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Preface
This volume on ‘Case Work and Counseling: Working
with Individuals’ has eighteen chapters which will help
you to learn about social case work practice in India
and how case work is related to individual behaviour.
You will also read about the term personality, the
techniques required of case worker to help the client to
confront a problem, the process of social case work, the
tools for practicing social case work; the concept of
counseling, its goals, theories and models of practice;
Supportive and behavioural techniques in counseling
the cognitive and psychoanalytical techniques widely
being used by Practitioners; different aspects of
interviewing like need, technique and process; and
communication, recording and documentation in social
case work.
The first chapter is on ‘Social Case Work Practice in
Indian Context’ which will enable you to understand
human being in the context of the progressive Indian
society. You will also able to establish the relationship
between case work and individual behaviour and the
trends in case work practice in India. In the second
chapter titled ‘Behavioural Concepts for Understanding
the Clients’, certain aspects of personality and factors
influencing personality have been discussed elaborately.
‘Scope or Social Case Work’ deals with the nature of
problems that can be addressed through social case work
and the fields of case work practice. The chapter on
‘Components of Case Work’ elaborates on the specific
components of social case work.

‘Case Worker Client Relationship and Principles of Case
Work’ deals with the nature of ‘relationship’ in case work
and attributes and principles of case worker and client
relationship. The sixth chapter namely, ‘Supportive
Techniques of Helping’ elaborates the techniques like
acceptance, assurance, facilitation of expression of
feeling, advocacy etc. to help a client in confronting a
problem. The next chapter describes the ‘Social Case
Work Process’. The discussion in this chapter will enable
you to have an idea about social investigation, social
diagnosis and intervention. ‘Tools of Case Work’
describes the tools provided, which include interview,
recording, home visits etc. usually employed while dealing
with social case work. The tenth chapter deals with some
theoretical approaches in case work . This discussion
will enable you to know more about existential theory,
cognitive theory, behavioural modification theory,
problem solving approach and electic approach.
In ‘Introduction to Counselling’ you will learn about the
concept of counseling, its needs and goals. You will also
study about the theories and models of counseling and
the scope of counseling in social work profession.
Through the chapter on ‘Counselling Process, you will
get a detailed explanation about the process involved in
counseling. You will come to know about different stages
like the preparation stage, exploratory stage, planning
stage, action stage and the evaluation and assessment
stage. ‘Supportive and Behavioural Techniques in
Counselling’ talks about the supportive technique and
its basic concept. It discusses the relevance of various
support techniques in the context of counseling.
‘Cognitive and Psychoanalytical Techniques in
counseling’ deliberates on the patterns of distorted

thinking, basic concept of cognition and cognitive
techniques in counseling. It also deals with the concept
of psychoanalysis, the commonly used defence
mechanisms and some of the psychoanalytical
techniques.
The chapter on ‘ Practical Issues Involved in Counselling’
discusses some practical issues that are associated with
counseling. This chapter explains how counselors
should handle some of the difficult situations such as:
when client starts crying, when the client finds it difficult
to open up during therapy, when the client shows up
excessive and inappropriate emotion etc. The chapter
concludes with the understanding of the problems that
a good therapist must learn during the process of
counseling.
‘Interviewing in Social Case Work’ will enable you to
learn about the concept and definition of interviewing
in social work, its purpose, process and the strengths
and weaknesses associated with it. While the chapter
on ‘Interviewing and Communication’ will help you to
gain some ideas about the meaning and characteristics
of communication, basic skills required for effective
communication and the importance of communication
in social case work interviews, the chapter on
‘Interviewing-Skills and techniques’ will give you an
insight into the various types of skills and techniques
required for interviewing. You will also come to know
about the things that you should do and things which
you should avoid during an interview. The last chapter
is on ‘Recording and Documentation in Social Case
Work’. In this chapter you will know the details of
recording process. An elaborate discussion is presented

on the purpose and functions of case recording and
documentation, content and forms of case records, process
involved in recording and some guidelines for effective
case recording.
Social case work is the most commonly used method of
social work across the globe. In several universities
particularly in western countries, students of social work
opt for specialization in social case work. Such a trend
is yet to gain momentum in India. The eighteen chapters
elaborately presented in this book is the end result of
two years of intense academic exercise by some of the
best of professionals in social work in India. I am grateful
to Dr. Archana Dassi, Dr. Joseph Xavier, Prof. Suresh
Pathare, Dr. Renu Sharma, and Ms. Manju Kumar for
their valuable and enriching contribution. This book will
be of great help to several social work professionals
particularly in the Indian subcontinent and the Asian
countries.

Prof. Gracious Thomas
Director
School of Social Work,
IGNOU, New Delhi
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1
SOCIAL CASE WORK PRACTICE IN
INDIAN CONTEXT
*Archana Dassi

Introduction
Social case work, a primary method of social work, is
concerned with the adjustment and development of the
individual towards more satisfying human relations.
Better family life, improved schools, better housing, more
hospitals and medical care facilities, protected economic
conditions and better relations between religious groups
help the individual in his adjustment and development.
But his/her adjustment and development depend on
the use of these resources by him/her. Sometimes due
to certain factors, internal or external, he/she fails to
avail existing facilities. In such situation, social case work
helps the individual.
Social case work as a method of social work has emerged
from the time of industrialization and its concomitant
urbanization. It is the offspring of charity organization
societies movement which was introduced in late 1870s.
In this chapter you should be able to understand the
social and psychological explanation of human
Dr. Archana Dassi, Jamia Millia Islamia, New Delhi
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behaviour, role of case work in managing problems of
persons in modern society and how case work is
perceived by practitioners in India.

Understanding Human Being
Human life is a bio-psycho-social phenomenon and
derives meaning only in the context of social living. A
person is to be understood as a member of the society
sharing commonly with other fellow members the life
experiences. His/her behaviour is dynamic and has a
tendency to act and react with equally dynamic sociocultural situation. The development of his/her
personality, therefore, is closely linked with his/her total
environment, his/her past experiences and future
expectations.
Socially, Persons are essentially individuals who are
physically, intellectually and emotionally unequal and
have different capacities, motives, responses and tastes.
They have the most dissimilar habits of mind and they
nourish their own aspirations. Born and brought up in
varied social conditions, they have in them distinct
political affinities and religious and cultural
backgrounds. One can reasonably guess the outer and
inner forces which influence the spectrum of human
and social relationships, but one can not possibly
standardize persons and control the social situation in
which he/she lives. Though social controls are
manifested in his/her life through codes and sanctions
such as associational, communal, moral and legal he/
she is not entirely a slave to them. He/she has some
initiative, some determination, some independence of
judgment and some strength of character.
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Psychologically, human relationship are intangible,
invisible and complex, and many a mode of mind or
feeling of love, affection, anxiety, distress, frustration,
incapacity and the like are very much personal in nature.
On the other hand, a person’s relationship with his/
her environment is extremely intimate. In a sense, the
socio-cultural traditions have an all-pervading impact
on a person’s behaviour; it is more than a “conditioning
factor” of life.
It is well known that industrial civilization created a new
environment which was hitherto unknown to human
history. It modified the political structure, economic
organisation, social institutions and cultural traditions
and added to the complexities of human and social
problems. Besides, the increased mobility of modern
life and its inherent instability of the social structure
has created conditions of anxiety and strain. The
personality of an individual depends upon the pulls of
the internal and the environmental factors. The
adjustment may generally be achieved by a series of
adaptations between the individual and his/her social
surroundings. The difficulty however arises when he/
she lacks the ability to change himself/herself to meet
the conditions, or when the situations are too unyielding
or too demanding.
Many a time client’s lack of resources, ignorance of facts,
emotional difficulties and lack of proper thinking create
difficulties for a person to help him/her to solve the
problems or meet the situation effectively.

Modern Society and Social Work
In the modern society, all men and women, young and
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old, adolescent and matured, sick and handicapped, are
facing challenges in their lives and are struggling hard
with them to adjust. Some are poorly fed, others are
badly housed, living in dilapidated conditions, many are
without needed education, health care and basic
amenities. The situation has become more complicated,
with industrialization and urbanization. Urban family
has tended to be part of an extended family group rather
than what may be called a nuclear family. Mental illness
and emotionally imbalances have also raised their ugly
heads. In family relations, whether marital, parental,
domestic or social, the economic, psychological and
moral factors have influenced the total situation in
varying degrees. The social institutions, cultural
traditions and religious ideas in their entire kaleidoscopic
panorama are also seen at play, influencing the
individual and contributing to the maladjustment. In
such a situation, the symptoms are: the person is
permeated by a sense of inadequacy, of confusion and
self doubt, of worthlessness, of aimlessness, of having
no place in this society, no direction in which to go, no
goal. He is pervaded by a melancholic sense of futility,
inability to ‘take hold’, or by a restless, directionless
pursuit of questions for which he can find no answers
like who am I? Why am I doing things this way? And
what is the purpose of my life?
Social work stands among several helping professions
that affirms the importance of the individual human
being and the importance of the inner space – whether
that inner space is within one person or within the family
cluster or within the community. Social workers attend
to the business of trying to free man’s energies with the
determination so that they can lead their life with a
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sense of worth and dignity and purpose. This is why
social workers remain intent upon helping people whose
life-circumstances affect their lives. All social work
interventions are socially and culturally determined.
Similarly, social work can be practiced successfully in a
democratic society. Case Work in the West, especially
in U.S.A emphasizes on the individual’s right to
assistance, right to self-determination and the right to
self-fulfillment. It offers greater opportunities of
fulfillment and self-expression that is possible in a
society which encourages conformity to group norms.
It is believed that the latter type of society especially in
India, the individual does not have full right to express
himself/herself, to decide upon an action he/she would
like to undertake or which is capable of being
undertaken. Social case work practice, the goal of which
is to enable the individual to lead a personally satisfying
life, is not very much possible in the same manner (as
in the west) in the Indian society. In India where group
is given primary importance over the individuals, the
client will not have the right to individualism.

Social Case Work and Individual Behaviour
Social work especially social case work has its roots in
charity and derives its inspiration out of the human
sentiment of duty towards one’s fellow beings. An
attitude to help others is a commendable attribute of
human character. But across time and space, it has
been seen that some sections of the society have provided
assistance to the needy in terms of material goods
without recognizing the worth of the individual. In such
a situation it was felt that the individual who was in
need is solely responsible for his own conditions through
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his /her negligence, ignorance or incapacity. The basic
premise was to meet the need as sparingly as possible,
relief was not to be attractive enough to tempt people to
try to take undue advantage of it.
Gradual insight into the nature of social problems made
people realize that in all the cases it is not the individual
who is entirely responsible for his/her condition. There
were factors that were beyond an individual’s control.
This led to the whole thinking of social justice that seeks
to give each individual his/her due in terms of
opportunity and growth. The client has an un-obligated
right to these services because he/she needs them. S/
he has a freedom to accept or reject services as per her
/ his discretion. This is regarded too be consistent with
the dignity of human personality and the highest
democratic ideals.

Social Case Work Practice in India
Social case work practitioners in India view the concepts
of case work differently. According to them, social case
work can be practiced successfully in a democratic
society only. In the context of social case work practice,
democracy implies freedom and self-fulfillment. In the
Indian context the concept of self fulfillment and self
expression go hand in hand with the concept of
conformity to the group norm. It is believed that an
individual does not have a right to express himself/
herself, to decide upon an action he/she will like to
undertake or which he/she is capable of undertaking.
In Indian society the individual remains, more or less, a
participating member bound to his/her original group.
His/her group teaches him/her how he/she should
restrain himself/herself and what characteristics he/
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she should suppress in order to be acceptable to other
members. He/she can be rejected or ridiculed by his/
her group if he/she does not conform to the social
norms. In other words, in Indian context, the client will
not have the right to individualism or the right to self
determination.
Indian tradition does not primarily seem to subscribe to
the concept of right. The concept of duty to one’s fellow
beings has run through ages. In his/her relation to the
rest of the society, the Indian scheme lays stress upon
his/her duties – dharma by which he/she is to secure
his/her own advancement and thus he/she may be
distinguished from his/her western counterpart who
emphasizes his/her rights. Although, one implies the
other, right emphasizes power and comforts for the
physical self, and duty emphasizes debts which a person
owes to all conscious beings.
As mentioned above, the emphasis on right is limited to
the comforts of the physical self. In the practice of social
case work, time and again, one sees that the needs of
the clients are not limited to their material wants only.
If that were the case, perhaps, this emphasis on rights
would have served the purpose. But it has been observed
in the case work practice that material benefits alone
can not ensure human happiness. It can only create
conditions for man’s happiness; but it can not ensure
that man shall be happy or the person’s wishes will be
really fulfilled. It is observed that happiness is ensured
when the material comforts are accompanied by
fulfillment of emotional needs. But rights can not ensure
the emotional needs of a client. The emotional needs
can be met only if one focuses on the concept of duty.
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For instance, in the case of a cancer patient, one can
provide him/her all rights to good medical facility but
one can not ensure him/her the affection of his/her
family as a matter of right. Similar is the case of the
elderly persons. One can ensure them good and safe
shelter, adequate medical aid and some economic
assistance, as a matter of right. Can one say that an
elderly has a right to have his/her children’s affection?
Can affection, love, care, acceptance be solicited as a
matter of right? Focus on the concept of duty becomes
imperative when as case workers one tries to bring about,
an understanding between a mentally ill person and
his/her family. It is expected and encouraged that the
family regards it as its duty to look after the welfare of
its sick member and that it takes genuine interest in
what the member does or feels. But if extreme
individualism is encouraged (as in the west) on the part
of the members of the family then the need of the patient
will not be looked into by them. At the same time the
social case worker, who has to respect the individualism
of the members of the family, will have to go beyond the
limits of case work practice in order to discuss with them
their areas of duty towards their relatives. The case
worker in that case will be interfering with their self
determination. In a culture where individualism is the
cherished value the case worker will have difficulty, too,
in emphasizing that the individual should resort to selfdenial to some extent and take care of others too. So
an important issue arises here. One realizes that a
human being has his/her emotional needs which are
as important as physical needs. As a matter of right the
patient in the West is entitled to sound medical care.
But as a matter of right the patient cannot have relatives
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motivated to look after him/her when he/she feels
lonely in the hospital. On the contrary, in India the
emotional needs of the patient are taken care of by the
family, friends and relatives as a matter of duty towards
the patient. In the Indian context, it becomes a little
easier for the case worker to mobilize family support
because culturally Indians are socialized to perform their
duties towards their near and dears in the hour of need.
Hence, the case work practice would be seen in a
comprehensive manner when it is able to assist clients
to acquire material comforts and also enables them to
meet their emotional needs which may or may not have
much to do with such comforts. To illustrate, the goal
of case work is fulfilled and the concept of duty becomes
crucial when a case worker mobilizes the family support
for the care of a disabled person. Society always
encourages individuals, families, communities to take
genuine interest in the life of people who are old, sick,
infirm, disadvantaged and vulnerable. But if extreme
individualism is encouraged then the sense of
responsibility towards oneself and others will disappear.
It has been observed that extreme individualization has
ruined the family as a social unit in the West. The
desire of personal fulfillment without a sense of duty
towards others can lead to social destruction.
Hence, in Indian culture where family is considered as
a basic social unit and is ready to support the individual
in every kind of situation, it becomes vital that case work
is geared towards the concept of duty. This does not
mean that authoritarianism should prevail and people
who regard themselves as powerless or insignificant
should resort to abject surrender to a human being or
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to a group or to a power transcending man. What is
expected is a strong search for a person and his/her
strength. A person must develop his/her power of
reason to understand himself/herself, his/her
relationship to his/her fellowmen and his/her position
in the larger society.
In this competitive society where survival of the fittest
applies very strongly, there are situations when a person
fails to control his/her selfishness and does not think
about the welfare of others. His/her sense of duty
remains restricted to the personal gains only. In such a
society the case worker has a very important role to
play.

Indigenization of Case Work Practice
In Indian culture, social case worker often has to work
towards enabling the client and the members of his/
her family to understand their intrinsic dignity as human
beings and act accordingly.
It needs to be highlighted that often in India, there is a
general tendency towards conformity to the group norm,
on the part of the people. Hence in traditional case work
situations the individual’s adjustment to his/her reality
disturbed to some extent. However, the case worker
can help the individuals to adjust his/her new reality
and make an effort to integrate new ideas and new
values in his/her daily living. His/her conformity to
the group norm should be with the proper
understanding of his/her role as a human being and
relationship to the group and duty towards the group.
Case worker has to enable the individual to discharge
his/her duties and help his/her family members or
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society to grapple with new ideas and thinking that will
ultimately benefit them.
The social worker in order to be of help to his/her client
in the discharge of duty involving unselfishness and
self denial must himself/herself be a person with a high
sense of duty towards the client, profession and
fellowmen. Though it is true that a client can identify
with ethical principles and thereby practice them in his/
her day-to-day life, yet identification with the concrete
is more meaningful than identification with the abstract.
In India, when a client is addressed as brother, sister or
mother –very subtly both conveyed to each other that
both the client and the case worker recognize each other
as fellow beings. This reflects more of an attempt made
by the case worker to be with the people. Mere terms
used to address the people would not lead to the
emotional closeness with the client. In fact it leads to
the acceptance of the case worker by the client.
In the practice of case work in India, however, the
importance of active approach can not be denied. It
may be a result of our Indian culture and tradition.
Traditionally, Indians have learnt to value the words of
the elders, or are used to being told by our seniors,
what is right and what is wrong. So rather than asking
in an indirect way what is the best course of action, the
client needs to be actively facilitated in the decision
making process. The active method can be growth
producing too, provided an approach is made in the right
spirit and atmosphere. A considerable section of
population is not used to democracy and self-reliance;
hence it confuses them when a democratic approach is
followed in the problem solving process.

12
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Particularly in India, an active approach plays an
important role and the worker has to visit the client at
his/her residence whenever possible. To illustrate, the
women clients are not used to visiting agency offices all
by themselves, they feel hesitant or afraid to go there.
In such situations, the case worker has to take an active
approach and make a home visit to remove these barriers
in order to avail her of the help.
A social case worker in India is very much aware of the
difficulties of conducting an intervention with the client
where family considers its right to take decisions for
their family members. The client may not even find
privacy to talk to the case worker in front of its family
members. An active approach, if planned out properly
and geared to suitable situations, will lead to required
growth in the client. An active approach does not mean
autocratic approach. During case work interviews, the
worker provides encouragement and facilitates to the
client to reveal his/her repressed feelings, to clarify his/
her thinking, to give his/her opinion on the alternatives
suggested by the case worker.
In the practice of the social case work, there is great
need for a flexible approach on the part of the worker.
While working with a person who has come with a
problem, it is important to see which case work approach
is most suitable with this particular client. This will
help to produce maximum growth in the client. The
rigidity to stick to a particular approach would lead only
to the defeat of the purpose of case work.
An Indian case worker in the course of his/her service
to human beings often has to work towards enabling
the client and the members of his/her family to
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understand their intrinsic dignity as human beings and
act accordingly. There is also a need to work with them
to enable them to see that it is against their dignity as
human beings to be exploited by others. In being
exploited they are failing to live up to the human dignity.
The case worker has to work both with the exploiter
and the victims of exploitation to put them on the path
of restoration of their inner dignity – a concept
emphasized by Bhagwad Gita. To work towards this,
the case worker works on various dimensions of the
person especially self awareness. Religion and
philosophy often provide satisfactory explanations about
the various aspects of persons. Hence, in Indian case
work practice the place of religion and philosophy can
not be minimized. An interesting feature of the Indian
culture is the deep-rooted belief in karma. All the actions
of a person are karma. Technically, the word also means
the effects of actions. It is in this sense that people
generally feel that whatever good or bad things that
happen to them are the result of karma. Social case
workers point on that if good things should to happen,
then the person should perform such actions which
bring about a positive change. This would result in a
better life for the person.
In India, the case worker has to perform a two-fold role:
on one hand s/he has to handle traditional case work
situations, where the individual’s adjustment to his/
her reality is disturbed due to internal or external
strains. On the other, case worker’s role is to help an
individual to reach a new level of integration by
introducing new ideas and new ways of living. Case
worker should not be confined to help the client to
adjust to the existing reality but also to become an active

14
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partner in the process of change for the betterment of
society as well.

Conclusion
A person is to be understood as a member of the society
who shares the life experiences with other persons. One
can reasonably guess the outer and inner forces which
influence the spectrum of human and social
relationships, but one can not possibly standardize a
person and control the social situation in which he/she
lives. It modified the political structure, economic
organisation, social institutions and cultural traditions
and add to the complexities of human and social
problems. In family relations, whether marital, parental
and domestic or social the economic, psychological and
moral factors influenced the total situation in varying
degrees. All social work interventions are socially and
culturally determined social case work practice, the goal
of which is to enable the individual to lead a personally
satisfying life, is not very much possible in the same
manner (as in the west) in the Indian society. In India
where group is given primary importance over the
individuals, the client will not have the right to
individualism.
In the Indian context, the concept of self fulfillment and
self expression go hand in hand with the concept of
conformity to the group norm. In Indian society the
individual remains, more or less, a participating member
bound to his/her original group. Indian tradition does
not primarily seem to subscribe to the concept of right.
In the practice of social case work, time and again, one
sees that the needs of the clients are not limited to
their material wants only. The emotional needs can be
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met only if one focuses on the concept of duty. Society
always encourages individuals, families, and
communities to take genuine interest in the life of people
who are old, sick, infirm, disadvantaged and vulnerable.
In the Indian culture, social case worker often has to
work towards enabling the client and the members of
his/her family to understand their intrinsic dignity as
human beings and act accordingly.
Case worker has to enable the individual to discharge
his/her duties and help his/her family members or
society to grapple with new ideas and thinking that will
ultimately benefit them.
An active approach, if planned out properly and geared
to suitable situations, will lead to required growth in
the client. To work towards this, the case worker works
on the various dimensions of the human being especially
self awareness

References
Mathew Grace, (1992), An Introduction to Social Case
work, TISS, Bombay
Perlman, H. (1957), Social Case Work: A Problem Solving
Process, University of Chicago Press, Chicago.
Friedlander, W. A. (1982), Introduction to Social Welfare,
Prentice Hall of India: New Delhi.
Younghusband, E. (1971), New Developments in Case
Work, Volume II, London: George Allan & Unwin Ltd.

16

Case Work and Counselling: Working with Individuals

Mehetras, V.G. (1979), Social Case Work in India, Ajmer:
Sachin Publications
Banerjee, Gauri Rani (1972); Papers on Social Work: an
Indian Perspective, Bombay: TISS
Mathew Grace (1987): Case Work, In Encyclopeadia of
Social Work in India, Ministry of Welfare, Govt Of India.
Upadhyay, R.K. (2003), Social Case Work; A Therapeutic
Approach, Jaipur: Rawat Publications.

