
;5?5§/¥§$e352ra11 agreement on agency services provided aggngﬁg p;g;;dggree_
indicate moderate agreement at both time periods (§t68%x nont 1&%).
ment = 67%, SD = 14%; at one year, mean agreement = s

Comparisons of clients' and workers' reports of parap;o:$;?}ggalosigose
vices ﬁrbvided are shown in Tables 10 and 11: Results ar e ot more
for reports of agency services in showing c11§nts regort;gghrtime S eriods,
services than workers indicate they hqve provided. ?:hou D Time periocs.
clients emphasize counseling and emotional supPort, al ' tg (there are Som®
shifts in percentages and orderings from one time p3r10 neotine for the
re yeports also indic?ze agtigtigzeéobgu}gg;cgoggargggn indicate 1ittle

i eriods. Results o e -by- ] d t
EUZri}Teagreement between client and_worker on serv1cese2;§§%vzd3§2? n
received for both time periods (at six months, mga24;§r T inding i
SD = 23%; at one year, mean agreement = 3§%, SDh = 24% e fomoardsons
o e e previzuz fzaqiggidszzfaﬁg1§a3$;gﬁ a?Q?S) which indicated

i earlier study (Ric 1 K an,
gﬁgi Lgrﬁgﬁs :nd clients are not seeing things in the same way.

In short, the findings for six months and one year.£22 ggzng;?$2i-of
Cfents raport receipt of mors services han workers report are being pro-
i eceipt of more serv . : : :
S}éggtgyriggggeyves gr by the agency. Genu1ne.d1ffer$n§ez %2 gg:ﬁgg?;ﬂg

may be possible especially with regqrd to services rgtq 2 ReSetinali
and support: some clients may receive so 1ittle posi ;vt e may see
support for their needs from their env1yonments_tha§ W aab1y b el onts
as routine attentions and actions areviewed quite favor
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Table 9

Agency Services Reported by Worker

Legal representation

Legal advice or other legal services
(not for open course cases)

Drug/alcohol counseling, information,
advice

Tutoring

Placement in alternate school, class,
or program (includes joh training
program)

Intervention, advocacy in school

Reinstatement in school

Family counseling, or intervention/
advocacy for client with family

Recreation activities and provision
of alternatives

Sex, birth control, pregnancy
counseling, advice

Individual counseling (from Youth
Service Worker or psychologist
social worker)

Job placement, counseling, or in-
formation

Provision of adult role mode]
(Youth Services Worker)

Information about or referral to
other agencies

Other

AVERAGE NUMBER OF SERVICES

Workers' Reports of Agency Services Provided

Time of Interview

Six months

n=27

33%
15%

4%
22%

15%
37%
15%
44%
48%

15%

56%
37%
447

37%
11%

5.1

One year

n =26

15%
15%
15%
50%

42%
46%
35%
42%
46%

8%

54%
38%
50%
23%

-

8.7

18,



Table 10

Clients' Reports of Worker Services Received

Worker Services Reported by Client

Helped me feel better about mysg]f

Helped me stay out of trouble with
the police

Helped me develop new interests or
join activities 1ike sports
and dances )

Stuck up for me with my fam11y,
police, school authorities, etc.

Helped me realize what my problems
are

Explained things I was confused about
and gave me good advice

Made arrangements for me to get
help or things I needed

Made arrangements for my family
to get things or help they
needed

Helped me to control myself

Was there when I needed someone
to talk to

AVERAGE NUMBER OF SERVICES

Time of Interview

Six months

n =27

85%
74%

85%
81%
89%
85%
70%
41%
67%
85%

7.6

One year

n =26

85%
65%

65%
81%
77%
96%
77%
73%
77%
88%
7.8

19,
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Table 11

Workers' Reports of Worker Services Provided

Worker Services Reported by Worker

Help client improve his self-esteem,
self-image

Help client stay out of trouble with
the police

Help the client develop new interests,
activities; provide alternatives

Provide intervention, advocacy for
client with family, police, school
authorities, etc.