2
BEHAVIOURAL CONCEPTS FOR
UNDERSTANDING THE CLIENTS
*Archana Dassi

Introduction
In every helping and caring profession, the professional
makes an attempt to understand the client and develops
a conceptual sketch of the clients’ personality. This
understanding is a prerequisite for effective helping. To
develop this understanding, an extensive body of
theoretical knowledge is available to the case worker in
the form of behavioural sciences which deal with
fundamental characteristics of human behaviour.
Grace Mathew (1992) has formulated five prepositions
that constitute a convenient framework for
understanding human behaviour. They are as follows:
1. An individual’s behaviour is conditioned by his /
her environment and his / her life experiences.
2.

For human growth and development it is essential
that certain basic needs be met.

3. Emotional needs are real and they cannot be met
or removed through intellectual reasoning.
Dr. Archana Dassi, Jamia Millia Islamia, New Delhi
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4. Behaviour is purposeful and is in response to the
individual’s physical and emotional needs.
5. Other people’s behaviour can be understood only
in terms of one’s own emotional and intellectual
comprehension.
The knowledge used in the case work is mainly derived
from the disciplines of sociology and psychology.

Human Needs
For understanding human growth and development, it
is essential to have knowledge of the common human
needs. The case worker attempts to understand the
client’s needs and responds to the person in an
individualized way according to his/her needs.
According to Maslow, an individual’s needs can be
categorized as follows:
 Physiological needs: This refers to basic needs of
food, water and sex.
 Safety needs: This refers to safety from disease, pain,
physical damage and natural or manmade hazards.
 Belongingness needs: Need to belong to a group. A
need to love and be loved.
 Esteem needs: Need to be recognized, accepted,
appreciated and identified by the significant other.
 Self-actualization needs: A need to work for selffulfillment and self growth.
The environment is a factor that needs to be considered
with reference to fulfillment of needs. An individual’s
environment is his / her surroundings which include
the physical set up, the living and non-living things,
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conditions and circumstances that affect his / her life
one way or the other. The needs are met by the resources
that are present in the environment. The adaptive
behaviour of the human beings depends to a great extent
on learning. The human behaviour is determined by
the learning and the maturation process. The learning
process is facilitated by the people who are in authority
(parents, teachers, etc.) as well as who are equal in
authority (peers group etc.). The process called
socialization refers to the early learning period in which
children become aware of the society and their
relationship with others through the influence of various
socializing agents.
As far as child is concerned, the family plays a very
important role in fulfilling the needs of the child – both
physical and psychosocial. The child’s behaviour is
formed by the way s/he has been groomed during her
/ his socialization process. Hence to understand the
behaviour of a client one needs to understand his/her
socialization patterns. All this leads to development of
the personality.

Structure of Personality
Personality is the overall picture of the characteristic
behaviour of the individual.
Behaviour includes thinking, feeling, speaking and
doing. The concept of personality growth is complex and
requires special knowledge and skills to identify different
aspects of the personality.
Human life is seen as a successive mastery of stimuli
which are of two kinds, internal and constant (inherited
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instinctual forces) and external and continuous (the
pressure of ‘environment’ outside the man). Sigmund
Freud’s theory on personality structure highlights the
structure and development of the personality which
consists of three systems — id, ego and superego. The
structure -less collection of internal stimuli is called id.
This represents the unconscious part of the personality
which works not according to reason and logic, but to
the primary processes which recognise no law of
contradiction and no principle of reality. The id is the
most primitive part of the personality and is governed
by the pleasure principle. An important and persisting
activity of the unconscious is described as fantasy, a
kind of primitive thought using sets of feelings rather
than concepts. Mediating between the unconscious
stimuli, on the one hand, and the fierce forbidding
superego, on the other, is the ego, that aspect of
personality directly responsible for maintaining the
equilibrium of the whole personality. Its operations are
conducted largely in terms of series of defense tactics
(the mechanism of defense). The equilibrium of the
personality is subject to a series of threats as libido (or
sexual instinct) develops through a number of clearly
marked stages changing its aim and object. These are
usually described as the oral, anal and phallic stages.
The last clearly places the personality in the field of
relationships with persons other than his mother and it
is resolution of the ensuing crisis (the oedipal situation)
which, according to Freud, originates the superego or
internalized forbidding parent. The ways in which the
person ‘navigates’ these stages has an important bearing
on his future character.
Ego has various roles to perform: impulse control,

Behavioural Concepts for Understanding the Clients

21

tolerance of frustration, postponement of gratification,
tension management, reality testing, object relation and
integration. The function of synthesis performed by
the ego is a complex phenomenon involving the
integration of different experiences of living, positive and
negative, happy and unhappy events, threats and fears,
joys and sorrows. Ego makes it possible for the
personality to assimilate the different experiences. To
illustrate, a boy who nearly died in a drowning accident
transcends the event and the fear of water, by learning
swimming and becoming a skilled swimmer. The positive
developments after the bad experience indicate the
successful functioning of ego with regard to integration
and synthesis. A negative development could be horrible
fear of water that one is not able to overcome easily. In
such a case, the ego is deficient in the matter of
synthesizing a negative experience. The fear producing
incident has not been assimilated: it has remained as
an isolated offending fragment in his / her personality.
Ego gears our personality to adapt to the social
environment which ultimately helps in growth of an
individual.

Factors Influencing Personality
A well balanced personality means fulfillment of needs
and adaptation to the environment. But, over the course
of time one finds a large number of obstacles to adequate
personality development.


Faulty parenting – Inability of parents to fulfill the
needs of their children due to lack of material
resources, ignorance or lack of parenting skills lead
to impaired personality development. Parents
sometimes indulge into severe child rearing
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practices that results into a strenuous relationship
between parent and child, resulting into personality
malfunctioning.


Socialization – Most of the ego functions of growth
develop through the process of socialization. Those
parents, teachers and elders (primary socializing
agents) who have some understanding about
children’s needs are able to rear children in such a
way that fosters the operation of ego functions.
There are things that child should have, and many
things that child does not need, and possession of
which may have adverse effects. The socialization
has to operate within the agenda of legitimate
freedom and restraints.



Over protection – Overprotection hampers the
development of ego apparatus. When the children
have a smooth and comfortable life without their
having to flex their own physical, intellectual and
emotional muscles, there is very little scope for the
operation of ego functions like impulse control,
tolerance of frustration, postponement of
gratification, reality orientation and the like.



Strong superego – it means a person is guided by
certain principles and standards of behaviour. If
the parents themselves have a very strong superego,
then it is easier for children to imitate them and
form a strong superego in them. But families which
try to inculcate values in the children by punishment
and intimidation, it is likely that the children may
accept parental teaching in a superficial way or reject
them, or develop a superego which is rigid and
punitive.
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Superego-ego balance – In a healthy ego-superego
relationship, the guilt feelings generated by the
superego are handled effectively by the ego, so that
other functions of ego are not affected by the guilt
feelings. When the superego is rigid and punitive,
the superego-ego duo becomes ill-matched, creating
situations in which guilt feeling overwhelm the ego,
thus affecting the personality as a whole.
For
example, there are individuals who commit suicide
because they are not able to cope with their own
guilt feelings.

It can be summed up as certain attitudes and practices
on the part of the parents which facilitate as well as
obstruct the normal process of personality development
in children.
Defense Mechanisms
Life means continuous adjustment to changes in the
physical and social environment. Socialization helps
us in social adjustment. But adjustments are not easy
to achieve, they are complex and complicated and
depend on a number of elements. Similar situations
demanding adjustments are dealt by different persons
in different manners. Social adjustments help to fulfill
the needs in accordance with social demands.
When a goal is blocked or a need is unmet, it results in
underlying tension – it is frustration. The consequences
of frustration are many and varied. It may breed hostility,
anger, destructive behaviour, delinquent behaviour,
silence, restraint and withdrawal.Thus frustration results
in intense emotion. But it may also lead people to
discover new ways of satisfying their needs, to revise
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their knowledge and thinking, and to struggle more
fiercely against circumstances which cause frustration.
Goals could be blocked because of various reasons:
physical obstacles from the environment, obstacles from
the social environment and internal psychological
difficulties.
Human beings use various behaviours to be able to cope
with anxiety. These are simple coping strategies used
in everyday life at the conscious level, distinct from
defense mechanisms which are used mostly at the
unconscious level. Some commonly seen behaviours
which can also occur in response to anxiety are as
follows:
1) Swearing, cursing, using abusive language, crying,
laughing etc
2) Excessive eating, drinking and smoking.
3) Indulging in any vigorous physical activity.
4) Sleeping
5) Talking to others
6) Thinking through the anxiety causing situation,
planning action and taking action.
But often the individual is weighed down by feelings of
anxiety caused by frustration. Anxiety is painful emotion
which produces irritability, depression and fatigue. To
get rid of it some people withdraw from the frustrating
situation instead of fighting it out with renewed effort
and insight. This is a substitute reaction which
furnishes a means of release from tensions and anxiety.
They avoid goal directed behaviour, but seek to cope
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with anxiety in an indirect way. They do not get rid of
the situation-causing-anxiety but only try to reduce the
anxiety that is caused. They make one feel that the
person does not need to make changes in his/her own
environment and that one can protect his/her selfesteem by taking shelter in them. Since these modes
of reactions help one to protect or defend his/her ego,
they are called defense mechanisms.
These defense mechanisms involve distortions in
perception and reasoning.
By denying or
misinterpreting some aspects of reality the individual
adopts modes of behaviour or belief with which he/she
often unconsciously seeks to defend his/her self from
blame or feeling of guilt. Defense mechanisms are more
complex than the coping devices, though they are both
aimed at adaptation.
Denial, rationalization,
displacement, identification, compensation, fantasy and
projection are some of the defense mechanisms.


Denial is the shutting off reality, in contexts which
causes excessive anxiety. For example, a parent
refusing to accept that his/her child is mentally
handicapped. It is possible that the ideas which
the parents have regarding the problem of mental
retardation are such that they cause undue anxiety
for the ego, leading to the use of denial as a defense
way.



Rationalisation refers to substituting good reasons
for real reasons so that their actions may appear
justified, logical and socially laudable. It seeks to
make irrational look rational by providing good
reasons for real reasons. For example, a man makes
money through unfair means and spends a part of
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it on charitable purposes. If he says that he is using
bad means to make money only to help the poor,
he is rationalising his behaviour.


Displacement: When the direct expression of an
aroused emotion is inhibited, the emotion may be
indirectly discharged by transferring it to the neutral
object or idea. This transfer of affect form its original
to an unrelated object is called displacement. For
example, annoyance of a person towards the boss is
displaced upon and taken out on family.



Sublimation refers to a behaviour when
displacement leads to a socially valued practice or
activity. For example, a young woman who, failing
to satisfy her needs of a family and children and
children of her own sublimates the desires by taking
to nursery teaching or nursing. The substitute
activities are of a higher order than the blocked
activity.



Identification involves unconscious placing of oneself
in the situation of another person and assuming
the characteristic of that person. It is the practice
of feeling that you are in the role of someone.
Identification is common in several areas of social
living. Hero worship helps to boost ones own
prestige and conceal ones faults.



Regression refers to reverting to less mature
behaviours that are characteristic of earlier stages
of development. For example, a six year old boy
who could speak clearly started blabbering like a
two year old baby, after the death of his favourite
grandmother.

Behavioural Concepts for Understanding the Clients

27



Compensation is an ego device against the pressure
of excessive guilt feelings. To make up for some
feelings of inadequacy, many individuals engage in
various forms of compensatory activity.
Compensation may be direct or indirect, desirable
or undesirable. Direct compensation consists in
intensive striving for success in the very field of
inferiority. When the individual attempts to
counteract the feelings of inferiority in one field by
success in some other endeavour, he/she is
engaging in indirect compensation.



Fantasy also known as day-dreaming is resorted to
by the mind as an escape device to run away form
anxiety-ridden contexts. By a simple fight into the
fantasy, one escapes the hardships and unpleasant
aspects of the real life.



Projection refers to attributing to and observing in
others one’s own impulses and traits. Attributing to
others one’s own unconscious motives, desires,
defects or attitudes, and thus using others as a
screen on which are thrown out one’s own mental
states and processes. This externalization of the
personal defects serves to protect the ego against
self criticism. By criticizing other’s faults which one
possesses, one tries to evade the painful recognition
of the personal failings.

Concept of Social Role
The social role of a person is the pattern or mode of
behaving, related to the position in the social group to
which s/he belongs. There are thus roles of father,
mother, son, daughter, etc in the family. In the school,
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there are students, teachers, principals, etc. A role is
always in relation to another person or persons, and
the relationship creates the role partners. Every role
implies certain functions and privileges, in other words
a role carrier has certain duties and rights. Regarding
the function of role carrier, there are expectations from
others shaped by cultural traditions and customs. The
role of the person is visible through the tasks that s/he
performs. For example, a women is expected to perform
child caring, along with home management
Social roles can be analyzed mainly along three aspects:
(1) the actions, (2) the prescriptions and expectations
that govern the actions and relationships and (3) the
evaluation or assessment, which is mainly of the
performance task. Most of the problems of social
functioning are with reference to role performance.
Reasons for poor role performance
An individual’s performance of one or more of the major
roles may be defective, inadequate or impaired by various
factors listed below:
1) Non-fulfillment of needs
2) Divergent role expectations
3) Physical and mental illness
4) Lack of material and non-material resources
5) Mental and physical disabilities
6) Lack of preparation for role performance
7) The occurrence of conflict between two roles.
The above seven factors are not necessarily exclusive of
each other. The concept of socialization is very relevant
for understanding human behaviour with reference to
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case work. Many more sociological constructs like
culture, social institutions, social control etc. are also
equally relevant to the social work practice to bring about
effective changes in the human behaviour.

Conclusion
An individual’s behaviour is conditioned by his / her
environment and his / her life experiences. Behaviour
is purposeful and is in response to the individual’s
physical and emotional needs.
For understanding human growth and development, it
is essential to have knowledge about the common human
needs. According to Maslow, an individual’s need can
be categorized as follows: physiological needs,
belongingness needs, need to belong to a group and,
self-actualization needs. The human behaviour is
determined by the learning and the maturation process.
As far as a child is concerned, the family plays a very
important role in fulfilling the needs of the child – both
physical and psychosocial. The child’s behaviour is
formed by the way s/he has been groomed during her
/ his socialization process. Hence to understand the
behaviour of a client one needs to understand his/her
socialization patterns. All this leads to development of
the personality. Personality is the overall picture of the
characteristic behaviour of the individual. The concept
of personality growth is complex and requires special
knowledge and skills to identify different aspects of the
personality.
Sigmund Freud’s theory on personality structure
highlights the structure and development of the
personality which consists of three systems — id, ego
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and superego. Ego has various roles to perform: impulse
control, tolerance of frustration, postponement of
gratification, tension management, reality testing, object
relation and integration. Ego makes it possible for the
personality to assimilate the different experiences. Ego
gears our personality to adapt to the social environment
which ultimately helps in growth of an individual.
A well balanced personality means fulfillment of needs
and adaptation to the environment. Faulty parenting –
Inability of parents to fulfill the needs of their children
due to lack of material resources, ignorance or lack of
parenting skills leading to impaired personality
development. Socialization – Most of the ego functions
of growth develop through the process of socialization.
Those parents, teachers and elders (primary socializing
agents) who have some understanding about children’s
needs are able to rear children in such a way that fosters
the operation of ego functions.
Over protection –
Overprotection hampers the development of ego
apparatus. Superego-ego balance – In a healthy egosuperego relationship, the guilt feelings generated by
the superego are handled effectively by the ego. Life
means continuous adjustment to changes in the
physical and social environment. Socialization helps
us in social adjustment. Social adjustments help to
fulfill the needs in accordance with social demands.
It may breed hostility, anger, destructive behaviour,
delinquent behaviour, silence, restraint and withdrawal.
Thus frustration breeds intense emotional status.
Human beings use various behaviours to be able to cope
with the anxiety. Denial, rationalization, displacement,
identification, compensation, fantasy and projection are
some of the defense mechanisms.
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Most of the problems of social functioning are with
reference to role performance.
Reasons for poor role performance are non-fulfillment
of needs, divergent role expectations, physical and
mental illness, mental and physical disabilities and lack
of preparation for role performance.
The concept of socialization is very relevant for
understanding human behaviour with reference to case
work. Many more sociological constructs like culture,
social institutions, social control etc are also equally
relevant to the social work practice to bring about
effective changes in the human behaviour.
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3
SCOPE OF SOCIAL CASE WORK:
NATURE OF PROBLEMS TO BE
ADDRESSED
*Archana Dassi

Introduction
All the human beings face difficulties in their day-today
living, and majority of them are handled effectively with
the help of various resources in hand. These are the
difficulties of living which fall within ones coping abilities
and strategies. When difficulties assume dimensions
that strain one’s coping capacity and go beyond his/
her competence in handling, they become problems.
Problems are those situations which are beyond the
reach of the person to be solved on his/her own and s/
he needs an outside help. People who seek case work
services are those who encounter problems.
Social case work situation comes into existence when a
person comes to a professional seeking help in
connection with some problem which s/he is not able
to deal with himself / herself. The professional social
case worker, views these concerns in the light of the
person’s total environment.
Dr. Archana Dassi, Jamia Millia Islamia, New Delhi
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According to Grace Mathew (1992) problems of case work
may be caused by unmet physical or psychosocial needs
or by the inability to perform one’s social roles owing to
various reasons. Physical needs refer to the basic
survival needs of food, water, shelter and clothing
whereas psychosocial needs refer to love, recognition,
security, opportunities for intellectual and emotional
growth. Problems which result because of the unmet
needs cause social dysfunction.
Problems of social functioning cause distress to the
individuals who come voluntarily or involuntarily to a
social work agency for help. These individuals who come
to seek help are not considered as one of the masses
but they are given special importance as worthy human
beings who have come with their unique problem. Case
Work method places high value on the individuals who
come to seek help. Those people who seek help from
case workers are those whose usual coping mechanisms
have been ineffective in the face of some problems.

Failure in Coping
There are reasons why individuals find their usual
coping patterns ineffective in the face of some problem.
These reasons may be divided into five categories:
1. Lack of material resources: It is easily conceivable
how problems of living originate from poverty,
destitution, unemployment, housing problems and
related factors. Lack of money makes it difficult for
an individual to deal with situations effectively. For
instance, a patient who is well disposed to the
treatment procedure may, however, be unable to
comply with the physician’s instructions because
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s/he does not have sufficient money to purchase
drugs, appliances or special/dietary food prescribed
for him / her. There are cases of disabled persons
who could not find jobs inspite of their having been
trained in vocational training centers.
2. Misconceptions about situations and relationships
and lack of appropriate information: Wrong
notions about things prevent people from handling
difficult situations effectively. Many people have
superstitious beliefs about diseases which prevent
them from taking prompt medical treatment which
can cure the disease. For example, epileptic fits is
caused by devils is a myth but if that is the belief
held by the client it is going to worsen his /her
condition. Sometimes it is ignorance of existing
services and resources which delays the action.
3. Illness or health related handicaps: Physical and
mental illness and health related handicaps of
various types make people helpless or irrational in
the face of difficulties. For example, when the bread
earner of the family is ill, all the other members of
the family have to face the problem and make
realistic plan for the present and the future.
4. Emotional distress resulting from stressful
situations: In certain situations strong feelings are
aroused which make a person incapable of acting
sensibly. For example, when a father knows that
his son has been involved in antisocial activities, he
may feel so upset and ashamed that he may want to
throw the boy out of the house and to sever all
connections with him. In such situations the
emotionally upset person needs someone to whom
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he can verbalize his feelings freely. This helps him
to reduce his anxiety and set the mind clear for
objective thinking.
5. Personality features or deficiencies: Defective
features of one’s personality not only create
problematic situations for one but also make one
capable of solving problems of life. For example, if a
little girl is brought up by her mother in the strong
belief that her father who deserted the family was a
bad person and that all men are similarly bad, it is
probable that the girl might have a difficult
relationship with her husband when she later
marries. The generalized wrong idea may get deeply
implanted in the daughter’s personality during
childhood and she may not be even aware of it as
she grows into an adult. There are numerous
problems of this type affecting the human
relationships caused by unhealthy attitudes and
reactions which are deeply embedded in the
personality.
Scope of social case work practice can be determined
on the basis of the following components:
1. Person-in-context – the context here includes the
total social environment of the client – a male adult
with visual impairment, a middle-aged women
abandoned by her family, an orphaned child in an
orphanage.
2. The concern or the problem requiring help –
Destitution, chronic illness, drug dependence,
trauma caused by riots or serious accident,
bereavement, role conflict and displacement.
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3. The human service organisations that provide the
location for providing help, like schools, hospitals,
childcare institutions, short stay homes, institutions
for the elderly and juvenile homes.

FIELDS OF CASE WORK PRACTICE
Fields of case work practice needs to look at the settings
where the client gets help for his/her concerns. Case
Work is practiced in a variety of agencies or human
service organizations. Various human service agencies
which offer case work services to help people in distress
are social service departments of hospitals and clinics,
family counselling centres, residential institutions for
children and adults, social service departments in
schools, child guidance clinics, correctional institutions
and mental health settings.


Case work practiced in primary settings like a
family welfare agency, has the primary function to
help people with social problems. In secondary
settings like hospitals, schools, courts, etc. the case
work function is to facilitate people to make optimum
use of the services and promotion of human welfare.
Though case work is a generic method, when it is
combined with activities of other field or profession
(other than social work), differences arise from the
special contribution of that field be it medicine,
psychiatry or criminology. The practice of case work
is conditioned by the primary or major functions of
a secondary setting for case work. For instance,
one of the principles of the case work is that client
should be helped to verbalize his difficulties.
In a medical setting, which is a secondary setting
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for case work, this principle has to be modified in
certain cases e.g. the patient’s condition may not
be such that medically it would be advisable to make
the client talk. Under such circumstances the case
worker has to modify his / her approach and find
out how best he/she could be of service without
coming into clash with the practice of another
profession. A case worker has also to see how the
practice of case work in collaboration with other
professions can make both the professions more
effective so far as human welfare is concerned.