Help client develop insights into his
problems

Provide guidance and advice

Make arrangements for the client to
get help or things he/she needs

Make arrangements for the client's
family to get help or things
they need

Help client control his/her behavior
or change specific behaviors of
the client

Provide emotional support for the client

No services provided to client

AVERAGE NUMBER OF SERVICES

Six months

n= 27

44%
56%
44%

48%
59%
70%
26%

7%

22%
29%

5.1

Dne year

n= 26

46%
46%
54%

50%

59%
62%

38%

31%
31%
4%

5.0
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Tab1e12_

Clients' Reports of service Arrangements and Co

ntacts

Service Arrangements and Contacts
Reported by Client

a
Location of contact

At SPCC

On the street

At client's home
By telephone
Other

Frequency of contact

Every day

A few times a week
Once. a week

A few times a month
Once a month or less

Other

Worker provided help whenever client
needed or wanted 1t

Yes
No
Missing, unknown

21,

Time of Interview
One year

Six months

n =27

67%
37%
48%
44%
26%

4%
447
15%
26%

4%

89%
4%
1%

n

= 26

81%
50%
73%
77%
27%

8%
42%
12%
31%

85%
12%
3%

@Multiple responses permitted.
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Workers' Reports of Service Arrangements and Contacts

Table 13

Service Arrangements and
Contacts Reported by
Worker

Location of contacta

At SPCC

On the street
At client's home
By telephone
Other

Missing

Frequency of contact

Every day

A few times a week
Once a week

A few times a month
Once a month or less
Missing

Worker provided help whenever
client needed or wanted it

Yes
No
Missing, unknown

Six Months

n

Time of Interview

= 27

56%
26%
63%
26%

15%

37%
11%
33%
4%
4%

63%
19%
19%

One Year
= 26

n

54%
23%
54%
38%
8%
8%

4%
3%
8%
42%
4%
12%

69%
23%
8%

aMu]tip]e responses permitted.
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However, at least two additional explanations are possible. First, memory

istortions on the parts of both client.and worker might have o |
ligﬁiiegfdﬁgghdlzrﬁers forgettingpattentions and services provided to speci- The results indicate substantial agreement between client and worker

fic clients and clients overestimating services provided in order to create E concerning frequency of contact and accessibility of worker, and moderately
a good impression. Second, changes in workers over time might have re- % . SR PR I A A AT e

sulted in information on services slipping through the cracks. appear to vary greatly over time.

Findings for perceptions of service arrangements Perceptions of Qutcomes. Client perceptions of outcomes include assess-

Service Arrangements.

: i indicate clients' | : ments of the extent to which desired ices were received and thei -
ed in Tables 12 and 13. Results in Table 12 indica i : 1 i services wei ved a eir per
igstgzize3$th  ans occur in a wide variety of places. For.the first | ; ceived @elpfulness. Mean scores for client responses to questionnaire items
six-month period, two thirds of the clients report seeing their workers ; evaluating outcomes are shown in Table 15.

' 4 re not uncommon; ;

at the center, although home visits and phone contacts a ;
during the second time period, percentages for these contacts as we11fas N

for encounters on the streets have increased a]though the frequency o c? Table 15
tact remains essentially the same for both time periods. Most clients also

. . d
kers provided help whenever it was needed or wanted. |
e T e p p Clients' Perceptions of Outcomes

f service contacts shown in Table !3 alfo indicate a'
wide variety of locations of contact. At six months, clients and workers

i i i ts are rela-
erceptions of frequencies for Tocations and types of contac ) | ‘ ! |
Eive1§ similar excgpt that workers appear to see themselves as making more _ . Six monthed AN