In India, case work is practiced in some places in
connection with medicine, e.g., medical social work
in hospitals and clinics run by government and other
private bodies. Doctors are the main professional
groups, responsible for the medical care of the
patients. The recognition of the psychosocial and
cultural dimensions of the illness and hospitalization
has enabled employment of trained social workers
in the hospitals.
Social case work is utilized in the Out Patient
Department, the Wards and the Special clinics. The
heavy work load of doctors in large government
hospitals generally leads to lack of clear
communication between the medical staff and the
patients and their families. In such a situation, the
main role expected of social workers are those of
mediator, enabler, coordinator of services, case
manager, mobilizer of the resources in terms of
material and manpower and a member of the team
of professionals. The major task of the social case
worker is to work with the patient and his family.
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Case Work is practiced in the institutions
providing mental health services for e.g. child
guidance clinics, mental hospitals, psychiatric
clinics, psychiatry departments in general hospitals
and crisis intervention centers as a part of psychiatric
case work. In this setting, psychiatrists and
psychologists are the main professional group in
charge of care and treatment of the mentally ill or
emotionally disturbed persons. The patients may
be attending OPDs, day care or may be hospitalized.
The main task of the case worker are to maintain
constant contact with the family of the patient,
mediate between the doctors and the patient and
his family, provide counselling to the patient, assist
in discharge and aftercare of the patient in order to
rehabilitate him / her back into the society to which
he/she belongs. The worker also provides necessary
support to the family and helps the family members
to understand the needs of the mentally ill person.



Social case work with chronically and terminally
ill patients: the patients who are suffering form
chronic illnesses like diabetes, asthma and heart
disease need help in understanding their illness
and the demands of the treatment, and adjusting
their lifestyles to the limitations imposed by the
condition. The families of the patients also need
support and guidance in dealing with the patient’s
condition that may have long term implications for
the entire family. In some cases, especially among
those belonging to lower income groups, the
financial burden may need to be eased out by
identifying and mobilizing resources in the kinship
network or the community at large.
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While working with the terminally ill patients, the
first dilemma the worker faces is to inform the
patient and his family about his / her illness. The
patients suffering from a terminal illness like cancer,
HIV / AIDS have additional stress factor. The stress
is caused by the thought of death and the anxiety
about the family after the death of the patient. The
tasks of the case worker include:





Ensuring palliative care to reduce the pain and
discomfort.



Talking about death and releasing the stress.



Preparing and involving the patient in his future
planning about the family after death and
various unmet tasks.



Providing opportunity and support to the family
to accept the illness and talk about the
consequences in the long run.



Providing emotional and material support to the
family.



In case of HIV / AIDS the case worker needs to
handle the issues related to stigma and
discrimination faced by the patient and the
family at various levels.

In family case work, efforts are concentrated upon
family as a social unit and the individuals as
members thereof. The problems centre on family
relationships or adjustment and / or any aspect of
a family life. Family case work can be said to be the
basic to all case work. For instance, in the practice
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of case work in any setting like medical case work
or psychiatric case work, family case work is
included. However in family service agencies where
case work should be practiced today an effort to limit
the scope of work to certain family problems such
as child placement, marriage counseling, problems
of unmarried mothers is apparent, instead of dealing
with all problems relating to the family
indebtedness, involving financial relief, parent-child
relationship and marital disharmony.


Case work in residential institutions


Case Work has also entered the field of
criminology and in some places is practiced in
connection with juvenile welfare board, adult
courts, probation, parole and aftercare work.
Case Work treatment in institutional settings
relies as heavily upon efforts toward roleadaptation in the client as upon role-adjustment
in the primary groups, of which both the client
and the persons who referred him are his
members. In the correctional field, the probation
officer interprets the delinquent’s behaviour to
the judge and to the police officers. The
delinquent mode of adaptation to the
combination of internal and external forces that
directed him into the role of delinquent requires
the same kind of study and assessment as
pursued with case work’s other clients. In work
with institutionalized delinquents and criminals,
the case worker has ready access to those who
define the social role of inmate and who observe
the client’s daily role-performance. In such
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institutional settings, the case worker is part of
the world to which he is trying to help the client
adapt more satisfactorily.
 Case Work in children’s homes: Children who
are destitute, orphans runaways, vulnerable to
violence, abuse or moral danger are generally
placed in children’s homes. Most of these Homes
operate under the provisions of Juvenile Justice
Act and therefore provide custodial care to
children for specific time period. Social case
worker is expected to help each inmate adjust
to the life within the home and achieve
psychosocial development. As the children have
often gone through traumatic experiences before
they are placed in homes, it is very important
for them to come to terms with their life, talk
about it and get over the pain and the sense of
betrayal. The worker is expected to provide
pastoral care, liaison with schools where children
go for education help, children develop positive
relationships within the institution and prepare
for life after their stay in the home is over.
 Case Work in Homes for the aged: The stresses
of modernization and breakdown of joint family
structures has led to adult children sending their
aged parents to residential institutions. The
residents in these homes need nursing care,
understanding and emotional support. The case
workers in these institutions help the residents
to cope up with loss of the loved ones, illness,
lack of energy, loneliness, loss of economic
independence and the thought of approaching
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death. The case worker enables the client
maintain his /her self esteem, mobilize
community resources like children and youth
to spend time with the residents of the old age
home, talk to them and attend to their simple
errands.


Case Work practice is very popular in the school
setting. The school case worker, working with the
pupil in trouble in a school setting, goes through a
similar course of study and assessments, usually
knowing through a referral statement from a
classroom teacher or principal what social
expectations the child is failing to meet. Case Work
in such situations may involve direct work not only
with the child but also with his parents. The child’s
performance of roles in extra familial settings is
related theoretically to current experience and
probably the past experience in the central role
relationships between parents and children. The
goal of the school social work is to reinforce the
child’s potential strengths and capacities for
satisfying, effective, and acceptable performance in
the role of pupil. To achieve this goal in an
institutional setting like the school, the case worker
directly works with the teacher and also with the
other school personnel, in an effort to help them
understand some of what underlies the child’s
behaviour, and to adjust their expectations of the
pupil, so that a given child’s capacities for roleadaptation to these standards may be understood
and seen as falling within a somewhat broadened
definition of acceptable behaviour for the pupil.
Besides, working at remedial level, school also

Scope of Social Work: Nature of Problems to be Addressed

43

provides an opportunity to the case worker to work
at the preventive and promotive level. Transition of
child from the entry point to passing out from the
school coincides with the child’s own maturation
process. By anticipating the demands and the
stresses of the particular age group, appropriate
interventions can be planned so as to avoid
unnecessary emotional turmoil. By helping in the
development of personality and the life and social
skills, the social case worker can achieve the status
of a partner in the educational process. The social
case worker works as a liaison between the family
and the teacher. s/he acts as a mediator, enabler,
teacher (giving necessary information), advocate (to
highlight the negative impact of school norms and
practices on the child), change-agent for the school’s
systems and procedures, and as a consultant for
the staff of the school in matters regarding children’s
needs and well-being.


Case worker has an important role to play in child
welfare. One of the important roles that child
welfare agencies are supposed to play is foster care
and adoption services. The case worker has a good
idea about the behaviour that child is going to
manifest in foster home and hence the case worker
tires to match the attributes of the child with that of
the family environment. Similar is the role of case
worker in the adoption services. The case worker
sees to it that role demands of a family do not exceed
the child’s capacities for role-adaptation. In the child
welfare, the primary concern of the case worker is
to keep the child in his home with his/her parents
as far as possible. Otherwise the next possible thing
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that a case worker tries is to provide an environment
where the child’s growth and development will occur
in the desired direction.


Case Work in the organisations working with
differently-abled: The main tasks of the case worker
is to fulfill the objectives of the organisations such
as:


Care;



Rehabilitation-vocational training, education
(depending upon their capacity);



Offering services according to governmental
provisions and special concessions;



Advocacy to reduce or remove social
discrimination against differently abled;



Facilitating the client’s acceptance and
understanding of his / her situation and also
recognition of his / her potential.

Giving support to the client (both emotional and action
oriented) is an important intervention offered by the
case worker. The case worker also works with the family
to help them cope with the situation, to understand the
needs of the client, and to learn the home management
of the client.


Case Work in organisations working with women:
Social case workers are employed in family
counselling centres, crime against women cells, legal
aid cells, family courts and rape and crisis
intervention centres. The role of the case worker is
to help the victim to come out of the trauma and
deal with the self confidence and self esteem of the
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client. They also work with the family so as to
mobilize their support for the client so that the client
can deal in a better manner with his/her problem.


Case Work in organisations working with victims
of disaster: There is an increasing need for the
individualized help for the victims of disasters –
whether natural or manmade. Some of the common
experiences of most of the victims of the disaster
are trauma, loss of loved ones, loss of livelihood or
assets, homelessness, feeling of helplessness,
anguish, hostility, lack of community feeling, sense
of fatality and unrealistic expectations from the
worker. In this situation, the client needs
individualized care to overcome debilitating impact
of the crisis. The first step of the case work
intervention is to bring them out of the trauma, then
provide emotional support and build in them hope
for a secure future. Once the client has emerged
from the trauma, the case worker engages the client
in the planning and implementation of the action
plan to facilitate the rehabilitation process.



In the field of labour welfare there is a great need
for introducing case work to deal with varied social
problems of workers in industries. Individual
problems of absenteeism, alcoholism, depression,
stress related disorders, drug addiction etc among
the factory workers are the concerns for the case
workers.

Conclusion
In the end, it may be stated that a human being, be s/
he a patient, factory worker, a student, a probationer or
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a prisoner, if his problem is of social adjustment (either
because his personality, adversely affects the
environment and / or because his/her environment
creates problems of adjustment for him/her deserves
help through the case work method and novel skills to
be of service to the suffering.
In order to help the case work clients, it is important to
understand the factors underlying their problems. This
method in turn, with its ever widening horizon, needs
to be in search of numerous situations which limit their
ability to solve the problems. It is generally seen that
majority of case work clients seeking help belong to
lower socio-economic levels. They bring problems which
are generally caused as a result of multiple factors such
as lack of material resources coupled with other
predicaments. Hence, the role of social case worker is
not only to provide intangible services but also take
responsibility for providing material help. Therefore,
the social case workers advocate on behalf of the client
to get him / her
necessary material help for the
fulfillment of his / her basic needs. Case workers have
developed strategies of intervention suited to the Indian
clientele. A case worker now has to see how the practice
of case work in collaboration with other professions can
make both the professions more effective so far as human
welfare is concerned.
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4
COMPONENTS OF CASE WORK
*L.H.M. Gangte

Introduction
Social case work is a complex, dynamic, and evolving
phenomenon. It is complex by virtue of the varied
knowledge which feed it, the ethical commitments which
infuse it, the special auspices and conditions of its
practice, the objectives and ends which guide it, the
skills which empower it. It is complicated by the fact
that it deals with materials which are in interaction and
change among themselves and also in response to the
interaction of case work itself. As it is experienced,
practiced, or thought about, the social case work is a
living event. As such it cannot be contained within a
definition. Yet we can try to define it in a manner as it
is used by the practitioners.
Social case work is a process used by certain human
welfare agencies to help individuals to cope more
effectively with their problems in social functioning.
Case work is both social and psychological. The term
“social” implies which involves more than one person;
the term “psychological” is that which takes place within
L.H.M. Gangte, Jamia Millia Islamia, New Delhi
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an individual. Since the individual does not live in a
vacuum, the content of much of his inner experience is
“psycho-social.” In other words, there is no real
dichotomy between the social and the psychological.
There is an aspect of experience, however, which belongs
to and is characterized by the individual himself.
The nucleus of the case work event is this: a person
with a problem comes to a place where a professional
representative helps him by a given process. Since this
is the heart of almost any situation where a person seeks
professional help, the distinctive characteristics must
be delineated.
There are four components of case work known as the 4
P’s:
1. The Person
2. The Problem
3. The Place
4. The Process
Let us examine each, one by one

The Person
The person is a man, woman or child or anyone who
finds himself/herself, or is found to be, in need of help
in some aspect of his social-emotional living, whether
the need be for tangible provisions or counsel. As he/
she begins to receive help, he/she is called a “client”. A
client is one who seeks professional help, one who
employs the help of another or one who is served by a
social agency or an institution.
David Landy has identified the process a person goes
through in seeking help or becoming a client:
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1. The help seeker must decide something is wrong.
2. The help seeker must face the probability that
family, friends and neighbours will know of his
disability.
3. The help seeker must decide to admit to a helper
he is in distress, failed or is not capable of handling
his own problem.
4. The help seeker must decide to surrender enough
sovereignty and autonomy to place himself in a
dependency role.
5. The help seeker must decide to direct his search for
help among persons and resources known to him.
6. The help seeker must decide to take time off a job
or from other responsibilities to receive help.
7. The help seeker may realize that in receiving help
relationship with others may be threatened.
The person seeking help brings to the helping situation
concerns, needs and problems. The person comes with
concerns, unmet needs and problems of social
functioning. He/She comes from a societal and cultural
milieu, a set of life experiences, and a set of transactions
with other person’s that make the person unique yet
sharing the commonalities of humankind. The client of
a social agency is like the other persons one has ever
known, but he/she is different too. In broad ways he/
she is like all other human beings; in a somewhat more
limited way he/she is like all other human beings of
his age or time or culture. But, as one moves from
understanding him/her simply as a human being to
understanding him/her as this particular human being,
one finds that, with all his/her’s general likeness to
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others, he/she is as unique as his thumbprint. By
nuance and fine line and by the particular way his/her
bone and brain and spirit are joined, he/she is born
and grows as a personality different in some ways from
every other individual of his/her family, genus, or
species.
The client role calls for active participation in the helping
endeavor, which includes furnishing appropriate
information to inform the decision making process,
participation in the decision-making process to the limits
of the clients ability and capacity, and the carrying put
of the mutually agreed upon tasks.
Clients are of several types:
1. Those who ask for appropriate help for themselves.
2. Those who ask for help for another person or system.
3. Those who do not seek help but are in some way
blocking or threatening the social functioning of
another person (e.g., the neglectful parent in a child
protection case).
4. Those who seek or use help as a means to reach
their own goals or ends.
5. Those who seek help but for inappropriate goals.
Identification of clients type is the first step in the
delivery of service, for the worker-client relationship and
interaction will vary depending on the type of client and
the nature of help sought.
Felix Biestik has identified seven needs of clients as
they come to the helping situation:
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1. To be dealt with as an individual rather than a type
or category.
2. To express feelings both positive and negative.
3. To be accepted as a person of worth, a person with
innate dignity.
4. Sympathetic understanding of and response to
feelings expressed.
5. To be neither judged nor condemned for the difficulty
in which the clients finds himself.
6. To make own choices and decisions concerning one’s
own life.
7. To help keep confidential information about self as
secret as possible.
The client is a person with both needs and a problem(s).
The problem may be related to a client. No one can ever
know the whole of another person, though may
sometimes delude himself/herself to that effect. The
reason for this lies not only in the subtle dimensions
and interlacing of any personality but also in the shift
and reorganization of new and old elements in the
personality that take place continuously just because
the person is alive in a live environment and is in
interaction with it. Nevertheless, the person is a whole
in any moment of his/her living. He/she operates as a
physical, psychological, social entity, whether on the
problem of his/her neurotic anxieties or of his
inadequate income. He/she is a product-in-process, so
to speak, of his/her constitutional makeup, his/her
physical and social environment, his/her past
environment, his/her experiences, his/her present
perceptions and reactions, and even his/her future
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aspirations. It is this physical-psychological-social-pastpresent-future configuration that he/she brings to every
life-situation he/she encounters.
The person’s behaviour has this purpose and meaning
to gain satisfaction, to avoid and dissolve frustration and
to maintain his/her balance- in- movement.
To understand a person, it is important to know his/
her parts of personality that is Id (life forces of the
individual), ego (conscious, drivers gliding our
personality forces) and superego (unconscious, ethical
values and principles) which have an important role in
governing his/her behaviour.
Whether a person’s behaviour is or is not effective in
promoting his/her well-being depends in large part
upon the functioning of his/her personality structure.
The forces of the human personality combine in three
major functions: (1) the life energies that seek
satisfactory outlets; (2) the check system, automatic or
voluntary, that halts, modifies, or re-channel these drives
to make their ends acceptable to their owner and his/
her environment; and (3) the organizing and governing
operations that controls the negotiations and balances
within the person himself/herself, as between what he/
she wants and what he/she can and ought to do, and
between himself and his/her physical environment.
Freud, a psychologist defined them as id, ego and
superego. The harmonious concerted action of these
forces in one makes for personal and social balance and
competence; their discord of faultiness is revealed in
behaviour that is personally thwarting or socially
unacceptable.
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A person at any stage of his/her life is not only “a
product” of nature but is also and always “in process” of
being in the present and becoming in the future. What
happens to the individual today may be as vital to him/
her as what happened yesterday. Those physical, social
and interpersonal situations he encounters in his/her
operations today as worker, parent, spouse, student or
client will have an impact upon him/her and will respond
that can affect his/her development either morbidly or
benignly.
The persons “being and becoming” behaviour is both
shaped and judged by the expectations he/she and his/
her culture have invested in the status and the major
social role he/she carries- a man may be a father, a
son, an employee, a club member and a client of the
case worker, all in the space of a few hours. His/her
social role consists of the major function he/she carries
at a given time with broadly designated behaviour,
responsibility and rewards. His/her conflict may be
cause by his recognition of what his role calls for and
his emotional inability to meet it.
The person who comes as client to a social agency is
always under stress. Regardless of the client’s reason
for coming for help, the client brings much more than
concerns, needs or problems to the helping situation.
The client brings the total self as a biological,
psychosocial, cultural and spiritual being. This include
the resources of self and the personal environment and
also environmental constraints. What the client brings
includes perceptions of self and the situations and
patterns of coping with stress and patterns of
interpersonal relationships. The clients present need
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and/or problem is affected in part by the way
developmental needs have been met and by needs
arising from the diverse aspects of the client’s lifestyle
and from the expectations of the client’s environment.
One of the major tasks of the worker is to understand
the client as a unique person in a unique situation.
There can never be total knowledge about a client; that
is impossible. The worker seeks knowledge about the
client that is needed for giving the service to be delivered.
The client is the major source of the facts used to develop
the understanding of the person in the situation.
Before a person seeks help from a social agency, he or
she has usually attempted to deal with a problem in a
way that has worked with previous problems commonly
known as “coping”. Coping results not only in solving
problems but in the reduction of tension and anxiety. If
the coping is not successful, a person may then turn to
his or her natural support system ,that is, friends,
relatives, associates etc. Thus, individuals often come to
the agency after a period of unsuccessful attempts to
deal with their problems.

The Problem
Problem, according to the America Heritage dictionary
is a “question or situation that presents uncertainty,
perplexity or difficulty”. This definition is rather
inadequate without elaboration for defining in this
chapter.
1) When does a situation become problematic?
2) When does a problematic situation become
appropriate for social work concern?
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Clarification of the term becomes somewhat easier if
one looks at a problem in terms of both need and social
functioning,. Concern for and need of human systems
is the basis of the social work response. When the need
is seen as mitigating a block to social functioning, a
problem of concern to social work is said to exist. This
concern should be understood also to include potential
blocks to human functioning so as to include preventive
as well as ameliorative concerns. The perplexing situation
is then related to removal of the obstacle that blocks
need fulfillment. For problem solution, goals are related
to need fulfillment.
In order to work out a problem, one must first understand
it, comprehend it and be oriented too In the attempt to
understand any problem, there must be some analysis
of it, some translation into other familiar terms, some
sets of associations which can be brought to it. This is
the way case worker function when they are confronted
with a problem. They must come to the point where
they can see through it. The frame of reference which is
used in seeing through the problem may vary, but the
necessity to understand, it is universal. Moreover, one
must understand not only the nature of the problem,
as a social, economic or psychological entity but also
the personal context of the problem, in other words the
personalities which are involved in it. No service can be
administered effectively without such understanding.
Dimensions of how a problem arises:
1. The problem arises from some need or obstacle or
accumulation of frustrations or maladjustments and
sometimes all of these together which threatens or
has already attacked the adequacy of the person’s
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living situation or the effectiveness of his/her efforts
to deal with it.
2. The social-functioning problem may rest in
interpersonal relationships; for example, the
inability of a parent to understand an adolescent
child’s need and thus, is so strict that the
relationship between parent and child is at the point
where there is open rebellion and an inability to
discuss the situation
3. The problem may rest in an inability to negotiate
with systems in the environment for e.g., a patient
in a hospital is unable to ask the doctor the questions
that are bothering the patient or to make his/her
concerns known to the doctor.
4. The problem may rest in inadequate or inappropriate
role performance; for example, the parent does not
meet the nutritional needs of the child or maintain
a suitable home for that child. May be one of
deficiency; that is, an individual does not have either
the material resources or the personal capacity
(temporary or permanent) to carry out the task
needed for coping with a situation. An older person
with a limited income and limited physical capacity
may not be able to maintain a home or fix nutritious
meals.
5. One may not have the preparation needed to carry
out a social role. For example, the mother who did
not have adequate mothering as a child and has
received no instruction in childcare may not be able
to properly care for her child because she just does
not know how to care for small children.
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6.

May be due to disturbances or disorder resulting
in intrapsychic turmoil, constriction or distortion.
For e.g. the person may be mentally ill or have some
perpetual difficulties which result in using
inappropriate or ineffective means for coping with
life situations.

7.

May be there is discrepancies between expectations
of a person and the demands of various segments of
that person’s environment. For example, an
individual expects that food, clothing and shelter
will be provided by a social agency without work on
his/her part, but the agency can only provide
partially for those needs.

8. Problems may arise due to discrepancies between
environmental demands and personal needs. For
example, a teenage girl whose mother is ill is
expected to care for younger siblings, but she needs
time for completing her education and for
socialization with her peers.
According to Perlman, the social functioning focus of
social work began to emerge when problems were seen
not as pathological but as part of life. Problems are
frequent and unexpected in the human situation, and
solutions are usually found without professional help.
The concern of social work narrowed to those problems
in which persons cannot readily unblock the fulfillment
of need with their own resources. Problem in social work
usage refers to a social-functioning situation in which
need fulfillment of any of the persons or systems involved
is blocked or has a significant potential of blockage, and
in which the person involved cannot by themselves
remove the block to need fulfillment.
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Characteristics of a client’s problem:
1. The problems within the purview of social case work
are those which vitally affect or are affected by a
persons social functioning. The problem may be
some unmet needs-economic, medical, educational,
recreational-which hampers or undermines a
person’s adequate living. Or it may be one of stresspsychological, social, physical- which causes the
person to be ineffective or disturbed in carrying his/
her social roles.
2. The multifaceted and dynamic nature of the client’s
problem makes necessary the selection by the case
worker and client of some part of it as the unit for
work. Three main considerations enter into the
choice of problem focus: 1) what the client wants 2)
what the case worker’s professional judgment’s
points to as possible and desirable solutions and 3)
What the agency is for and can offer.
3. Problems in any part of a human beings living tend
to have “chain reaction.” This is because while in
the study of a person he/she may be
compartmentalized and analyzed as a biological or
psychological or social entity, a person lives a
dynamic interrelated whole, reacting to and upon
the dynamic whole of his/her environment.
Whatever hurts one parts of his/her living will have
its impact in other parts.
4. Any problem which a person encounters has both
an objective and a subjective significance. A problem
may be seen and understood by an onlooker; it is
felt by its carrier, and it is experienced with the
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particularity of individual difference. Two aged men
unable to work and needs money. This is a simple
problem for which there is a ready solution in the
form of age old assistance, yet it may not feel simple
for the two. One may feel depressed by the problem
itself-that he is old, is found useless, and is dumped
by employers and so on. The other may accept his
ageing and feels he has a right to be “given a hand”,
but his anger and anxiety are aroused by the
solution proffered-he cannot see why he must prove
residence in his state or how he is expected to
manage on so little money. Case worker must elicit
and often deal with such feelings so that they may
implement rather than obstruct the client’s work
on his/her problem.
5. Not only do the external (objective) and internal
(subjective) aspects of the problem co-exist, but
either one may be the cause of the other. Everyone
encounters situations in ones social living that, by
his/her own momentary or chronic inability to deal
with them, create internal problem in oneself. Case
work help in problem solving, provides other things,
an intervention which breaks or modifies the causeeffect chain of difficulties. Since this intervention
may in itself prove problematic to the client, the
social case work must seek to understand his/her
means and processes as astutely as is possible so
that he/she may facilitate rather than complicate
the client’s problem solving efforts.