Workers' reports o

Time of Interview

hOme ViS'itS than C]ients Y‘epOY‘ted. At one year, w0¥kErStY‘EEort ge‘gf‘;]ﬁ’er- ‘ R : Outcome Measure » Mean SD Mean SD
he ients for all locations and types of contacts. all ‘ f ' fiean b
giﬁzgﬁiigzgdgoﬁ]lﬁg iemaining jtems-~fregquency of contact and accessibility ; Overa1! extent to wh1gh wanted
of worker--do not appear to differ appreciably. : se;v1ces were received ggé gg? gi? ggé
~ gency services % A
Results of item-by-item comparisons of clients’ azd workers' reports ‘ ; Worker services 59% 30% 59% 25%
iti jce dimensions are shown in Table 14. » ;
on additional servic 1 § Overall helpfulness of services 61% 23% 58% 25%
| i Agency services 612  23% 58%  25%
Table 14 i; Worker services 59% 25% 58% 27%
Yean Percent Agreement Between Client and Worker on Service Arrangements 5 8 1 = 27 at six months
Time of Interview % b
! n = 26 at one yea
Six months One year ‘ year
Mean: R Mean . -
SD n reemen . - .
Agreement Measure I Agreement g The results in Table 15 show that clients report receiving slightly
519 289 more than half the services they wanted, with proportions of desired agency
Location of contact 27 58% 33% 24 ) . and worker services received seen as relatively similar within and across
] 729 219 time periods. Mean scores for the extent to which clients feel helped by
Frequency of contact 21 77% 22% 2 f services are similar to those for extent to which desired servies were re-
65 499 ceived, a finding which suggests that clients perceive that they have been
Accessibility of worker 22 77% 43% 23 St ' | - helped according to the extent to which desired services are seen as being
LA received.
_ } Worker perceptions of o.tcomes include assessments of the extent to
' which the client was helped by the services provided and the extent to which
‘i service goals were achieved. Mean scores for worker responses to question-
- naire items evaluating outcomes are shown in Table 16.




Table 16

Workers' Perceptions of Client Qutcomes

Time of Interview

Six Months®  One Year?
Worker Measure Mean SD Mean SD
Amount client was helped by services
provided 39% 17% 41% 19%
Extent to which service goals were
achieved 33% 16% 35% 16%
8 p = 27 at six months
b n = 26 at one year

The results show that workers' evaluations of the extent to which clients
achieved the goals set at intake are low for both time periods (33% and 35%
for six months and one year, respectively). Evaluations of the extent to
which the clients had been helped are also Tow (39% and 41% for the two time
periods). In other words, workers perceive the servicgs prov1@ed to be
relatively ineffective in helping clients andiT\achiev1ng service goals,
with services having some beneficial effect within the first six months and

then Tevelling off in helpfulness.

In comparing evaluations of clients and workers, it is apparent %hat
clients view the outcomes of service delivery considerably more favorably
than do the workers. An obvious conclusion is that clients and workers have
different goals and/or criteria for judging outcomes. It appears that c11—
ents' criteria include perceptions of receiving desired services and feeling
helped by them. These criteria and evaluations of outcomes apparently bear
Tittle resemblance to those of- workers, since the previou§ study found vir-
tually no correlation between clients' and workers' appraisals of outcomes
with Spearman rho correlations ranging from -.13 to 14 fo? this group
(Richardson and Kaufman, 1979). Given the 1Tikelihood of discrepant goa15.
and criteria for evaluation, it is not surprising to find that §11ent_sat1s-
faction is related to clients' perceptions of outcomes and dealings with
the worker but has no relation to workers' perceptions (Richardson and
Kaufman, 1979).
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SUMMARY AND CONCLUSIONS

The results of this study point to a lack of congruence between client
and provider on situational definitions, including definitions of needs and
problems, selection of services to be provided, and descriptions of services
actually provided. These results are consistent with Titerature cited in
the introduction which indicate that imprecise knowledge of causal relation-
ships, lack of clearcut objective definitions of problems and services, in-
determinate service technologies and subjective, imprecise criteria for
outcomes are not uncormon and may result in lack of agreement between ob-
servers concerning the service situation. Thus, it seems clear that greater
congruence between client and provider as well as increased effectiveness of
services by standards other than the clients' require some degree of shared
definitions and mutual perceptions. The following sections focus on specific
aspects of the results as well as their implications for service delivery.

Enhanced Communication through Client Participation

Results of this study show lack of agreement between client and pro-
vider at each step of the service process. Such findings raise questions
related to the degree of ongoing communication between participants and
suggest the importance of seeking techniques and procedures to enhance
communication.

An approach which appears particularly suited to the provision of ser-
vices based on indeterminate technologies and the practitioner's art has
been presented by Bersoff (1978) who suggests viewing the deliyery of ser-
vices as an experiment: its aims are replicable solutions to problems.
The identification of problems and the setting of goals require value
Jjudgments for which clients might provide inputs. In making decisions re-
sulting in the selection of mutually acceptable service strategies and ob-
jectives, the provider would have the right to reject goals incompatible
with his values and judgments of the situation while the client would be
able to reject unwanted services or service strategies inimical to his needs
and interests. Clear specification of goals in a treatment contract would
prevent unilateral and unshared definitions and objectives, and would allow
participants to monitor progress towards agreed-upon outcomes. Since suc-
cessful outcomes may be linked to shared definitions and perceptions, Bersoff
advocates ongoing monitoring and feedback, with the client providing informa-
tion on how well the services are related to goals.

Greater Clarity about Service Arrangements

The study has indicated a lack of agreement between client and worker
concerning service arrangements, including those at intake concerning fre-
quency and location of contact and accessibility of the worker. Studies in
the literature underline the necessity of early orientation of the client
to the service situation (Bersoff, 19%9; Hillman and Charney, 1976; Rhodes,
1976). Roles should be defined, tasks of both client and provider speci-
fied, and expectations regarding the duration and outcomes of services
shared. The utilization of services is a process. Its efficiency and
effectiveness are enhanced when participants operate with similar expecta-
tions, rules and information.
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Clarity Regarding the Mission of the Youth Services Center

The Youth Services Center has as its stated goals the prevention and
treatment of delinquency and the enhancement of socially acceptable be-
haviors through the provision of services to voluntary clients. Clients'
identifications of their problems and service needs reveal their desires
for a wide range of services ranging from legal representation through
counseling and emotional support. Receipt of these services resulits in
satisfaction and perceptions of being helped (Richardson and Kaufman,
1979). However, it appears that clients' purposes and goals, workers'
criteria for evaluating outcomes, and the agency's statements of its mis-
sion may not mesh. This appears to be part of a particularly thorny di-
Temma for agencies which purport to provide socially rehabiiitative ser-
vices on a voluntary basis. If the agency is seen solely as a multi-
service center, clients will come specifically for the services availabie
and will frequently expect to receive them without the strings of social
rehabilitation attached; thus, achievement of the agency's stated goals
becomes at best incidental. On the other hand, if the agency takes a
direct approach and makes clear its delinquency prevention goals, will
clients come willingly despite the potential stigma or labeling attached
to participation?

Solutions to the problem appear to require a clear delineation of the
needs and behaviors of youth and a conceptual stance on the causes of
delinquency. According to the Titerature, there is no commonly shared
view of delinquency and its causes; there are no universally accepted ap-
proaches to treatment. If delinquency is seen primarily as a function of
environmental conditions,the emphasis should be on environmental change.

If delinquency is conceptualized using a medical model, more systematically
planned treatment strategies focused on clients appear to be necessary.

If delinquent behaviors are viewed as part of the process of adolescent
adjustment, a broadly defined youth-serving stance might ease the transition
between youth and adulthood. In the absence of clear and objective defi-
nitions and knowledge of causal relationships, values, preferences, and
service capabilities of necessity play interactive roles in defining the
agency's mission and goals. Some degree of clarity concerning these values
and issues wouid contribute to shaping the agency's role in serving youth
for the future.
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