The Place
The place is a social service agency or a social service
department of another kind of human welfare agency.
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The place to which the person comes for help with his/
her problem is known as a social agency. The term
“agency” has a misleading American sound, but it was
used in British case work literature in the late
nineteenth century. Present day usage refers to the
institution within which the case worker practices;
sometimes it is the larger institution that is intended
(e.g. the local authority) and at other times it is the
smaller social work microcosm (e.g. the psychiatric social
work department in a mental hospital). The institutions
in which case workers practice (schools, child guidance
clinics, children’s departments of the hospitals and
courts and so on) have all been established to achieve
certain broad social purposes and case workers have a
part to play in achieving them. Its purpose is to help
individuals with the particular social handicaps which
hampers good personal or family living and with the
problems created by faulty person-to-person, personto-group or person-to-situation relationships. This
agency’s purpose and functions come to life in the person
and professional performance of the case worker.
Social case work agencies differ one from the other in a
number of ways, but there are three major factors that
determine their classification:
1. Their source of support- public taxation (child
welfare, physical and mental health programmes etc)
or voluntary contribution.
2. Their source of professional authority – primary
agencies carry full authority and responsibility for
their social functions and secondary agencies derive
their authority and responsibility from the host
agency.
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3. Their special function and area of concern- primary
agencies both public and private, may define certain
areas of social need as the particular fielding in
which they give services. Secondary, case work help
is related to the work of some other profession, such
as medicine, education or law and to its specific
knowledge and purpose.
Perlman has described some of the characteristics of
Agency:
1. The social agency is an organization fashioned to
express the will of a society or of some group in that
society. An agency embodies a society’s decision to
protect its members against social breakdowns, to
prevent their maladjustments and/or to promote the
development of better or higher levels of humans
functioning.
2. Each social agency develops a programme by which
to meet the particular areas of need with which it
sets out to deal-The agency programme consists of
the aids and activities by which its intent is
translated into provisions of help. The ways and
means which an agency programme provides will
convey its function effectively or not, depending on
a number of factors: money, the knowledge and
competency of the agency staff; the interest,
resources and support of the community; the
consistency between ascertained needs and the
proffered means.
3. The social agency has a structure by which it
organizes and delegates its responsibilities and
tasks, and governing policies and procedures by
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which it stabilizes and systematizes its operationsstructure, as it may be depicted on an organizational
chart, is the agency’s anatomy. The agency’s body
is made up of many members with different purposes
and powers, all dependent upon one another in the
body’s total working. The structure of an agency
identifies and assigns separate and joint
responsibilities, authorities and tasks to each
personnel and demarcates the relationship among
various functions in the total agency body.
4. The social agency is a living, adaptable organism
susceptible to being understood and changed, much
as other living organisms-If agency structure may
be seen as its anatomy, its operations may represent
its physiology, and the purposes, attitudes, and goal
directions of its personnel and board are its
psychology. The circumstance of its inception, the
person’s who nurtured it and the social situations
it encountered will have affected the agency’s present
behaviour.
5. Every staff member in an agency speaks and acts
for some part of the agency’s function, and the case
worker represents the agency in its individualized
problem-solving help-What a case worker can do with
and for his client derives both from his professional
commitment and skill and from the agency which
hires him/her. In order to represent the agency,
he/she must be psychologically identified with the
purpose and the policies of his/her agencies. Every
social agency banks a fund of knowledge about the
experience with the particular problems it has set
out to solve.
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6. The case worker, while representing his/her agency,
is first and foremost a representative of his/her
profession-The social case worker practices in the
conviction that individual human welfare is the
purpose and the test of social policy; that his/her
attitude combine open enquiry with dedication to
the people and the person he/she serves; that he/
she maintains “social-conscience” and that he/she
conducts himself ethically in all his/her professional
transactions.
Social work is an agency-based profession. The agency
is the immediate environment of the worker-client
interaction. This interaction often takes place in an office
or building identified as the “agency”. The influence of
the agency is strong even when the interaction takes
place elsewhere in the community. As an employee, the
worker is a part of the agency system, and because of
this the worker is accountable to the agency. The form
and content of the service offered must be within the
agency’s purview and guidelines. The manner in which
the agency is structured and functions greatly influence
the nature of the worker-client interaction. The agency
also provides resources for both the worker and the
client.
The agencies are established to carry out broad social
functions as healing and rehabilitation in the case of
hospitals, ensuring good parental care in the case of
children’s department of the local authority and so on.
The worker is expected to contribute to these objectives
and to clarify and develop his/her own function within
this broad social purpose. Yet, the most important aspect
of agency function is that it constitutes the meeting
point of social worker and the client, it is what brings
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them together and gives meaning and sustenance to
their continued contact. The community provides
financial and other support and sanction for the agency;
community attitudes impact the agency and its capacity
to deliver services. It also has expectations for the nature
and outcome of services. There are two kinds of
expectations: the professional and the bureaucratic. The
greater the organizations, the larger the differences.
Bureaucratic expectations call for loyalty to the
organization; acceptance of authority from achievement
of goals, on specialization and on efficiency. Professional
expectations call for commitment to professional values
and to the service of clients; ability to have a broad span
of decision-making power; collegial relationship and an
emphasis on meeting client need and allowing for client
self-determination and individualization.
Before a worker can effectively deliver service as a
professional in a bureaucratic organization, the worker
must first understand the organization. The first task
in understanding an agency is to define its boundaries.
The second task is to determine environmental factors
that influence the structure and functioning of the
agency. The third task is to understand the structure
and functioning of the agency system.
Social worker not only needs to understand the agency
in which they are employed but they also need to be
able to understand other social agencies. This is
important if the worker is to help the clients in order to
use the resources and services of other agencies.

The Process
The process, is a progressive transaction between the
professional helper (the case worker) and the client. It
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consists of a series of problem solving operations carried
out within a meaningful relationship. The end of this
process is contained in its means: to influence the clientperson that he/she develops effectiveness in coping with
his/her problem and /or to so influence the problem as
to resolve it or reduce its effects. As the social worker
develops skill in the problem-solving process, thinking
about the phenomena being confronted will begin to
take place in orderly steps. These steps appear to be
simple but are quite complex in application.
Sal Hofstein states: “Process refers to the recurrent
patterning of a sequence of change over time and in a
particular direction.” It is important to note three
qualities of this process: 1) recurrent patterning or stages
2) takes place over time 3) in a particular direction (the
process is irreversible).The problem-solving process as
used in social work has its source in the classic work of
John Dewey and in his description of the thought
process used by human beings when confronted with
difficult situations. Social work problem solving is
finding a way through feeling, thinking, and acting. It
progresses over time in a cyclical, irreversible manner
that is focused on removing blocks to need fulfillment
that individuals cannot remove with their own resources.
In order to understand what the case work process must
include in its problem-solving help, it is necessary for the
social case worker to take stock first of the kinds of
blockings which occur in people’s normal problem-solving
effort. These six are among the most common:
1. A problem cannot be solved if the necessary tangible
means and resources are not available to the person.
A client, for instance, may see and assess his/her
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problem and its solution accurately and may lack
only the material provision for it.
2. Sometimes, people are unable to solve their
problems simply out of ignorance or
misapprehension about the facts of the problems or
the facts of existing ways of meeting it.
3. A problem is difficult of resolution when the person
who has depleted or drained of emotional or physical
energy. He/she needs to mobilized himself/herself”pull himself together’- when he/she must plan and
act according to plan.
4. When problems sets off a conflagration of feeling, a
person’s thought processes, delicately attuned as
they are to his/her emotions become clouded and
tumbled about.
5. The problem may lie within the person: i.e, he/she
may have become subject to, or victim of, emotions
that chronically, over a long time have governed his/
her thinking and action.
6. Some people find problems in solving a difficult
situation because they have never developed
systematic habits of orderly methods of thinking and
planning. So, the difficulty lies chiefly in the
person’s lack of experience in organizing his/her
power to grapple with problems.
In the case work relationship, a constant medium is
provided that is accepting, nurturing and supporting at
the same time that the stimulus of problem-solving work
is injected to promote the client’s effort to feel, to be or
to act in the ways leading to his/her better social
adjustment. The case work process sustains and fortifies
the functions of the client’s ego. The first part of the
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case work process, as in all problem-solving, is to
ascertain and clarify the facts of the problem. The second
aspect of case work problem-solving grows out of and
interweaves with the ongoing eliciting of facts, it is
thinking through the facts. The conclusive phase of each
problem-solving effort in case work is the making of some
choice or decision.
Stages of Problem-solving Process
1. Preliminary statement of the problem,
2. Statement of preliminary assumptions about the
nature of the problem,
3. Selection and collection of information,
4. Analysis of information available,
5. Development of a plan,
6. Implementation of the plan, and
7. Evaluation of the plan.
1) Preliminary statement of the problem-A clear
statement of the problem is necessary before
processing to subsequent steps. Often, problem
statement tends to be vague, global, and lacking in
precision. For example, school dropouts or unwed
mothers are often referred to as problems. A more
adequate formulation in the area of unwed mothers
might be: lack of educational resources for teenage
pregnant girls. In this statement, the need of the
individual and society is education.
2) Statement of preliminary assumptions about the
nature of the problem-This step is necessary to help
make explicit the type of information needed for
understanding and planning. As the problem is
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stated, implicit assumptions are made about its
nature and cause, which provide indications as to
the need in the situation and as to the block to
need fulfillment.
3) Selection and collection of information-Sources
for information should include a variety of
perspectives that may be chosen from historical,
social-psychological, biological, economic, political,
religious, and ethical understandings.
Both the facts of the problem itself and the meaning
of the problem to those concerned are important.
Skill in the collection of information also calls for
skill in communication and social interaction with
persons who are sources of the information. The
values of social work call for the client to be a primary
source. There is a need to determine and accumulate
relevant evidence about the situation, and this
evidence needs to be related to the salient features
of the situation.
4) Analysis of information available- Analysis of
information is influenced and directed by the
purpose for which the analysis is to be used. Other
purposes include determination of feasible goals and
possible outcomes and of possible plans of action,
interpretation of the meaning of the information
gathered, and evaluation. The cyclical nature of the
process becomes very apparent, for one returns to
analysis as an ingredient of each step of the process.
The carrying out of the process generates new
information.
5) Development of a plan-Information and its analysis
lead to understanding of what can be done to remove

70

Case Work and Counselling: Working with Individuals

obstacles blocking need fulfillment. A social worker
uses assessment in developing a plan of action.
Plans develop from a consideration of a variety of
possible strategies and techniques. As a plan
becomes more specific, the social worker will return
to early steps in the process to gather and analyze
new information needed for the specifics of planning.
Consideration of a variety of plans is important in
creative planning.
6) Implementation of the plan-In social work,
implementation involves interaction between people
and is interventive in nature. It is action based on
thinking that has its source in feelings about
concern or need. In addition, it is action based on
substantial knowledge from many sources that
explain and predict behaviour of persons in the
situation.
7) Evaluation of the plan-This step may result in
redefinition of the problem, expanded information
gathering and analysis, of reformulation of the plan.
If the goal has been reached, evaluation is an
appropriate and necessary climax to the process.
Regardless of the outcome of the plan, evaluation of
what happened can lead to an understanding that
can be transferred to other situations and to more
effective problem solving in those situations.
The intent of the case work process is to engage the
person himself/herself both in working on and in coping
with the one or several problems that confront him/her
and to do so by such means as may stand him/her in
good stead as he/she goes forward in living.
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These therapeutic means are as follows:
1) The provision of a therapeutic relationship that
sustains the client and effects the nature of his/
her emotional relation to his/her problems;
2) The provision of a systematic, though always flexible,
way by which the client may discuss and work over
the nature of his/her problem, his/her relation to
it and its potential solutions; and
3) The provision of such opportunities and aids (those
of communication and/or resources) as will further
exercise and implement the client’s adaptive action
upon his/her problems.
Three essential operations of problem-solving process
are
1. The facts that constitute and bear upon the problem
must be ascertained and grasped. Such facts may
be of objective reality and of subjective reaction, of
cause and effect, of relatedness between the person
and his/her problems, of the solution sought and
of the actual means available;
2. The facts must be thought about. The facts must be
played upon and organized by ideas-ideas springing
from knowledge and experience and subject to the
governing aim of problem solution;
3. Some choice or decision must be made that is the
end result of the consideration of the particular facts
and that affects or has the intent of resolving the
problem.
The process can be conceptualized as having four major
components: assessment, planning, action and
termination. Although assessment precedes planning,

72

Case Work and Counselling: Working with Individuals

planning precedes action and action precedes
termination, the process is cyclical in nature.
Planning often leads to the need for new or different
understanding of the person in the situation
(assessment). Action often produces new information
for use in understanding or demonstrates the need for
additional planning. Evaluation, the assessment of what
has happened as a result of action, is ongoing in the
process and leads to new understanding and sometimes
to new plans and action. Thus, all four stages are always
present, but at various points in the work one or more
may be the focus and receive the most attention.
All four stages as well as the interactional process
constitute intervention. All can influence changes in
the transactions between clients and the systems in
their environment. All can influence the social
functioning of individuals and social systems.
The aim of case work process is to engage the client
with his/her problem and his/her will to do something
about it in a working relationship with the agency, its
intentions and special means of helpfulness. The context
of the process is a fairly constant one, and its method is
a fairly systematic one-as constant and as systematic as
a process keyed to living, feeling, changing human
beings can be-while it yet remains fluid and flexible.
Finally, for the solution or mitigation of many problems
there must exists certain material means or accessible
opportunities which are available to the needful person
and which he/she can be helped to use. Money, medical
care, nursery schools, scholarship, short-stay homes,
foster homes, recreational facilities- these are the kind
of resources that any person may need in order to resolve

Components of Case Work

73

a given problem in his/her daily living. The case worker
should know about these resources or know how to
become informed of them. He/She should be able to
pick the right ones imaginatively in their relation to the
client’s problem.

Conclusion
At the door of the agency, stands the person, who has a
problem. It may be simple or complex, old or new,
commonplace or peculiar, but it always has significance
to the person: it is something that he/she is experiencing
as he/she is frustrated in his/her present living
situation, and it is something that he/she finds he/she
cannot cope with unaided. The problem which the
person carries to the agency, sometimes clutches to
him/her tightly, sometimes distastefully held out at
fingers tip, hurts or incapacitates him today. The social
agency is prepared to receive and if possible to give help
to the person whose problem brings him/her to it. The
agency has a stated purpose, a special set of functions,
structures, policies and procedures, which they have
validated. In other words, the problem must be one with
which the agency is equipped to help. From the facts
regarding the problem and out of the client’s verbal and
behavioural responses, the case worker’s understanding
of the client grows. The case worker understands what
are the inner and outer resources the client brings to
the problems solving situation.
The case worker must not only be a keen listener but
also an active agent in helping the client to communicate
about his/her problem and focus his/her attention and
expand his/her understanding of the client. He/she must
also focus on the purpose of the agency and ability to
help.
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Problem solving implies that both the case worker and
his/her client are simultaneously and consciously,
though differently, engaged in problem-solving from the
beginning. The clients sharing and working-through his
feelings, and the impetus and help given to him/her to
know and think about his/her attitudes, behaviour,
needs and goals are in themselves an experience and
experience of adaptation. The by-product of both these
ongoing activities yields the case worker a large part of
what becomes his/her diagnosis. And the taking of next
steps out of considered choice, the planning of action
or the internal settlement arrived at involves the executive
and integrative functions of the ego.
Three interrelated guides have been set down to achieve
and hold focus on dealing with helping the client who
comes to the agency: the selection 1) of that problem or
aspect of which the client himself feels is most important;
2) of that part of his total problem which falls within the
helping function of the agency; and 3) of that problem
which in the worker’s judgment most need and can yield
to help
The mental work of examining the parts of a problem
for the import of their particular nature and organization,
for the interrelationship among them, for the
relationship between them and the means to their
solution is known as a diagnostic process. Diagnosis
must result in a “design for action”. Probably no process
has been as troubling to case workers as diagnosis. The
content of case work diagnosis falls into the triangular
pattern as that of other professional design for action. It
consist of: 1) The nature of the problem brought and
the goals sought by the client, in their relationship to
2) the nature of the person who bears the problem (his
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social and psychological situation and functioning) and
who seeks (or needs) help with his problem, in relation
to 3) the nature of the purpose of the agency and the
kind of help it can offer and /or make available. The
content of the case work diagnosis, then, is focused,
weighted and bounded by the purpose and means of
the client and the agency.
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5
CASEWORKER-CLIENT
RELATIONSHIP AND PRINCIPLES
OF CASE WORK
*Meenu Anand

Introduction
Human beings as social animals thrive and prosper on
social interactions with fellow beings. Growth and
development of an individual’s personality depends
largely on his/her relationships with significant others.
Human relationships are indeed known for their warmth,
comfort, security, nurture and emotions. Relationship
is a catalyst, an enabling dynamism in the support,
nurture and freeing of people’s energies and motivation
toward problem solving and the use of help. Vital
relationships between people arise out of shared and
emotionally charged situations. The climate for the
growth of human personality, the nutrient for its
development, and the stimulus for its subtle adaptations
are emotionally charged relationships with other human
beings. The very first contact that most persons have
when they are born is with their mothers. Parent child
relationship is the most vital relationship that
contributes in a major way towards laying the foundation
*Meenu Anand, Jamia Millia Islamia, New Delhi
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for one’s personality development, confidence, attitudes,
towards self and others. It would be no exaggeration to
state that our very existence is in terms of our
relationship with people around us – our family, friends,
colleagues, relatives and others. All the societal
institutions around us - family, marriage, caste are all
built on social relationships.

Nature of Relationships
According to Helen Harris Perlman (1957), ‘Relationship
is a human being’s feeling or sense of emotional bonding
with one another. It leaps into being like an electric
current or it emerges and develops cautiously when
emotion is aroused by and invested in someone or
something and that someone or something “connects
back” responsively. We feel “related” when we feel at
one with another (person or object) in some heartfelt
way’.
Relationships may be ‘good’ or ‘bad’, brief or enduring,
complex and heartfelt or superficial and skin deep, swift
and spontaneous or carefully built. But whatever be its
nature and substance, its dynamics are the presence,
recognition, deposit, reception and responsiveness of
emotion between individuals or between a person and
an object or activity by which he/she has been moved.
The emotions felt and shared may be joy as well as
anguish, gratification as well as deprivation, hope and
despair, merriment and despondency, rage and
gracefulness, guilt and hostility and any or all of these.
To illustrate, a child who is extremely attached to his/
her parents, feels joyous on meeting them. On the other
hand, an abandoned child would react in a different
way on meeting the family. The emotions felt in the
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latter case may range from hatred, anger to resentment.
In most mutually reciprocative relationships, there is a
hunger for emotional bonding and dependency like in
parent child relationships. In the usual life of an adult,
hunger for emotional bonding with others is gratified in
many ways- in love and friendship bonds, in marriage
and in parenthood. The words used to describe a
meaningful relationship are- warmth, love, care,
acceptance,
responsiveness,
concern
and
understanding. It may be remembered that any
relationship that seeks to enable a person, child or adult
to feel secure and move forward, to risk new learning
and new experiences combines a warm acceptance of
the person in his/her uniqueness as a human being.

Relationship in Casework
Relationship is termed as the soul of social casework.
The relationship between the caseworker and the client
is of utmost importance. It is the principal of life which
vivifies the process of study, diagnosis and treatment
and makes casework a living, warmly human experience.
Social work thrives in its belief in the basic worth and
dignity of individuals and enhancing their capacities to
reach their human potential to the fullest. Relationship
between the caseworker and the client is the medium
through which the knowledge of human nature and of
the individual is used; knowledge alone, without skill
in relationship is inadequate. Relationship is also the
channel of the entire casework process; through it, flow
the mobilization of the capacities of the individual and
mobilization of the community resources; through it flow
the skills in interviewing, study, diagnosis and treatment
(Biestek: 1957).
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Uniqueness of Casework Client Relationship
Casework client relationship is different from other
relationships that exist in society at large like the parentchild relationship, teacher-pupil, friend-friend and
colleague-colleague. The casework relationship differs
from other relationships on a number of points. One
needs to analyze and compare other relationships with
casework relationship keeping in mind the levels of
equality, mutual benefits being derived, presence and
the level of emotional involvement in the relationship.
Firstly, it may be borne in mind that casework
relationship is temporary in nature. It begins with the
referral of the client to the caseworker with a problem
and terminates after the completion of the casework
process and treatment. Parent- child relationship or
relationships between siblings are lifelong relationships
as they are tied by blood and kinship. Secondly, the
emotional component in the casework relationship is
not very deep and penetrating. This is unlike the
relationships that exist between the spouses, parentchild or siblings. Though casework process is an
emotionally charged one, it is operationalized in such a
way that the expression of emotions is controlled and
purposeful, focusing towards achieving clear cut goals
of client’s well being and treatment. Such an approach
is missing in the relationships cited above. The third
difference between casework relationship and others,
is based on the levels of equality and mutuality. For
example, friend-friend relationship is characterized by
its equality, mutual help and sharing. The caseworker
and the client are fundamentally equal as human beings.
In a casework relationship however, caseworker takes
on the role of a professional helper while client is the
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person who needs help. Thus the grounds of equality
are not uniform since in this relationship, caseworker
is the person having knowledge, skills and is assigned
to help the client through a professional relationship.
Client on the hand is a person having some
maladjustment and in need of professional help. Thus,
this type of relationship is not based on mutual help
and equality. One can also compare the casework
relationship with that of a teacher-pupil relationship,
which is more on an intellectual level. The teacher or
the Guru, in the Indian context is highly respected as it
is the Guru who guides the shishya about the values,
inspires, transmits knowledge and information.
However, in this relationship, there is hardly any
intentional use of emotional involvement. If at all
emotions do crop up in the teacher-student relationship,
they are accidental and more on the part of the pupils
rather than the teachers. Casework relationships, as
mentioned earlier are throughout highly charged with
emotions in a purposeful manner.
Caseworker client relationship also differs from other
professional relationships such as doctor-patient and
psychiatrist-client. From an Indian perspective, health
has become a serious area of concern. The medical
services available are insufficient and lack adequate
infrastructure, quality and maintenance. Doctor is
considered only next to God. It is not a custom to question
the doctor about the nature of one’s illness, leave aside
enquiring about the line of treatment. Patients in most
cases are the passive recipients of medical treatment
being administered by the doctor. This is in contrast to
the casework client relationship where client is an equal
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partner in the treatment process and is encouraged to
open up and express inner thoughts and feelings.
The only relationship that casework is close to, yet
distinct in its finer aspects is with the Psychiatrist-Client
relationship. In this relationship, client is encouraged
to talk about his/her problems. However, the
psychiatrist focusses on the unconscious mind of the
client in contrast to the caseworker who pays attention
on the environmental manipulation and working on the
personality maladjustment at the conscious level of the
client’s mind.

Attributes of Casework Relationship
Casework relationship goes much beyond merely a
friendly relationship between the caseworker and the
client. Clients bring into the casework relationship their
feelings, attitudes and behaviour which they have
experienced with others. The client therefore tends to
react to the casework situation in a manner derived from
his/her personal experiences. Casework focusses on
understanding the client, his/her psychosocial needs
and making a ‘contact’ to build the relationship. If this
contact is to be of any value at all, the client must have
confidence in the worker’s good faith and the worker
must have respect for the client as an individual. It is
the responsibility of the caseworker to establish this
relationship. This professional relationship is formed
with the purpose of developing in the client a personally
satisfying and socially useful life. It is the individualized
purpose which is unique to every relationship and is
set to be achieved in each case. The conscious purposive
and deliberate efforts to develop a helping relationship
comprises of the following attributes:
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1. Warmth: Warmth connotes some positive, lively,
outgoing interest in another person (or object or
activity), a spontaneous reaching out to take in
another with pleasure or compassion (Perlman:
1979). By exhibiting an open, ‘warm’ attitude,
caseworker is able to convey to the client his/her
openness and concern to understand the client’s
problem, client’s attitudes and sharing of
experiences. Warmth is demonstrated by the worker
when he/she attends to the client with attention,
listens patiently, gives confidence and conveys an
understanding of the client’s problem.
2. Empathy: Empathy means feeling with and into
another person, being able to get into the other
person’s shoes ((Perlman: 1979). It may occur
spontaneously or may be a carefully learnt ‘listening
with the third year’ and responding in tune to the
other person. Empathy involves looking at a
situation/ case from another person’s perspective.
Through empathy, the caseworker is able to convey
to the client his/her understanding of client’s
problem with accuracy and ‘oneness’.
Empathy is different from sympathy which gives a
bond of feeling of being helped by another person.
The caseworker conveys sympathy by saying
statements such as ‘I understand how you feel’, “I
can feel that you are feeling sad and upset’.
Empathy is leading one self to another to feel into
and take in the moment’s essence of the other. By
feeling caseworker’s empathy, the client feels
understood and important. It may be noted here
that empathy does not mean the loss of objectivity.
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Caseworker in a professional relationship with the
client, remains objective by being aware of his/her
own emotional and reactive responses to persons
and situations.
3. Genuineness: To be genuine and congruent, the
caseworker relies on his/her own moment to
moment felt experiences in the relationship with
the client. To be genuine is to free of pretension. It
is to have a sense of wholeness of being put together,
of knowing who and what one is, what one’s guiding
values are, and as a result of being on fairly good
terms with oneself. Genuineness is the product of
life experiences that make it possible to be self
observant, self aware and self accepting of strengths
and limitations (Perlman: 1979). A genuine and
congruent relationship consists of a consistent and
honest openness and behaviour matching with the
verbalized intentions and values of social work. For
example, a school social worker is asked about
contacts of an adoption agency regarding which she/
he may not be aware of. It would be honest and
genuine on the part of the worker to be frank and
admit to the client about his/her lack of information.
If possible, the worker may however, assure the client
of making an effort to seek information about the
agency and getting back to the client within a
stipulated time. The worker must also then get back
to the client or give a source of contact that may
provide the requisite information.
4. Authority: Authority is an essential element of
caseworker client relationship. Authority has been
referred to by Perlman (1979) as ‘ableness’ to be
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used for the client and not over or against the client.
Authority in a casework relationship does not mean
domination or willful imposition. Client has the right
to accept, reject or modify advice given by the worker.
Authority rather conveys the meaning of carrying
those rights and powers that are inherent in special
knowledge and are vested in special functions
(Perlman: 1957). Having authority does not make
the worker superior to the client. It rather implies
that the caseworker possess the expertise in
understanding, assessing and dealing with the
problem faced by the client. Authority is that of
knowledge and expertise. The Client goes to a
worker in need of help who has the authority of
knowledge and skills, someone who knows more
than him/her.
Hand in gloves with authority comes the
responsibility to be borne by the caseworker. The
responsibility is to make judgements on the basis
of theoretical knowledge and practical experience.
For example, let us take up a case of a man who
fears that his wife is trying to kill him. He cites
several incidents to the worker to prove that his wife
was conspiring to end his life. On meeting the client’s
wife, the worker finds her to be a fairly reasonable
and objective person who might not plot her
husband’s murder. Thus, on the basis of assessment
of the client’s expression of feelings, behaviour and
gaining facts of his environment, the worker gains a
wholistic understanding of the client’s life situation.
The worker draws up the conclusion that the client
is suffering form delusions and needs psychiatrist’s
help. Here, the worker has every authority to refer
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the client to a psychiatrist and it is also his/her
moral responsibility as a professional not to continue
with the case if she/he feels that the client’s
problems would be best handled by another expert.
Thus, authority and responsibility go hand in hand.
5. Transference and Counter Transference:
The most frequently encountered necessity to ‘work’
a relationship occurs with the phenomenon called
transference or transference reactions. To any
emotionally charged relationship, each of us bring
conscious and unconscious feelings and attitudes
that originally arose in or still belong to the earlier
important relationships (Perlman: 1957). For
example, in casework with an adolescent girl to help
her regarding her career options, the worker listens
to the girl’s aspirations and dilemmas. The worker
helps her to draw a choice of careers helping her to
keep in mind her aptitude as well as preferences
and also arranges for her visit to a nearby vocational
training centre. In such a case, what may happen is
that the girl may begin to feel toward the worker as
she felt towards her mother/grandmother when she
was young. The degree of emotional satisfaction
which the client gets from such a relationship is far
beyond the realistic limits of the caseworker-client
relationship. It may be remembered that the client
who approaches the agency often feels helpless and
inadequate for not being able to tackle his/her own
problem. Due to this, the clients are prone to
transfer irrational elements into the relationship and
want to regress, desiring to have parental nurture
and parental domination. These however, are
damaging to the client since it can tempt the client

86

Case Work and Counselling: Working with Individuals

to stay in an unrealistic, infantile dependence
instead of moving towards self reliance in the
relationship.
These transferred elements could be affection, attraction
or repulsion, yearning or defensiveness, liking or dislike
and may occur at any point in the helping relationship.
Transference is said to have taken place, when the client
reacts inappropriately, with excessive or distorted
feelings towards the caseworker. As seen in many
casework relationships, clients often remark to the
worker, You are like a father/mother/sister to me or may
say, let us be friends. Transference may also manifest
itself in the way the client reacts towards the worker by
being very obedient, helpless and approval seeking. The
worker has to recognize these non verbal cues. The effort
in the casework relationship is to maintain reality and
to keep the client and the worker aware of their joint
objective, their separate and realistic identities and their
focus upon working some better adaptation between the
client and his/her current problem. Transference
manifestations need to be recognized, identified and
dealt with as they occur. Every effort has to be made to
manage the casework relationship and to give minimum
encouragement to transference (Perlman: 1957).
The caseworker may also be expected to unconsciously
transfer into the professional relationship, certain
positive or negative reactions that are realistically
uncalled for, for example, distrust and hostility or strong
feelings of attachment. This phenomenon is called
Counter Transference that is, transference on the part
of the helping person. Any subjective involvement on
the part of the caseworker with the client or client’s
problem may be part of a real counter transference or it
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may represent only a single instance of loss of
professional objectivity. To illustrate, let us take up the
case of a medical social worker who worked at the
emergency ward of the hospital and was handling a man
who had brought his wife to the hospital in a critical
condition from a road accident. The man was in a
heightened state of emotional trauma while narrating
about the love for his wife and how the accident had
taken place. The worker got so moved with the details of
the case that she began to identify with the man and
somewhere related his life with her own. Finally, when
his wife died, both the client as well as the worker
sobbed. In this case, the worker got involved with her
own personal feelings and lost the objectivity. She was
unable to provide professional help that she ought to.
The caseworker must remain objective throughout the
helping relationship and be aware of his/her own
feelings. If at all, they do crop up, they must be handled
and controlled.

Principles of Casework Client Relationship
Principles of casework are principles of action, based
upon a fundamental which influences, guides and
directs. The principles are also referred to as qualities
or elements as they are present in every good casework
relationship and are the constitutive parts of the
relationship (Biestek). There are seven principles of the
casework relationship:
A) Principle of Individualization
B) Principle of Purposeful Expression of Feelings
C) Principle of Controlled Emotional Involvement
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D) Principle of Acceptance
E) Principle of Non Judgemental attitude
F) Principle of Client’s right to Self Determination
G) Principle of Confidentiality
Let us take these principles one by one and get a clear
understanding on their application in the Indian
context:
A) PRINCIPLE OF INDIVIDUALIZATION:
Individualization is the recognition and understanding
of each client’s unique qualities and the differential use
of principles and methods in assisting each towards a
better adjustment. Individualization is based upon the
right of human beings to be ‘individuals’ and to be
treated not just as human beings but as this human
being with his/her personal differences (Biestek1957).
Principle of individualization emanates from the basic
recognition of each person as a unique entity.
Individualization is one of the essential notes in the
concept of a person who according to Boethius is ‘an
individual substance of rational nature’. Each person is
individualized by his/her heredity, environment, innate
intellectual capacity, strengths and limitations. Each
person experiences unique life situations from birth,
forms distinct inter personal relationships. The thoughts,
feelings, behaviours and capacities of each individual
are distinct and differ from each other. Thus their
problems and the help they need are also distinct from
each other. Casework help, therefore, must be
differentiated to meet the particular needs of the

Case Worker Client Relationship and Principles of Case Work

89

individual clients and to help the clients use their abilities
and resources for self help in order to work towards
problem resolution.
Each person is conscious of being unique (Biestek:
1957). This awareness is particularly poignant when the
client approaches the agency in a state of maladjustment
in social functioning. The client needs the worker’s
undivided and individualized attention to discuss his/
her problem. By gaining worker’s respect for his/her as
an individual with rights and needs, the client feels
understood. The success of helping relationship depends
upon the individualization of each case by the worker,
treating each person as a unique individual having
special problems rather than being treated as a ‘case/
category/patient’. It is observed many times in agencies
that clients who approach the agency for help are
referred to as patients by the staff. This makes an
individual clients feel like ‘medical patient’. Clients must
be referred to with their names in a respectful manner.
Pre Requisites for application of Principle of
Individualization


An open and unbiased attitude: It is essential for
the caseworker to be aware of personal biases and
prejudices and not to let them have an influence on
the casework relationship. Accurate assessment of
the client’s problem, his/her life situations requires
the worker to be objective and free from pre conceived
notions and prejudices, if any. The prejudices can
pertain to diverse categories or groups like low caste,
class or gender distinctions, destitute, drug abusers,
alcoholics, criminals, sex workers, unwed mothers,
people indulging in pre or extra marital relationships
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etc. A worker while handling cases must be honest
and aware of personal feelings, needs and counter
transference tendencies.


Knowledge of human behaviour: Caseworkers often
have to deal with complex human behaviours, people
with diverse personalities. It is imperative for the
caseworker to have inter-disciplinary knowledge and
understanding derived from psychology, sociology,
psychiatry etc.



Listening and Observing: Attentive listening to the
narration of client’s problem brings an
understanding of the problem for the caseworker.
As the client talks about his/her relationships with
family and community, caseworker is able to gain a
wholistic understanding about the client.
Competent and professional listening requires not
only paying attention to the words being said by
the client but observing and analyzing the body
gestures, physical signs of hesitation, emotions and
facial expressions. Ability to interpret non verbal
communication can yield a lot of information to the
caseworker which can help in guiding future
direction to the caseworker.



Moving with the client’s pace: As the caseworker sees
each client, he/she must begin where the client is
and proceed at the client’s pace. In the application
of the principle of individualization, correct pacing
is the secret to the timing at every stage of the
casework process- study, diagnosis and treatment.
For example, caseworker working with a HIV positive
person might be interested in quickly gathering
information about how the client contracted the
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virus or to fill up all the personal details in the case
sheet performa. Hastening the client to divulge
details, especially intimate information before he/
she is ready would stall the helping process and
hamper the casework relationship. Caseworker has
to move at the client’s pace and allow time to the
client to develop trust in the caseworker.


Ability to enter into feelings of people: The feelings
of the client are his/her most individualized
characteristics. Recognizing uniqueness in each
person implies the realization that each person’s
coping strategies are different and every person
responds to his/her life situations in a distinct
manner. For example failure in board examinations
may lead one adolescent to commit suicide while
another may strive to work harder next time to clear
the examination. Another example may be
considered of a women engaged in sex work. While
one sex worker may enjoy her work due to the lure
of money that she is paid, another sex worker might
have feelings of guilt and shame. Thus, similar life
situations may bring about different responses from
different individuals. Each person is distinct and
possesses own individualized reactions to situations.
Individualization requires sensitivity and a response
to these feelings. The principle quality of the
response is warmth, and to enter into the ‘feeling’
experience of the client and understand client’s
perspective.



Ability to keep perspective: The emotional involvement
of the caseworker should be controlled and be
directed to the larger situation. This enables the
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worker to keep a wholistic view of the case and
progress further in the helping relationship. For
example, while narrating an incident of sexual
abuse, the client is likely to talk of the incident in a
detailed manner, sharing intricate feelings about
the traumatic experience. In such a case, the worker
has to empathize with the client at her here and
now feelings and also keep the larger picture in
mind. The worker would be required to study and
assess the impact of the incidents of abuse on the
client’s relationship on her mind, her relationships
with the significant others, stress management skills
etc. Having a wholistic perspective helps the
caseworker to keep the focus on the client in his/
her entirety and analyze the interplay of
psychosocial, conscious and unconscious factors
affecting the client.
Demonstration of Principle of Individualization
a) Thoughtfulness in details: Thoughtfulness in working
out small details aids in demonstrating
individualized attention to the client. For example,
a casework meeting with a street and working child
may require the child to leave his work for the
appointment which would cost him a day’s labour.
Similarly scheduling an appointment with a
professional who is unable to come at a particular
timeslot would be insensitive. As far as possible,
appointments should be best suited as per the
client’s convenience.
b)

Privacy in interviews: In many agencies, casework
interviews are conducted in an open office space.
This hinders the privacy of the client as he/she is
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not comfortable in talking openly about the problem.
This is a great hindrance to the casework
confidentiality. The noise may also create barrier in
communication as the caseworker is unable to give
undivided and individualized attention to the client.
c)

Care in keeping appointments: As mentioned earlier,
appointments have to suit both the client and the
caseworker. Caseworker must keep a diary and
promptly keep the appointments. If at all, the
meetings have to be rescheduled due to an urgent
work, client must be informed in advance. A
promptly kept appointment gives a feeling of
reassurance and importance to the client.

d)

Preparation for interview: One of the best immediate
preparations for individualizing the client is to review
the written case records. This helps in refreshing
the details of the earlier discussions and enables
the caseworker to plan ahead for the next meeting.

e)

Engaging the client: Demonstrating the principle of
individualization involves engagement of the client
according to his/her capacity in the casework
process i.e. in the study, assessment and treatment.
For example, casework with a woman who is in a
disturbed marital relationship would imply
encouraging her to objectively assess her situation,
weighing of the probable alternatives beforehand
incase she wants to be out of the marriage. She
may be helped to carry out a cost benefit analysis of
each of her alternatives before taking a decision.
Enabling the client in selecting the treatment goals
and encouraging the person to make a choice
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stimulates client’s self confidence and demonstrates
the principle of individualization.
f)

Flexibility: Caseworker needs to be open minded
and modify the treatment goals in accordance with
the client’s needs, knowledge about client’s life
situations and problems. The ability to adjust goals
and methods calls for mature judgement, objectivity
and skill on the part of caseworker. Flexibility is a
special way of individualizing the client.

B) PRINCIPLE OF PURPOSEFUL EXPRESSION OF
FEELINGS:
Emotions are an integral part of an individual’s nature
and their healthy development is necessary for the
development of the total personality of a person. In the
modern helping professions, the importance of a well
ordered emotional life has been eminently recognized.
Both psychology and psychiatry have studied the normal,
healthy role of emotions in the personality structure.
These disciplines have given social work, a body of
knowledge about human growth and development which
has made the helping process of social work eminently
more effective.
The basic psychological needs of human beings have
been identified as the need for affection, security, status,
expression, achievement and independence. The degree
of these needs varies from person to person. The need
for expression and for sharing of experience has been
singled out by social work as a pertinent dynamic in
casework relationship. Purposeful expression of feelings
according to Biestek is the “recognition of the client’s
need to express the negative feelings. The caseworker
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listens purposefully neither discouraging nor
condemning the expression of these feelings, sometimes
even actively stimulating and encouraging them when
they are therapeutically useful as a part of the casework
service”. The client’s expression of feelings should have
a valid purpose in the casework process.
Purposes of the Purposeful Expression of feelings
are as follows:


Relieving pressure: Giving vent to one’s feelings,
talking about the problem aids in catharsis which
in turn enables an individual to see his/her own
problem more clearly and objectively. This enables
the client for positive and constructive action.



Assessment of problem: The expression of feelings
helps the caseworker to understand the problem of
the client more accurately and evaluate strengths
and limitations of the client.



Psychological support: Listening to a person while
he/she talks about the problem in life provides
immense psychological support to the client. The
client feels understood and relieved from the burden
of the problem.



Working towards negative feelings: At times, negative
feelings of the clients serve as the source of problem.
Sharing these feelings helps to bring them into the
forefront of attention so that they may be resolved.



Strengthening casework relationship: Talking about
the problems, sharing feelings strengthens the
casework relationship. Encouraging the client to
express his/her feelings helps in deepening the
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bond between the worker and client. This also brings
comfort, warmth and trust in the caseworker client
relationship.
The client’s expression of feelings in the casework process
also has certain limitations. The limitations of the
Purposeful expression of feelings are as follows:


Agency constraints: Functions of an agency may limit
the expression of feelings to those which can be
treated within the agency. For example a caseworker
working in an agency that deals with juvenile
delinquents may not be able to work with HIV positive
clients. At times the agency may not have the
services of professional experts or the resources
required to deal with the cases e.g. psychiatrist,
speech therapist, facility for psychological testing
etc. In such cases referrals may be done to specified
agencies.



Workload: Workload with the caseworker determines
the amount of time a caseworker can devote to each
case. For example, if a caseworker is handling fifty
cases apart from regular agency work, he/she may
not have enough time to encourage expression of
deeper feelings which require more time in each
interview.



Premature expression of deep feelings: Caseworker
needs to be cautious in the early interviews about
client’s premature expression of deeper feelings. For
example, talking about intimate details of having
undergone through a rape by a victim in the very
first meeting may not be desirable. This may
inculcate feelings of guilt and hamper the casework
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relationship. Caseworker has to structure the entire
casework process and slowly work towards building
a relationship based on trust rather than allowing
ventilation of deeper feeling at a premature stage.


Client Engagement: Clients may have the tendency
to put the total burden of conflict resolution on the
caseworker. This is more common in the Indian
situation where people have the tendency to talk
about their problem and look up to the helper for
‘readymade quick fix recipes’ for problem resolution.
Caseworker must ensure engagement of the client
in the helping process right from the beginning to
avoid undue dependence on the worker.

Demonstration of Principle of Purposeful Expression
of Feelings
An essential function of the caseworker is to create a
permissive environment that would encourage the client
to freely express his/her feelings. This includes gaining
trust, confidence of the client. Most clients talk at a
superficial level and do not disclose their inner feelings
till they are sure of the worker’s accepting and
permissive attitude towards client as an individual.
Secondly, the caseworker’s real desire to help and feeling
with the client has to be communicated to the client at
the ‘feeling’ level. Creation of a permissive environment
is essential for purposeful expression of feelings. This
may be done in the following ways:


Relaxed attitude: Caseworker should be in a relaxed
frame of mind, free from any preoccupations so that
full attention may be devoted to the client. Ensuring
privacy during interviews, having comfortable
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furniture in the room are some of the important
steps to make the client feel comfortable and open
up.


Preparation: Prior to the interview, the caseworker
must go through the earlier case records. This would
refresh the memory and prepare the worker in
planning and structuring for the upcoming
interview.



Listening: Client’s purposeful expression of feelings
depends upon the quality of attention that is given
by the caseworker. This enables the client to feel
caseworker’s genuine interest, sincerity,
understanding and makes him/her to open up and
express emotions. By asking appropriate questions,
making empathic comments, nodding and showing
interest through facial expressions, caseworker can
demonstrate active listening to the client.



Encouragement: The client has to be encouraged to
talk and express feelings. Thus, by asking non
threatening questions, repeating important phrases
or words being said by client, making comments,
expressing empathy; worker can motivate the client
to talk freely. Statements like ‘I realize how difficult
this must be for you. What happened thereafter?’
‘How did you feel when this happened?’ are open
ended statements/questions that require elaborate
expression of feelings by the client.



Pace of progress: A sensitive awareness of the client’s
pace of movement in each interview towards his/
her casework goals is very necessary. Client’s
motivation to work towards resolving the problem
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would reflect upon the need and desire to express
feelings at any given time.


Being Realistic: Caseworker should refrain from
giving any unrealistic reassurances, interpreting too
early or too much in the expression of feelings by
the client. Caseworker must not over estimate or
under estimate client’s capacity to tolerate anxiety.
Caseworker must allow the client to talk, express
feelings and feel relieved.

The principle of Purposeful expression of feelings aids
in study and diagnosis in casework. Purposeful
expression of feelings helps the caseworker to gain
invaluable material for study and gain a realistic
understanding of the client and his/her progress in
totality. This helps in seeing the problem clearly and
working towards its resolution. By their expression the
feelings are brought out in the open for discussion and
increase the client’s participation and involvement to
help himself/ herself.
C) PRINCIPLE OF CONTROLLED EMOTIONAL
INVOLVEMENT:
Communication is a two way process between the
communicator and the receiver with the flow of
information. The content of communication comprises
of the following:


Ideas only



Feelings only



Ideas and feelings

When a woman seeks information at the railway
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reservation counter, she is only seeking information and
expecting a factual response. On the other hand, when
a teenage girl who had been raped discovers her
pregnancy shares with her friend, I do not know how I
will face the world, she is communicating her feelings.
In such case only her feeling response would be
appropriate.
In casework interviews, the content of communication
is most often a combination of thought and feeling
(Biestek: 1957). The nature of content depends upon –
problem of the client, function of the agency, needs and
feelings of the client in particular interviews, changing
moods of the client within an interview and the purposes
of the caseworker in the ongoing processes of study,
diagnosis and treatment.
The social caseworker needs the skill to communicate
at both the thought and feeling levels. Caseworker has
to gain factual information and at the same time study
client’s ideas, thoughts and feelings. The element of
controlled emotional involvement in a casework
relationship according to Biestek, is the caseworker’s
sensitivity to client’s feelings and understanding of their
meaning and a purposeful, appropriate response to the
client’s feelings. There are three components in
demonstration of controlled emotional involvement:
a)

Sensitivity

b) Understanding
c)

Response

a)

Sensitivity: Sensitivity means seeing and listening
to the feelings of the client. Many times, clients are
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unable to express their feelings verbally or are ready
to divulge personal details. With the knowledge of
human behaviour, observation and analytical skills,
the caseworker has to observe the minutest of the
details and draw an understanding by putting them
in proper perspective. Body language or the non
verbal communication can be effectively used as
clues and indices to identify and interpret client’s
feelings. For example, use of hands, arms and legs,
pace, tone of speech, posture, eye contact, silence,
repetitive body actions are important indicators of
client’s non verbalized feelings.
b) Understanding: As a professional helping person,
the caseworker needs to understand the meaning
of the client’s feelings in relation to the client’s
problem. The worker’s own life experiences and
professional practice help in introspection and
analysis of the professional situations. This includes
knowledge of common human needs, patterns of
human reactions and defenses in times of stress.
This general knowledge is then used as a framework
within which this particular client, with his/her
individual and unique qualities, can be better
understood and helped
c)

Response: Sensitivity and understanding are
insufficient in themselves; they are means to the
response. The caseworker’s response to the client
on the f eeling level is the most important
psychological element in the casework relationship
and is perhaps the most difficult to the casework
skills. The response is not necessarily verbal.
Essentially it is a response of attitude and feeling,
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guided by knowledge and purpose. It is primarily
an internal response where the caseworker
consciously and purposefully identifies with the
feelings of the client. It is a sharing of a warmly
human professional person with fine sensitivities of
another human being who needs help (Biestek:
1957)
The response of the worker should reflect the skill to
probe in order to gather factual as well as feeling
information from the client, while verbalizing
understanding. It should convey warmth and empathy
to the client.
D) PRINCIPLE OF ACCEPTANCE:
Acceptance is one of the commonly used term in social
work profession. It is an important value in social work
is that guides social workers to accept people as they
are, with their strengths and limitations, potentialities
and weaknesses, positive and negative feelings. In social
work, acceptance is related with ‘quality of life,
professional attitude, the central dynamic and a
principle’. According to Biestek (1957), action of
acceptance is indicated as therapeutic understanding,
respecting, loving, perceiving, acknowledging, helping
and receiving. The three steps in the action of acceptance
are as follows:


Perceiving



Therapeutic understanding



Acknowledging

The caseworker must first objectively see what he/she
is accepting. The worker must see the object of
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acceptance in relation to the causes which brought about
the object in relation to what it means to the person,
and in relation to the purpose of the casework process
in each individual case. The caseworker must
acknowledge this as a pertinent reality. The qualities of
acceptance are warmth, courtesy, listening, respect,
concern, consistent maturity, firmness and willingness
to consciously enter and share in the life experiences of
another (Biestek :1957). The purpose of acceptance in
casework is different from other interpersonal
relationships e.g. with spouse, siblings, friends etc.
Acceptance in casework process is therapeutic in nature
as it aims at helping the client to deal with problems
and needs.
Distinction between Acceptance and Approval
An important standpoint in casework is the distinction
between acceptance and approval. Acceptance does not
mean concurrence with or approval of client’s behaviour.
To illustrate, let us take an example of a man who has
committed a murder and now seeking help from a
caseworker. In this case, following the principle of
acceptance would not imply that the worker’s approval
of the crime committed by the client. The worker would
objectively study the client and assess the probable
reasons that led the man to commit such a crime.
Caseworker would accept the client as an individual
possessing all his dignity and worth as an individual.
However, the worker would disapprove of the murder
committed by the client. The worker would not verbally
praise or condemn the act and show empathic interest
in getting to know the client and his life situations better.
By acceptance one does not mean that the worker
becomes partial in the face of the deviant behaviour that
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has added on to misery and deviance in society. It may
be remembered that the client would not really be helped
if his/her anti social behaviour (murder in this case) is
apparently appreciated by the worker. The objective of
acceptance is not the good but the real. Its objective as
mentioned earlier is therapeutic i.e. to aid the worker
to understand the client better and making the helping
process more effective. The purpose is to free the client
from using defense mechanisms and enabling him/her
see the reality and realistically deal with the problem.
Thus, principle of acceptance as defined by Biestek
(1957) is as follows:
“Principle of acceptance is a principle where the
caseworker perceives and deals with the client as he/
she really is, including strengths and weaknesses,
congenial and uncongenial qualities, positive and
negative feelings, constructive and deconstructive
attitudes and behaviour, maintaining all the while a
sense of the client’s innate dignity and personal worth”.
Understanding the client better
Let us try to understand the client’s perspective. The
client comes to the agency with some problem or
maladjustment which he/she has been unable to cope
with. Thus on one side, there is a sense of failure to
resolve one’s problem and having to seek outside help.
At the same time, there is also a sense of own pride and
dignity which make the client feel ambivalent. The
strength of the desire to change and readiness to effect
change is varying in each individual. This ambivalence
extends to the caseworker as the client realizes that
some weaknesses have to be shared since he/she is
seeking outside support. This makes the client fear
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disapproval from the worker and feel insecure. To deal
with this insecurity, the client makes use of defense
mechanisms that help the client to hide the anxieties
and inner feelings from one’s self and from the worker.
In such a situation, by making the client feel accepted,
showing interest and genuine concern, the worker helps
the client in reducing the anxiety and lowering the
defense mechanisms. The principle of acceptance aids
the casework process as the client begins to express
feelings and open up to the caseworker. However, the
client constantly checks the reactions of the worker to
his/her disclosure of feelings especially negative feelings.
Demonstration of Principle of Acceptance


Giving the client focussed response, directed to the
needs of the client rather than worker’s own needs;



Realizing client’s potential for self help and
exercising professional responsibility for the
promotion of the growth of the client;



Giving responses that contain the elements of both
thoughts and feelings; and



Providing agency specific help to the client.

Limitations of Principle of Acceptance


Inadequate knowledge of human behaviour;



Counter transference;



Caseworker being judgemental about the client’s
situation;
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Caseworker’s personal biases and prejudices;



Unrealistic assurances by the worker;



Confusion between acceptance and approval;



Lack of respect for the client.

E) PRINCIPLE OF NON JUDGEMENTAL ATTITUDE:
One of the most talked about principles of casework
that is also a difficult one to practice is the Principle of
non judgemental attitude. According to Biestek (1957),
Principle of non judgemental attitude is defined as
“Quality for casework relationship, it is based on a
conviction that the casework function excludes assigning
guilt or innocence or degree of client responsibility for
causations of the problem or needs, but does include
making evaluating judgements about the attitudes,
standards or actions of the client: the attitude which
involves both thought and feeling elements, is
transmitted to the client”.
Casework is a helping process where judgment would
imply blaming the client and making him/her
responsible for causing problems in his/her life. Let us
take an example of a woman who has approached a
child guidance clinic to seek help for her daughter who
is showing symptoms of depression. Being judgemental
in this case would imply blaming the mother for her
daughter’s condition. Similarly, passing a judgment on
a HIV positive person would mean blaming the client
for his/her physical condition and for contracting HIV.
As mentioned earlier, wholistic understanding of the
client and his/her life situations is necessary in the
casework relationship. However, this does not give the
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caseworker an authority to make judgements about the
clients.
Understanding Client’s perspective
Seeking outside support for conflict resolution is not an
easy task. The necessity to seek help from an agency
can in itself produce a host of painful feelings. One of
these feelings is the fear of being judged. In the initial
interviews, the client looks at the caseworker as one of
the members of the larger society which is often
judgmental with fixed standards of Do’s and Don’ts. The
client fears of being labeled by the caseworker, keeping
in mind the preset standards of right and wrong. As a
result of these feelings, the client adapts by using
defense mechanisms and is hesitant to express inner
thoughts and feelings. In such a scenario, demonstration
of a non judgemental attitude helps the client ‘feel’
assured of the caseworker’s disinterest in making any
kind of judgement, in praising or condemning the client.
As the relationship gradually strengthens, the client
grows in faith in the worker and begins to discuss needs
and problems, develops objective analysis necessary for
constructive change.
Evaluation of Attitudes, Standards and Actions of
client
There is a clear cut difference between being non
judgmental towards the client and judging client’s
behaviour which may be moral/ immoral. While the
caseworker refrains from judging the guilt or innocence
of the client; he/she objectively evaluates the attitudes,
standards and actions of the client. In order to
understand this, let us take the case of a woman who is
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in a live-in relationship and seeking help to deal with
problems with her lover. While dealing with such a case,
the worker has no right to give the client a moral lecture
on the grounds of her live in relationship, which is still
not readily accepted in large parts of India. However,
the worker has to probe into her life situation and make
inquiries in order to make evaluations of her behaviour.
The purpose in this case would be to understand the
client and this would aid in the treatment process.
There are strong and valid reasons for practicing a non
judgmental attitude. The worker being a social worker
is a member of the larger society and his/her function
is to help the client (and not condemn) within the law
and basic values of society. If the caseworker is oblivious
towards delinquent and immoral behaviour/attitude of
the client, the client would not feel understood and may
underrate the worker’s ability to provide professional
help. Moreover, the caseworker has every right to have
his/her own social, moral and spiritual values. The
worker must, however, ensure that his/her personal
values, beliefs, opinions and code of ethics are not
imposed on the client in any way. The worker has no
right to judge the client by personal standards.
Demonstration of Principle of Non Judgemental
Attitude


Encouraging the client to open up and express own
thoughts and feelings



Being respectful and attentive to the client
throughout the casework relationship



Being aware of personal biases and prejudices and
not letting them influence the casework relationship.
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E.g. the worker might have been socialized to develop
a dislike for certain castes/castes/categories like
alcoholics, differently abled, sex workers, scheduled
castes/tribes etc. While in a casework relationship
with such clients, worker must ensure not to let
personal dislike interfere in the helping process.
The worker must recognize and control personal
biases and develop capacity to see people objectively
and not subjectively.


Treat the client as a unique person. Worker should
refrain from making references to people who have
faced similar problems



Understanding negative feelings of the client towards
the worker should be related with the use of defense
mechanisms.

F) PRINCIPLE OF SELF DETERMINATION:
One of the firmest convictions of social work profession
is that a person has an innate ability for self
determination. A conscious willful violation of the client’s
freedom by a caseworker is considered unprofessional
as it transgresses the client’s natural right and impairs
the casework treatment. The principle of self
determination is defined by Biestek (1957) as follows:
“The principle of self determination is the practical
recognition of the right and need of clients to freedom
in making their own choices and decisions in the
casework process. Caseworkers have a corresponding
duty to respect that right, recognize that need, stimulate
and help to activate that potential for self direction by
helping the client to see and use the available and
appropriate resources of the community and of his/her
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own personality. The client’s right to self determination
is however, limited by the client’s capacity for positive
and constructive decision making, by the framework of
civil and moral law, and by the function of the agency”.
Client as a human being has the responsibility of living
his/her life in such a manner that he/she is able to
work towards achieving life’s goals. The client also has
the right to decide the course of action to achieve.
However, the client seeks professional help from social
caseworker to know the various alternatives and
objectively evaluate each alternative. Following are the
ways by which principle of self determination can be
demonstrated:
a) Communicating the problem: The caseworker’s
acceptance of the client and the diagnosis after the
study phase has to be communicated to the client.
The caseworker has to enable the client work
through the emotional disturbance and clearly see
the problem
b)

Enabling identification of resources: Caseworker
must help the client identify available resources that
may be used for problem resolution. Caseworker
and the client work together to carry out cost benefit
analysis of the alternatives available to the client.
The role of the worker is to delicately balance activity
as well as passivity. The passivity consists of doing
things for and to the client, thus helping the client
to express fully and freely. The caseworker is however
active in observing and evaluating the words, actions
and emotions of the client, analyzing client’s
strengths as well as limitations, enriching outer
and inner resources of the client and stimulating
the client towards his/her activity (Biestek).
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c)

Activating client’s resources: Worker has to help the
client to get free from stress, fears and provide
support to grow through the worker client
relationship. The ultimate goal is to capacitate the
client to be self reliant.

d)

Facilitative relationship environment: Caseworker has
to create a relationship environment in order to
enable the client grow and work out the problems.
With active listening, the caseworker facilitates client
participation in deeper realization of own problems,
identify resources to work out own problems.

In application of the principle of Self Determination,
the caseworker however must not assume the principle
responsibility for problem resolution for the client. The
client must be helped to take an active role while
caseworker’s role is more of a facilitator and supporter.
Caseworker should not in any way manipulate or
persuade the client in choosing the course of action or
in decision making.
Limitations of Principle of Self Determination


Client’s capacity for positive and constructive decision
making: Each client’s physical and mental capacity
to take personal decisions varies. For example, a
mentally retarded child would not be able to take
decisions related to career/vocational activity to be
taken up. Similarly, persons suffering from mental
illnesses (schizophrenia, cases of acute depression
or those having suicidal or homicidal tendencies)
may not be emotionally stable to take objective
independent decisions. In such cases, the
caseworker would have to assume a lead role in order
to protect the client from taking inappropriate
decisions.
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Limitations related to civil law: Authority and law
are realities of an organized society. The general
purpose of law is to prevent individuals from abusing
or misusing liberty and to protect the society from
such an abuse. While Principle of self determination
encourages the client to take his/her own decisions,
caseworker has to help the client accept and adjust
to the limitations of personal freedom arising from
law and authority.



Limitation related to moral law: The natural right to
make choices and decisions about one’s own life
does not extend to moral evil; a person might have
the physical power to make such a choice but he/
she has no real right to do so (Biestek: 1957).
Commonly accepted moral laws may relate to
inappropriate behaviours such as stealing,
kidnapping, murder etc. In India, the moral laws
widen due to the existence of multiple religions
where each religion prescribes its own moral
behaviour- food habits, marriage, divorce, adoption
etc. The caseworker has to accept the conscience of
the client and help the client make choices and
decisions that are within the boundaries of that
conscience.



Limitation related to agency function: Each agency
has its own ethos, goals, functions, eligibility criteria,
networks and areas of concern/action. The client
has a duty to respect this and is obliged to remain
within the framework of the agency function.

G) PRINCIPLE OF CONFIDENTIALITY:
Confidentiality in social work can be considered from
two standpoints- as an item in the professional code of
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ethics and as an element of the casework relationship.
The principle of confidentiality is very complex and
difficult to apply to concrete casework situations. Biestek
(1957) has given its following definition of the principle
of confidentiality:
“Confidentiality is the preservation of secret information
concerning the client which is disclosed in the
professional relationship. Confidentiality is based upon
a basic right of the client; it is an ethical obligation of
the caseworker and is necessary for effective casework
service. The client’s right however, is not absolute.
Moreover, the client’s secret is often shared with other
professional persons within the agency; the obligation
then binds all equally”.
Client when approaches an agency with a problem is
aware of the necessity to verbalize and reveal pertinent
facts, inner feelings and fears about his/her life to the
caseworker. Without expressing these, the client can
not expect help in conflict resolution. This information
may be very personal, might be related with immoral or
socially undesirable behaviour of the client and may
hamper ‘social image’ of the client, if disclosed to people.
Therefore, there is a need to practice the principle of
confidentiality by the caseworker.
Ethical obligations of caseworker
Confidential information can be defined as a fact or a
condition, or the knowledge thereof pertaining to a
person’s private life which is normally hidden from the
eyes of others. Biestek (1957) has given three classes of
confidential information:
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The Natural Secret

b) The Promised Secret
c)

The Entrusted Secret

a)

The Natural secret is the information which, if
revealed would defame, injure or unjustly sadden
the person. E.g. information related to having
undergone through sexual abuse, incest, having
marital discord, premarital/ extra marital
relationships, failure in examination etc. The
obligation to preserve natural secrets binds everyone,
regardless of the nature of the relationship.

b) The Promised secret is one in which the confident
gives an assurance, a promise, after she/he has
learnt the secret information that caseworker would
not divulge it. The subject matter may include the
defamatory facts about the client’s personal life
which he/she does not want to be revealed.
c)

The Entrusted secret is information which is
communicated to a confidant with the previous
explicit or implicit understanding that the matter
will not be revealed. The subject matter may or may
not include a natural secret.

In casework relationship confidentiality includes all
three types of secrets. There is always a presumption
that the caseworker would be ethically bound to keep
the confidence of the client. However, since the
caseworker works within an agency set up, the personal
information shared by the client does not confine to the
individual worker but remains within the agency. The
agency would not be able to provide services unless the
information is shared by the caseworker with colleagues/
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teammates. The information also gets recorded in the
case files of the client. However, all the persons in the
agency are bound to guard the confidentiality of the
client.
Limitations of Principle of Confidentiality


Conflict within the client: An apparent conflict may
exist between the client’s right to preserve own
secret and another of his/her rights and duties. The
solution of this conflict requires evaluation of the
rights without any exaggeration. The presumption
should always be that the right to confidentiality
remains dormant until clear evidence to the contrary
appears.



Conflict with the rights of another individual: At times,
preservation of the client’s secret may harm the
rights of an innocent person. E.g. client may confess
about motives to kidnap someone. In this case, if
the caseworker decides to stick to the principle of
confidentiality, it would mean putting an innocent
person’s life in danger and causing unnecessary
misery. Caseworker thus has to evaluate objectively
and take a decision.



Conf lict with the rights of the social worker:
Occasionally by keeping the client’s secret, the
worker may forfeit own personal rights, which may
be more important than the client. The worker can
not be expected to surrender own rights in the
performance of professional duty.



Conflict with the rights of the social agency: Every
agency has got its own set of goals, programmes,
target groups and services. Incase an extreme
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situation arises where by keeping the client’s secret,
a right of the agency would be violated and the
agency would be forced to operate contrary to its
function; the agency would not be bound to preserve
client’s secret.


Conflict with the rights of the society as a whole:
Each person has the right to maintain peace,
harmony, promoting common good and welfare of
people. The general principle is that the obligation
of the entrusted secret ceases when the preservation
of the secret would constitute a real and serious
damage to the common good.

Conclusion
The relationship between the caseworker and the client
is of utmost importance.
The caseworker and the client are fundamentally equal
as human beings. In a casework relationship however,
caseworker takes on the role of a professional helper
while client is the person who needs help. Caseworker
client relationship also differs from other professional
relationships such as doctor-patient, psychiatrist-client.
Casework relationship goes much beyond merely a
friendly relationship between the caseworker and the
client. Clients bring into the casework relationship their
feelings, attitudes and behaviour which they have
experienced with others. By exhibiting an open, ‘warm’
attitude, caseworker is able to convey to the client his/
her openness and concern to understand the client’s
problem, client’s attitudes and sharing of experiences.
Through empathy, caseworker is able to convey to the
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client his/her understanding of client’s problem with
accuracy and ‘oneness’.
By feeling caseworker’s empathy, the client feels
understood and important. Authority is an essential
element of caseworker client relationship. The degree
of emotional satisfaction which the client gets from such
a relationship is far beyond the realistic limits of the
caseworker-client relationship.
There are seven principles of the casework relationship:








Principle
Principle
Principle
Principle
Principle
Principle
Principle

of
of
of
of
of
of
of

Individualization
Purposeful expression of feelings
Controlled emotional involvement
Acceptance
Non Judgmental attitude
Client’s right to Self Determination
Confidentiality

Principles of casework are principles of action, based
upon a fundamental which influences, guides and
directs. The principles are also referred to as qualities
or elements as they are present in every good casework
relationship and are the constitutive parts of the
relationship (Biestek). Every principle has certain prerequisites and can be demonstrated by the caseworker
so as to reach the desired goal of problem solving.
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6
SUPPORTIVE TECHNIQUES OF
HELPING
*Archana Dassi

Introduction
The purpose of casework is to help people to handle
their problems of social functioning effectively. The
helping process is to be carried out in such a way that
the philosophical values as well as the principles are
adhered to. The two major goals of casework service
are: (1) rendering help to cope with the problem which
the client can not handle unaided and (2) enhancing
the operation of client’s ego functions whereby s/he
moves towards greater ability in handling his / her life
and problems. Casework techniques are the procedures
of helping the client. They are the wherewithal through
which the client gets the experience of being helped.
The client may not perceive the procedures but s/he
will generally experience the fact of being helped. There
are a number of supportive techniques used by the
caseworker to facilitate the process of helping. These
supportive techniques are as follows:
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Acceptance
It is one of the basic techniques of helping. The abstract
principle of acceptance is made into a reality through
the technique of acceptance. It is an ongoing disposition
through which the client feels that s/he is welcome to
the social work agency and the caseworker wants to
help him / her. Acceptance by the social caseworker is
conveyed through words, the tone of the words and the
overall behaviour which is visible to the client. Further
it is characterized by the worker’s warmth and courtesy
to the client, his / her demonstration of interest in the
client, his / her geniality and cordiality. The way the
client is received, given a seat and listened to, is
important in creating an atmosphere of acceptance.
Acceptance is more experiential than describable as a
concept.
The caseworker’s first contact with the client has to be
particularly utilized by the worker for conveying his /
her message of acceptance. But the practice of
acceptance has to continue as long as the individual is
a client of the agency, with the underlying stipulation
that, when and where acceptance does not come
automatically it has to be used deliberately and
consciously. Acceptance of certain types of clients is
easier as they evoke our sympathies because of being
victimized by difficulties for which they are not
responsible. On the other hand, there are clients who
are the perpetrators and have brought misery to their
as well as in other’s life. Such people evoke no sympathy
from others. Visible acceptance of ‘unlovable’ persons
are all the more important because one needs to
understand what led them to this end. Hence the
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acceptance on the part of the caseworker becomes more
important.
Factors facilitating acceptance: it is seen that acceptance
does not come naturally; it has to be consciously used.
There a few factors which facilitate acceptance.
Firstly, if one’s practice is embedded into the
philosophical values of social work, it can facilitate the
path of acceptance.
Secondly, knowledge about the human behaviour and
the influence of socio-cultural factors on the behaviour
of individual is very useful for the caseworker.
Internalization of such knowledge helps a person to be
mentally prepared to accept different types of people
without getting shocked by their behaviour.
Thirdly, self awareness of the social caseworker. There
is a need to be aware of one’s own mental processes,
biases and prejudices and feelings. There are three
steps for knowing one’s self. The first step is to be aware
of one’s own unfavourable feelings that obstruct
acceptance. Secondly, these feelings have to be
examined in the background of one’s experience and
built-in-biases. The third step is to superimpose on the
negative feelings, elements of acceptance. The prerequisite for the development of self-awareness is the
social worker’s recognition of the importance of the art
of reflection.

Assurance
In certain contexts, the client needs assurance regarding
the authenticity of his / her feelings and that s/he will
not be evaluated or ostracized for her / his feelings.
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The client has to be helped to understand the difference
between feeling and doing. For example, one may feel
very angry with a person but may not do anything to
harm that person. Feelings of any kind are neither
wrong nor blameworthy, but certain acts carried out
under the force of feelings can be unlawful and wrong
because of the harm it causes to others. The common
observation is that after making an angry statement the
client feels embarrassed and guilty. This is the time
when the social worker needs to accept his feelings and
empathize with him. This assures a client that s/he is
not being judged by the worker. The assurance could
be conveyed by responses such as …… ‘I can understand
your feelings of anger or it is human and natural to
have these feelings in such circumstances’.

Facilitation of Expression of Feelings
Since expression of feelings by the client is necessary,
the facilitation of expression of feelings is an important
supportive technique for the social case worker. Strong
feelings when bottled up can create blocks in thinking
and thus paralyze one’s ego apparatus that has the
problem solving abilities. Feelings like anger, guilt,
sorrow, despair, and such other emotions drain one’s
mental energy and leave very little for problem solving.
Hence it is necessary for the client who is carrying a
load of emotional material to unburden himself / herself.
The social caseworker by careful listening, by asking
appropriate questions and by refraining form
judgemental statements, facilitates expression of feelings
by the client. The social caseworker acts as a prompter
and enabler. Since every situation is emotionally charged
to some extent, the degree might vary form case to case;
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the emotional elements should be attended to, before
the client can be fully involved in handling his problem.

Allying Feelings that are Overpowering
Stressful events can provoke feeling in an individual
which affect his / her capacity for thinking and acting
appropriately. When the mind is filled with disturbing
emotions, the individual tends to withdraw into himself
/ herself and brood over the matter causing stress.
Brooding causes the stress to expand and occupy the
full space on the mental screen, shutting out
possibilities of rational thinking. Social worker
intervention is able to arrest the client’s mental processes
of withdrawing and brooding by helping the person to
verbalize, to perceive the situation realistically, and by
opening to his view, avenues for new thinking. The
conversation is directed in such a manner that the
strength and extent of feelings is reduced and the stress
causing situation is projected in its true size for the
client’s viewing and handling.

Accrediting and Building of Self-confidence
For the client to be active participant in the problem
solving process, s/he needs to develop self-confidence.
Recognizing the client’s strengths and giving him / her
due credit for the tasks s/he has been able to perform
successfully, is helpful in building the self-confidence.
The social worker need to commend the client for the
accomplishments resulting into self confidence.

Encouragement and Reassurance
Encouragement and reassurance need to be used to
clients advantage in casework. It is a common experience
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of social workers that clients are generally reluctant to
do unfamiliar things without strong encouragement,
albeit doing such things is necessary to improve the
situation. While using encouragement and reassurance,
the social worker has to ensure that the situations are
suitable for the exercise of such techniques.
Encouraging a client to do things for which s/he does
not have the ability, or reassuring a client about the
success of an activity s/he is going to undertake which
does not warrant certainty of success, is undesirable.
To illustrate, for a patient awaiting a surgical operation,
the social worker can not give any reassurance regarding
the success of the operation unless success is warranted
by the surgeon.

Being with the Client
When a client lacks self-confidence or is weighed down
with excessive anxiety regarding carrying out a necessary
action, the social worker’s presence will serve as a
support. Therefore, providing one’s nearness
appropriately with discretion, according to the need of
the situation makes it a technique, distinct from a mere
gesture of friendliness.

Advocacy
Social workers do not use coercion or threats for
changing client’s behaviour. Nevertheless, the social
worker does have the authority emanating from his /
her own knowledge and skills, from the declared
functions of the agency and from the society in general
in terms of its sanction. Though it is in the form of
unwritten authority, it has certain by-products that are
advantageous. One by-product is the respect that is
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given to the social worker and the profession. There are
people among the public who acknowledge the
personalized service content of the social work and give
credence to the reports and requests of social workers.
There are times when social workers find it necessary
to use advocacy. Advocacy involves making a request to
a third person in support and on behalf of the client.

Providing or Procuring Material Help
Apart from support provided through various techniques,
some clients will need material help, that is, in the form
of money or materials. Some agencies have the provision
for material help in a small way but some organisations
do not have that provision. In that case, money or
material for the client has to be procured form charitable
trusts, organisations, individual donors and well wishers.
Sometimes the need of the client is varied and hence
one has to marshal help from various quarters for the
benefit of the client. This is termed as resource pooling,
for which some spade work needs to be done by the
social worker by way of exploration of potential resource
persons and services and of interpreting client’s need
to them. Bank loans are also obtained for some clients.
Also, help was solicited for some cases from sponsorship
organisations who agreed to help some of the needy
children and adolescents.

Enhancing Information and Knowledge
Among the resources required for human functioning
is the non-material resource of information and
knowledge, the lack of which can create problems or
aggravate the problems that are already present.
Sometimes, lack of information may further confounded
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by the presence of misinformation or superstition. For
example, there are many wrong notions about certain
ailments — there is a belief that epilepsy is caused by
possession of devils. Although it is well known that
epilepsy is caused by defective functioning of a part of
the brain. Therefore, enhancing the knowledge resource
of clients becomes a necessary technique in casework.

Conclusion
The purpose of casework is to help people to handle
their problems of social functioning effectively. Casework
techniques are the procedures of helping the client.
They are the wherewithal through which the client gets
the experience of being helped. Acceptance is one of
the basic techniques of helping. Acceptance by the social
caseworker is conveyed through words, the tone of the
voice and the overall behaviour which is visible to the
client. Further it is characterized by the worker’s warmth
and courtesy to the client, his / her demonstration of
interest in the client, his / her geniality and cordiality.
The caseworker’s first contact with the client has to be
particularly utilized by the worker for conveying his /
her message of acceptance. There a few factors which
facilitate acceptance.
Since expression of feelings by the client is necessary,
the facilitation of expression of feelings is an important
supportive technique for the social case worker. The
social caseworker by careful listening, by asking
appropriate questions and by refraining form
judgemental statements, facilitates expression of feelings
by the client. For the client to be active participant in
the problem solving process, s/he needs to develop self-
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confidence. The social worker need to commend the
client for the accomplishments resulting into self
confidence.
When a client is in problem, s/he lacks self-confidence
or is weighed down with excessive anxiety regarding
carrying out a necessary action, the social worker’s
presence will serve as a support. Social workers do not
use coercion or threats for changing client’s behaviour.
There are times when social workers find it necessary
to use advocacy. Apart from support provided through
various techniques, some clients will need material help,
that is, in the form of money or materials. Sometimes
the need of the client is varied and hence one has to
marshal help from various quarters for the benefit of
the client. Bank loans are also obtained for some clients.
In the present chapter, some of the basic techniques
have been described, that are helping procedures aimed
at providing psychological support for the client and at
improving the client’s material and non-material
resources.
It is evident that new knowledge is needed to produce
new forms of behaviour. But intellectual knowledge
alone is not sufficient; along with it there should be
emotional readiness to change. In the present chapter,
some of the basic techniques have been described, that
are helping procedures aimed at providing psychological
support for the client and at improving the client’s
material and non-material resources. It is obvious that
communication is the base for all the techniques.
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7
SOCIAL CASE WORK PROCESS
*Ashvini K. Singh

Introduction
Social case work is the method of social work which
focuses both on the person and his/her environment
and helps to improve the balance between the person’s
coping efforts and the environmental demands. It is a
method in which help is provided by social case worker
to the individuals to cope more effectively with their
problems in social functioning. Sometimes due to certain
factors internal or external, individuals are not able to
solve their problems or fail to avail existing resources,
in such a situation social case worker by using various
methods, techniques and skills of social case work
practice tries to help the client in solving his/her
psycho-social problems.

Phases of Social Case Work Progress
According Mary Richmond (1917) there are three phases
of social case work practice: social investigation or
psycho-social study, diagnosis and treatment or
management. In contemporary social case work practice
Dr. Ashvini K. Singh, Jamia Millia Islamia, New Delhi
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these three phases have been divided into five divisions
namely


social investigation or study,



assessment,



intervention,



termination and



evaluation.

Social Investigation or study is a systematic study of
the client and his/her circumstances in context to his/
her problem. In Social study, according Mary Richmond,
the case worker must secure all and every fact that taken
together, through logical and inferential reasoning, it
would reveal the client’s personality and the situation
for appropriate intervention (treatment). Assessment is
the attempt to arrive at an exact definition, as far as
possible, of the social situation and personality of a given
client. It is a search for the cause of the problem which
brings the client to the worker for the help. It aims at
finding answers to three major questions: What is the
problem? How has it arisen? What can be done to solve
it? Social case work intervention is to alleviate the
client’s distress and restore, maintain or enhancing
social functioning of an individual in need of help. It is
to enhance the client’s comfort, satisfaction and self
realization. This may require enhancing the adaptive
skills of the ego and functioning of the person-situation
system. Termination means ending the process that
begun when client agreed to undergo social case work
interventive process. The termination process is being
decided by worker and client with each others consent.
Termination is the stage when the worker has the
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confidence in the client’s ability to cope with present
and arising situations. Evaluation is the process in
which one tries to find out effectiveness and success of
the process. It is the activity which ascertains that
whether social case work process has achieved the
desired goals in a case. In social case work practice
evaluation provides the crucial feedback to case worker
and the client regarding whether the intervention
programme is succeeding as desired
The phases of case work process are interlinked with
each other. Fern Lowry (1936) described this process as
similar in form to a rope at woven of multiple strands
when one cuts the rope at any point, all the component
strands are exposed. These phase are interwoven and
performed in a sequence.

Social Investigation (Study)
Social investigation is a psycho social process. It is the
initial phase in which the worker gains his first
understanding of the kind of help his clients needs.
He/she must learn what the client sees his problem as,
what he/she thinks can be done about it, what he
himself/herself tried to do about it, and what are the
reasons the client has identified for his present difficulty.
It transcends much beyond assessment of an individual
client or family. The intra psychic forces are inseparably
linked with social forces. To understand the individual
psycho-social entity, it is important to analyze the
relationship of client with others. The worker
continuously tries to arrive at his own understanding of
what the client’s problem is, what factors contribute to
it causatively, and what assets in the client’s situation
can enable the client to improve his situation and help
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the worker facilitate this improvement through the case
work intervention process.
The term social investigation is also used by some experts
as social- evidence, seeking social inquiry, intake and
orientation or beginning process. Social investigation is
the foundation upon which the various helping
processes, actions and intervention technique are built.
For every social work activity, whether it is at individual
level or family level or community and society level the
social investigation is indispensable. Social investigations
help to find out the social realities of the clients and
their families, to identify the problem area and to
formulate intervention, rehabilitation and aftercare
strategies.
a)

According to Perlman elements of the social case
work study in the beginning phase are:
1. The nature of the presenting problem,
2. The significance of this problem,
3. The cause/s, onset and precipitants of the
problem,
4. The efforts made to cope with problem solving,
5. The nature of the of the solution or ends sought
from the case work agency,
6. The actual nature of this agency and its problem
solving means in relation to the client and his
problem.

b) Method
Perlman has suggested four methods for operating
in the beginning phase:
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1. Relating to the client
2. Helping the client to talk about his/her troubles
3. Focusing and partializing
4. Helping the client to engage with the agency.
Both content and method in the beginning phase assists
all the processes.
c)

Tools and technique in case study process
1. Interview
2. Objective Observation
3. Examination of records and documents
4. Collection of information from collateral sources
5. Collection of information from family members
6. Special examination or test

The process of social investigation is initiated and carried
out through the
process of interview. Professional
skill in this area requires not only theoretical knowledge
about the psychology of human behaviour but also
considerable case work practice in which the worker’s
technique is repeatedly analysed. The interview is used
for securing the information about the client as well as
his problems including his social relationships. Through
the interview, the case worker attempts to instruct and
guide both the clients and others who play significant
role in his life and attempts to manipulate the
environment for the benefit of the client.
Observation is always coupled with interviewing. It makes
possible to correct behaviour of the client as it occurs. It
yields clues to the pathological patterns of
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communication, pathogenic relation and defective role
playing and polarization of power and authority among
the family members who are of etiological significance.
d) Various aspects related to social case work study
It is very important to collect sufficient factual information
regarding client so that the worker can understand the
current situation and what needs to be done in future.
How his/her problem started or what was the cause of
beginning and increase of the problem. In the past how
client has managed his problem and who are the
concerned person related to the problem. It is important
to study how environment is affecting the client or how
he /she is affecting the environment. Clear and effective
diagnosis can only be achieved when the worker studies
the client and the family’s socio-economic, psychological
and cultural factors in context to their inter-personal
relationships. In a nutshell the important aspects related
to social case work study are:
1. Current problem and beginning of the problem
(when, how and where problem started, intervention
taken and current status i.e. management of the
problem)
2. Facts related to client (birth, weaning, food habits,
mobility, toilet training, measure experiences and
incident, aggressiveness, fear, school progress,
learning problems and responses. Traumatic
experiences, accident, handicaps, family profile,
cultural and economic status, important family
relations, married life, means of recreations, interest
and skills).
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Skills of Social Case Worker
1. Skill in observation and analyzing situation
2. Skill of listening
3. Skill in talking
4. Skill in giving direction during interview
5. Skill in conducting interviews according various
objectives

Social Diagnosis (Assessment)
It is the assessment phase of case work which gives
realistic basis for differentiation – individualized
knowledge about the person in their social context.
Social diagnosis (assessment) is the attempt to arrive at
an exact definition as far as possible of the social
situation and personality of a given client. It is a search
for the cause of the problem which brings the client to
the worker for help. It is an effort to deduce from the
material available, seen against the background of what
the worker knows of human behaviour and social
realities, what the client’s problem is, what factors
contribute in alleviating the problem, what changes can
be brought to occur which will reduce or eradicate his/
her problem and what steps the case worker can take to
forward these objectives.
Hence, diagnosis is defined as:
1. an explanation formulated in the light of known facts
(both tangible facts and psychological facts)
2. an explanation made in the knowledge of other
possible explanations and
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3. subject to change or revision whenever subsequent
material warrants a different explanation
a)

The content of social diagnosis (assessment) in
case work process falls into the triangular pattern.
It consists of:

1. The nature of the problem brought and the goals
sought by the client, in relationship to;
2. The nature of the person who bears the problem
(his social and psychological situation and
functioning) and who seeks (or needs) help with his
problem, in relation to;
3. The nature and purpose of the agency and the kind
of help it can offer and/or make available.
b) Types of Diagnosis
Perlman has described three types of diagnosis that is
carried on in social case work process. These are:


dynamic diagnosis,



clinical diagnosis,



etiological diagnosis.

Dynamic diagnosis
Dynamic diagnosis gives an understanding of the current
problem of the client and the forces currently operating
within the client, within the social environment and
between his environment. It gives the answers of the
question- what is the trouble? What psychological,
physical and social factors are contributing to it? What
solution is sought? What are the means available within

Social Case Work Process

137

the client, his/her environment? What are organized
services and resources by which problem may be
affected? The nature of such diagnosis is changeable
because it is the beginning phase of social case work
practice.
Clinical diagnosis
In
clinical diagnosis, the case worker attempts to
classify the client by nature of his sickness / problem.
He identifies certain forms and qualities of client’s
personality and malfunctioning in his behaviour. The
clinical diagnosis describes both the nature of the
problem and its relation to the client and the helping
means and goals. Such type of diagnosis is useful only
when it becomes apparent that a disorder of personality
accompanies the social disorder, creating and
complicating it.
Etiological diagnosis
Etiological diagnosis is concerned with the explanation
of the beginning of the life history of the problem of the
client, basically the problem that lies in the client’s
personality make up or functioning. The history of his
development as a problem encountering, problem-solving
human being may provide the case worker with an
understanding of what his client suffers from and what
is the extent of his coping ability likely to be. Etiological
diagnosis is more useful in explaining or rigid reactions.
When inspite of fact that the client’s present problem
are in the centre of attention, the client’s response are
not in accordance with, the past history and its appraisal
in the light of client’s current capacities, goals and
problems are used for the intervention. This type of
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diagnosis contributes to understanding the nature of
the problem to be dealt with, the person who has the
problem, and the ways and means that can be
anticipated as helpful.
c)

Steps in diagnosis (Assessment)

The following steps are taken while diagnosing a
problem
1. The worker begins to focus on problematic
behaviours. He begins with the survey of both
functional and disfunctional behaviours in his
environment. He clarifies various complains and
problems in terms of excesses and deficits. He
evaluates the client’s personal strengths as well as
of his environment.
2. He targets the specified behaviours. This involves
an attempt of breaking down complex behaviours
into their component parts.
3. Baseline data are collected to specify those events
that appear to be currently controlling the
problematic behaviours.
4. The collected information is summarized in an
attempt to anticipate any major problem in
intervention and as a way of beginning to establish
objective for intervention.
5. Selecting priorities for intervention is the final step
of the diagnosis. Concentration on one problem at
one time makes intervention process more
manageable and allows both client and worker to
channel their energies into one area. It is the best
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way of handling and proper use of available
resources.
Intervention (Treatement)
The objective of social case work intervention is to
alleviate the client’s distress and restoring, maintaining
or enhancing the social functioning of an individual in
need of help. It is to enhance the client’s comfort,
satisfaction and self realization. This may require
enhancing adaptive skills of the ego and functioning of
the person-situation system. According to Hamilton,
treatment is the sum total of all activities and services
directed towards helping an individual with a problem.
The focus is on the relieving of the immediate problem
and, if feasible, modifies any basic difficulties which
precipitated it.
Social case work process begins with the initial contact
with the client. The process of intervention passes
through many phases. i.e. (i) initial phase, (ii) motivation
and role induction, (iii) primary contract, (iv)diagnosis
and assessment, (v) establishing intervention goals, (vi)
developing intervention plan, (vii) preparation for actual
intervention, (viii) intervention in practice, (ix) monitoring
and evaluating the effects of intervention, and (x)
planning of follow-up and termination of the therapeutic
relationship.
Application of Intervention Methods
In order to achieve the goals set by the worker,
conventionally the following methods of social
intervention have been mentioned:
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a. Direct
b. Environmental Modification
c.

Administration of Practical Service

(a) Direct method of intervention deals with the
different ways that are used by the worker to promote a
specific kind of behaviour on the part of the client.
Pearlman sees direct intervention as the provision of a
systematic but flexible way in which the client can work
over his/her problem, his/her relation to it and possible
solutions. Here case worker exerts his/her influence
directly on the client. Direct intervention techniques
are used where the client needs direction because of
his/her ignorance, anxiety, and weaknesses of his/her
ego strengths. The degree of influence, the case worker
is able to exert, may depend on the relationship between
himself/herself and the client.
Direct intervention is given through counselling,
therapeutic interviewing, clarification and interpretation
leading to an insight. Supportive intervention for the
direct benefit of the client is provided through guidance,
externalization of interests, re-assurance, suggestion,
persuasion and advice.
Counselling is a personal help directed toward the
solution of a problem which a person finds that he/she
cannot solve himself/herself and on which he/she,
therefore, seeks the help of a skilled person whose
knowledge, experience and general orientation can be
brought into play in an attempt to solve the problem. It
is a psychological help in which information and
clarification are used for making the client aware of the
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problem. It is always used for a particular purpose like
marriage counselling, occupational counselling, family
counselling, school counselling, etc.
Therapeutic interviewing is used where intra- psychic
conflict is present in the environment or neuroses or
behavior disorders are acted out. The purpose of such
interviewing is that of psychotherapy which aims at
personality, competence and self-actualization,
competence and self-actualization. For the analysis of
the unconscious, social case worker applies the
techniques of free association, dream interpretation,
analysis of resistance and transference. For behaviour
modification, social case worker makes use of the
techniques of positive enforcement, negative
enforcement, positive punishment, negative
punishment, systematic desensitization and covert
desensitization. Sometimes faulty interaction play basic
role in developing maladaptive behavior. For the
improvement of interpersonal relations and correct
communication social case worker practices marital and
family therapy techniques and transactional analysis.
It is a process through which clarification about the
client himself/herself, his/her environment and the
public with whom he/she is associated is made. Social
case worker is in need of understanding the person,
his/her environment and his/her social network.
Clarification may consist of information given to the
client so that he/she becomes capable of understanding
himself/herself, his/her environment and his/her social
network, which he/she does not posses and without
which he/she cannot see clearly what steps he/she
ought to take.

142

Case Work and Counselling: Working with Individuals

Sometimes conflicting feelings and strong emotions lead
the individual to distort reality so seriously or react to it
so inappropriately that understanding is impossible
without deeper perception. Social case worker interprets
the factors of the problem, related facts, attitudes of
client and unconscious feelings in relation to the reality
situation. He/she helps the client to an awareness of
his/her strong projection of his inner needs and his/
her subjective responses upon the outer world. Insight
development is always accompanied by some degree of
clarification and psychological support.
Psychological support is useful in decreasing tension
and guilt, increasing self-confidence, encouraging
healthy functioning or a way of functioning that
maintains the client’s equilibrium and in helping him/
her to build up compensatory strengths and satisfaction.
The case worker accepts him/her and his/her feelings,
and shows keen interest in him/her. He/she clarifies
the problem and encourages him to take his/her own
decision. Social case worker helps him/her to
strengthen his/her client’s ego through the techniques
of guidance, reassurance, suggestion, persuasion and
psychological support.
(b) Environmental modification means to bring
change in the social as well as physical conditions of
the client so that he/she may be relieved from excessive
stresses and strains. The case worker suggests what
steps may or may not help the client to cope better with
his/her problems. He/she plans with him/her his/her
emotional, professional and recreational activities. He/
she gives appropriate advice to members of his/her
environment and modifies their attitude favorably.
Though interview is used in this method the main
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emphasis is laid to change in his/her conditions. When
social resources and systematized social conditions are
used as main sources for the solution of the problem, it
becomes social intervention. Home services, camps,
group experience activities, training and employment
for livelihood and other activities of adjustment are such
type of programmes. The purpose of such activities is
always to minimize the tension in the client.
Social case worker organizes such type of activities
through which the client’s experiences help in the
personality growth and adjustment in the society.
Though practical services are also made available but
the focus is always on change in conditions. Attempts
are also made to change and modify the attitude of
parents, teachers, spouse, employer, friends and relatives
in accordance with the needs of the client. In general
environmental modification (manipulation) is
undertaken by the case worker only when environmental
pressure upon the client are beyond the latter’s control
but can be modified by the case worker.
(c) Administration of practical service involves those
which are extended to the client for help to choose and
use the social resource afforded by the community.
According to Hamilton
administration of practical
services is the oldest and best known case work method
of intervention. Porter Lee was the first social worker
who emphasized and classified such resources.
Administration of practical services means to help the
client in such a way that he could select and use the
resources available in the community. Social case worker
helps the client for adequate knowledge of available
resources through the techniques of discussion,
information, clarification and direction. The use of
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services is essential to solve any kind of problem and if
the problem is of social nature, then it becomes more
essential for the worker to help the client in this
direction. These services take the form of intervention
as they satisfy his/her needs and give satisfaction. The
client knows the type of services. It is the job of case
worker to take the client to the resources. Money,
medical care, nursery schools, scholarships, foster
homes, legal aid, recreational facilities, etc. are such
type of services that any person may need in order to
resolve a given problem in his/her daily living.
Termination and Follow-up
Termination means ending the process that begun when
client agreed to undergo social case work intervention
process. The termination process is being decided by
worker and client with each others consent. Termination
is the stage when the worker has the confidence in the
client’s ability to cope with the present and future
situations. It is neither wise nor necessary for the
termination to be an abrupt one. Termination should
be done in a phased manner so that dependency on
worker can be minimized. The frequency and amount
of contacts should be gradually decreased. Particularly,
the follow-up should be planned on a progressively
diminishing basis, first, perhaps after two weeks, then
a month, then three months, six months and a year
following the termination of the formal programme.
Evaluation
Evaluation is the process in which the worker tries to
find out the effectiveness and success of the process. It
is the activity which ascertains whether the social case
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work process has achieved the desired goals, in a case.
In social case work practice evaluation provides the
crucial feedback to the case worker and the client
regarding whether the intervention programme is
succeeding as desired, whether established goals have
been achieved, whether modifications in the programme
are necessary and whether the client is being helped in
the real sense. Social case worker evaluates the content
of the programme and its effectiveness inner strength
gained by the client and the success of himself/herself
in helping the client.
Recording
Recording is the process in which all the facts gathered
are recorded along with success or failures in the social
case work process. It is humanly impossible to retain in
mind all the information related to a client. Record
writing is important for formulating the social assessment
and plan of action in each and every case. Recording is
done regularly as the case moves based on this
chronologically linked material. Summaries may be
prepared periodically.
Role of Social Worker
The Social Worker, in each phase, has to be an expert
who is able to understand human behaviour and life
situations. The social worker should have proper
research orientation so that he /she is able to study
and collect relevant data regarding the client. He/ she
should have understanding of nature, motivations,
strengths, weaknesses and dynamics of the role
expectations as they influence the individuals. The social
worker should have knowledge of the society- its values,
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traditions, customs, taboos, problems, priorities etc and
while working with individuals. The social worker must
himself/herself be clear as to what, realistically, the role’s
requirements are, and he/she work accordingly. The
social worker should have knowledge of available services
and resources .While dealing with the client the social
worker has to perform various roles such as care giver,
enabler, therapist, guide, counsellor consultant,
mobilizer, an evaluator, as an advocate, and a referral
agent.

Conclusion
In this chapter we have studied the various phases of
case work process. Case work is one of the primary
methods of social work which aims to help individuals
to solve their problems and enhance social functioning.
The various phase of case work are study, assessment,
intervention, termination and evaluation which are
interlinked with each other and they are similar in form
to a rope, woven of multiple strands. When one cuts the
rope at any point, all the component strands are exposed.
In the study phase the case worker establishes
professional and purpose full relationship using skills
of case worker. In study phase he/she tries to study the
client and his/her circumstances in context to his/ her
problem. In the study process the case worker must
secure all and every fact that taken together, through
logical and inferential reasoning, would reveal the client’s
personality and the situation. The methods used for
collecting information’s in this phase include interviews,
observation, study of available records and collateral
contacts.
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Assessment is the phase in which we try to understand
the problem and its causative factors. It is an attempt to
arrive at as an exact definition as possible of the social
situation and personality of a given client. It is a search
for the cause of the problem which brings the client to
the worker for the help. It aims at finding answers to
three major questions: What is the problem? How has it
arisen? What can be done to solve it?
Intervention is the phase in which it is decided what
kind of help will be best for alleviating the client’s
distress and restoring, maintaining or enhancing social
functioning. In order to achieve the goals set by the
worker, conventionally the following methods of social
intervention are used i.e. direct intervention,
environmental modification and administration of
practical services.
Termination means ending the process that begun when
the client agreed to undergo social case work
intervention process. Termination is the stage when the
worker has confidence in the client’s ability to cope with
present and arising situations.
Evaluation is the phase where we try to know what the
outcomes of the efforts are. It is the activity which
ascertains whether social case work process has achieved
the desired goals in a case.
Recording is the process in which all the facts gathered
are recorded, events and success or failures related to
case work process are being listed for the purpose of
measurements of results, administrative, teaching and
supervision and research.
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8
TOOLS OF CASE WORK
*Asiya Nasreen

Introduction
Casework is the oldest method of social work for solving
individual’s problems and improving his/her social
relations. Caseworkers have traditionally been more
concerned about their clients than social workers in
other settings. The basis of casework is the natural
response of one individual to another in some need that
cannot be met alone. Therefore, social workers engaged
in helping relationship, need training, acquire skills and
techniques that equip them with professional knowledge
and expertise in helping their client.
Casework is predominantly an art. Little can be achieved
unless the first contact with the person needing help,
helps to establish relationship, which can be maintained
throughout the case work process. Information
gathering, diagnosis as well as developing intervention
strategies are possible by means of interview and home
visits. These are the tools frequently used by the
caseworkers. Recording usually follows interviews and
home visits and reflect the discussions held with client
during or after the interviews. Further effective
Dr. Asiya Nasreen, Jamia Millia Islamia, New Delhi
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supervision facilitates the worker to offer effective service
to the client. This chapter describes the various tools
used by social caseworkers that could maximize helping
relationship.

Interviewing: Purpose
The interview is the most important and most frequently
employed, social work skill, by the direct service
caseworker. It is the structure for operationalizing the
interaction between a worker and a client. It is an art
and skill of caseworker.
The casework interview refers to the meeting of the social
worker and the client in a face-to-face conversation. It is
a purposeful conversation and a professional activity on
the part of the social worker. The general purposes of
interviews could be described as informational (to make
a social study), diagnostic (to arrive at an appraisal),
and therapeutic (to effect change).
Social Study Interview is a selective gathering of life
history material related to social functioning. The
information enables the worker to understand the client
in relation to the social situation.
Diagnostic Decision Making Interview is geared
towards appraisal and determination of the eligibility
for a service. These interviews facilitate definite
administrative decisions. The child welfare worker for
example interviews the foster care or adoptive applicant
to determine if the agency should place the child with
them. This interview obtains selective information to
decide what the agency will do.
Therapeutic Interview aims at bringing change in the
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client, in social situation or personality or both. The
goal is more effective social functioning on the part of
client as a consequence of the therapeutic changes.
Preparing for Interview
Preparing interview is different. The worker needs to be
flexible in structuring and guiding the interview,
depending on the interview’s purpose and the needs of
the client. It should be carried out in a manner that
encourages interaction and relationship building. In
preparing for any interview the worker has three tasks:
1) Planning the environment for the interview. 2)
Planning the content of the interview, and 3) Tuning
in.
1) In planning the environment for the interview, the
worker thinks about the physical conditions of the
interview. The interview could take place in an office
or outside. Wherever the interview takes place the
environment should be comfortable with least
distracting features and interruptions such as phone
calls or knocks on the door. Attention should also
be given to the time of the interview so that neither
worker nor client will be hurried or the interview
being overly long.
2) In planning for the content of the interview, the
worker should recall the goal and the purpose of
the casework service and will identify the goal for
this particular interview. The worker review notes
about the previous interview and decides upon the
structure of the interview and questions to be asked.
This planning is done to give form and focus to the
interview.
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3) In tuning in, the worker first tries to anticipate the
client’s needs and feelings in the interview and think
about his own response to those feelings and needs.
The worker tries to become aware of his own feelings
and attitudes that might interfere with effective
communication.
Process of Interview
All interviews have three stages: 1) the opening or
beginning stage, 2) the middle or working-together stage,
and 3) the ending stage.
The beginning phase starts when the worker tries to
make the client comfortable. During the beginning
stage, the worker tries to define the purpose of the
interview or recall plans made in a pervious session.
Dialogue is held with the client to plan the purpose and
needs of the interview.
The middle phase begins when the worker and the client
reaches on the agreement about the work to be done.
The worker needs to maintain a sense of timing attuned
to the client’s pace of work and refocus if the content
strays from the task, or to renegotiate the purpose if
that is indicated. The worker also should monitor the
communication for the effectiveness of interview.
The ending stage is reached when the purpose of the
interview has been fulfilled. In bringing the interview to
an end, the worker summarizes what has happened
during the interview and how it fits into the service being
offered. The worker and the client together plan the
next steps, which will include work to be done by each
before the next interview.
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Skills to Be Used By the Caseworker during the
Interview
Five groups of skills that should be used during an
interview: observation skills; listening skills; questioning
skills, focusing, guiding and interpreting skills; and
climate-setting skills.
i.

Observation Skills includes worker’s ability to
understand nonverbal behaviour of the clients.
Sensitivity to the nonverbal ones is useful for tuning
in to where the client really is in relation to the
issue being discussed, for checking the validity of
the client’s verbal expression, and for feedback. The
caseworker should make efforts to understand the
meaning of client’s body language, opening and
closing sentences, shifts in conversation, recurrent
references, inconsistencies or gaps in information
shared and points of stress and conflict indicated
by the client.

ii. Listening Skills involves understanding what the
client is attempting to communicate. Listening
reflects an attitude of openness and acceptance, and
involves a sense of timing that allows the worker to
focus, on the client and what is being said. The
Worker does not shut off the communication by
premature evaluation or advice.
iii. Questioning Skills refers to knowing the various
types of questions to be asked and the usefulness
of each type of question. The first category of
questions include open and closed-ended questions.
Open-ended question allows expression of feelings
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and give the worker the opportunity to understand
the client’s perception of the situation. In developing
a social history, it is usually advisable to mix open
and closed-ended questions, which allows discussion
between the worker and the client about the facts
as well about the client’s life experiences.
There are leading and responding questions. A
leading question is used when it is desirable for a
client to continue to explore the subject at hand.
An example would be: “You have tried to cope with
this problem, haven’t you? A responding question
follows the lead of the client’s response. In an answer
and agree question, the client is expected to answer
in such a way as to agree with the worker.
iv. Focusing, Guiding and Interpreting Skills enables
the worker to accomplish the tasks necessary as per
the objectives. It includes capacity to paraphrase and
summarize, confront and to be silent.
Paraphrasing and summarizing clarify what has been
said and enhance understanding towards progress as a
truly joint effort. Confrontation is bringing out into the
open feelings, issues, and disagreements. It involves
looking at these elements and attempting to find ways
to deal with them. If feelings, issues, and disagreement
remain hidden, they may interfere with the work at hand.
Silence may indicate resistance, frustration, or anger,
but it also can provide a time for worker and client to be
reflective.
It is the worker’s responsibility to direct the interview
but not to control it. The worker by focusing, guiding,
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and directing, enables the process of the casework to
proceed toward the desired outcome.
v. Climate Setting Skills refers to enabling or
facilitating work. The three characteristics that
enable the casework process are empathy,
genuineness, and non-possessive warmth. Empathy
is the capacity to communicate to the client that
the worker accepts and cares for the client.
Genuineness is the capacity of the worker to
communicate to the client that the worker is
trustworthy and non-possessive warmth is the
capacity to communicate to the client both concern
and desire for an intimacy that allows the client to
make decisions, to have feelings negative and
positive, and to feel worthwhile. These skills greatly
affect the nature of the caseworker’s relationship
with client and the quality of the communication.
Case Illustration
Radha, a fifteen years old girl has been in foster care for
the last one year. Radha’s mother is a single parent
who has five other children ranging in age six to eighteen;
She is third from the oldest and she is the oldest girl.
Radha was a disobedient and careless child and did not
want to take care of her younger siblings. She showed
least interest in attending school and often bunked it.
She found it difficult to relate to her mother. So it was
decided to keep her in foster care with the goal to give a
period of time in which she can grow without excessive
demands. Radha has now decided to return back home.
The worker and Radha are now discussing how Radha
can respond to her mother after returning back home.
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Preparation
Radha and the worker decided to meet at 2.30 pm in
the school’s study hall. The worker called the school in
the morning to be sure about the schedule and whether
the room was ready for them. The worker reached the
school half an hour early to check the meeting room
and waited for Radha to come.
Beginning stage
As Radha entered the room the worker greeted her and
she responded to it. The worker reminded Radha that
they are going to discuss two things—her behaviour with
her mother and taking care of young siblings. To know
whether she could comply with her mother’s demand
and enjoy the siblings company, it was suggested to
spend a weekend with her family.
Middle stage
Radha was cheerful on returning from home after
meeting the mother and younger brothers and sisters.
She told the worker that things had gone well but what
was really great was that her mother had asked her to
take care of the youngest brother while she went out.
Initially she refused to be with the brother but then
agreed.
Worker asked Radha how she felt when she told her
mother she did not want to take care of her younger
brother. Radha said, “Scared”. But have to do it otherwise
things would have become same all over again. The
worker said, you have become mature and also asked
her how would she handle frustrations when she will
go back home. Radha replied that she could deal with
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these feelings by talking with her mother about what
she didn’t like.
Ending stage
As the interview time came to an end the worker said
that they discussed important things that day but it
was also important that they began to plan for a time
for Radha to go home for good. Radha said that she
really wanted to go home and for it wanted the worker
to meet her mother. The worker said that next week a
date could be fixed, in consultation with her mother to
return home. Radha was extremely happy and moved
out of the room.

Recording: Purpose
Recording has always been given considerable
importance in social work. It is because the caseworker
has to know many clients intimately and it is essential
that interviews and details should be recorded in a way
that recalls the particular client with all his/her
individual differences. The records serve various
purposes and some of them are as follows:
1. Documentation of social work activity- Case
records provide an ongoing picture of the nature of
social work involvement with the client, progress in
achieving social work goals and outcome.
2. Continuity of service- When a client contacts the
social work agency, the service is provided by the
entire setting. In case an individual staff member is
not available the agency must be able to pick up
where he or she left off. This would be possible with
the help of record only.
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3. Quality control- The quality and quantity of services
being provided could be known by reviewing written
records that present a picture of social work activity.
Record review is also a means of assessing the kind
and quality of services being provided by the
caseworker and identifies the areas of strength and
weakness where staff needs in-service training to
upgrade their skills.
4. Statistical reporting- Case records are periodically
used by social work agencies as sources of data to
justify agency’s activities, to seek and maintain
funding, to substantiate the need for additional staff
or to do programme planning.
5. Organizing the worker’s thoughts- Recording
provides factual data and observations, which could
lead to more in-depth diagnostic assessment and
treatment planning.
6. Inter-disciplinary communication- Recording is a
means to communicate social-diagnostic information
and recommendations for consideration by other
professionals who may be involved with the client
in a team approach to treatment.
7. Teaching and research- Properly maintained case
records could be a mechanism for mutual
assessment of practice skills and the teaching of
new or refined techniques. Case records contain a
wealth of information for the professional researcher
seeking to gather data on various categories of
clients, problems faced by them.
8. A therapeutic tool- Recording can be used as a
therapeutic tool with the client to help him to
respond to treatment.
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Types of Recording
Recording has taken many forms. Process recording is
a specialized and highly detailed form of recording.
Everything that takes place during a client in contact,
including the worker’s feelings and thinking is noted
down. It is especially useful to the social worker striving
to further develop understanding and skill in difficult
situations or in situations in which the worker is
developing new skills. The usefulness of the process
recording depends to a considerable extent on the ability
of the worker to recall exactly what happened, in what
order and to look at the facts in an objective manner in
order to get at underlying feelings and meanings.
Process recording is time consuming so, should be used
carefully in selected cases.
Another type of recording is the summary record. It
includes entry data, social history, a plan of action,
periodic summaries of significant information, action
taken by the worker and a statement of what was
accomplished as the case gets closed. Summary records
are short and easy to use when considering the total
service process. The focus is on what happened with
the client. Summary records are important in situations
where long term, ongoing contact with the client and a
series of workers may be involved and provide a picture
of what happened with the client
A contemporary kind of recording is the problemoriented recording used in interdisciplinary setting.
Problem-oriented records contain four parts. First, there
is a database that contains information pertinent to the
client and work with the client. This includes such things
as age, sex, marital status, functioning limitations,
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financial situation etc. Second is a problem list that
includes a statement of initial complaints and
assessment of the concerned staff. Third are plans and
goals related to each identified problem. Fourth are
follow-up notes about what was done and the outcome
of that activity.
Format for Casework Recording
a. Brief introduction with identifying data and purpose
of work
b. Interaction with field person/situation-details of
interactional dynamics
c.

Assessment of –
(i) the need and of why the need has arisen;
(ii) personal factors;
(iii) interpersonal factors;
(iv) situational and environmental factors;
(v) of strengths and weaknesses;
(vi) of earlier efforts made by the person;
(vii) of resources available;
(viii) expectations from the caseworker; and
(ix) reflection upon the situation
developmental perspective.

with

a

d. Plan-Intervention strategy
e.

Self evaluation-caseworkers role, rationale for action,
analysis of workers feelings and attitudes and
learning
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Case Illustration
This example illustrates three ways in which the same
case material might be recorded.
Process Recording
On 2/4/2001, a nurse called me and referred the case
of Mrs. Banerjee. She said that Mrs. Banerjee had been
brought in for emergency appendectomy two days ago.
Yesterday afternoon she became very upset and
concerned about how her children were being cared
for. Nurses on the evening shift discussed the situation
with her husband, Mr. Banerjee when he came to visit.
The children, a boy aged four and a girl aged two have
been cared for by a neighbour during the day. Mr.
Banerjee left them with a babysitter last night. He too
showed some concern, saying that neither he nor his
wife wanted the children with the neighbour as they
questioned some of her child care practices but didn’t
know what he could do right now. The request is for me
to see if I can find suitable childcare.
I immediately obtained the medical chart and found that
she is doing well post-surgerically. There is concern that
her emotional state may affect her recovery. I then went
to talk to Mrs. Banerjee in her room. As I am a medical
social worker, I explained that it was my job to help
with problems that arose because people were sick and
in the hospital. I told her that I was here because she
seemed very concerned about her children and might
need some help in finding care for the children while
she was in the hospital. She again expressed concern
that the children would be taken out of the home,
although she was not as agitated as at first. I told her
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that usually children should remain in their familiar
surroundings when parents are hospitalized, as they
are less apt to be upset about the situation if they stay
in the home. Mrs. Banerjee then said, “I don’t know
what we can do. There are no relatives we can call on.
Mr. Banerjee might lose his job if he stays home to take
care of the children. (The recording would then continue
to describe the interaction between the worker and the
client. The actual verbatim dialogue of the interview is
recorded where possible.)
Summary recording
On 2/4/2001, Medical Social Work Department was
requested by Nurse Daisy because Mrs. Banerjee is
upset about childcare for her two children, a boy and a
girl of age four age two years respectively. Social worker
met Mrs. Banerjee and developed with her a plan for
the care of the children. A friend is identified who will
care for the children during the day until she is
discharged. A babysitter will continue to be used in the
evenings when Mr. Banerjee visits. Worker will contact
Domestic help’s Service to set up plans for use of a home
maid when Mrs. Banerjee returns home until she is
physically able to care for the children.
Problem –Oriented recording
Name:

Mrs. Aparna Banerjee

Age:

28 years

Referral from:

Nurse Daisy

Date:

2/4/2001

Medical condition: Emergency appendectomy
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Subjective: patient upset about care of her children
while she is in hospital. Seems appropriately concerned
mother and good relationship with husband.
Objective: a neighbour is now caring for children during
the day and father and babysitters at night. Parents do
not feel comfortable with daytime arrangement. Mother
will be in hospital for three more days and needs some
help with childcare for at least two weeks after she
returns home.
Assessment: alternative childcare arrangements should
be explored for family. The Brown’s are unaware of
community resources that might be of help to them.
Mrs. Banerjee is verbal and discusses plans, but Mr.
Banerjee should also be included in the planning.
Plan: obtain a list of community resources that may be
of the help to the family. During visiting hours on
2.4.2001 discuss with both Mr. And Mrs. Banerjee
possible solution and set up a childcare plan for the
next three weeks.
Home Visit
Home visit is another important tool used by the
caseworker for gathering information about client. It is
difficult to date the beginning of the home visit
movement because caring for those in needs has
traditionally been a responsibility assumed by relatives,
friends and neighbours. However, the foundation for
providing home-based care by trained home visitor was
laid by Florence Nightingale. Trained nurse initially
provided care to sick patient and home care was linked
to nursing care.
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PHILOSOPHY
The home visit is based on two fundamental beliefs
namely that delivering services in the home can
ameliorate existing difficulties or can prevent problems
from developing later. Moral, social and political forces
have prompted such services over time.
Three terms are frequently used to describe the rationale
for home visit: empowerment, enablement and
enhancement. Empowerment can be described as
facilitating or maintaining the client or family’s ability
to define its goals and make its own decisions.
Enhancement incorporates the concept of building upon
strengths that already exist, and enablement suggests
helping families locate resources that can facilitate the
family’s own actions. In addition to these concepts the
Ecological Theory of Human Development and family
systems theory provide a framework for the practice of
home visiting. These concepts and theories focus
attention on the needs and priorities of families,
importance of the interrelations within families and their
environments and stressed the importance of looking
at future as well as immediate needs.
Three questions that must be kept in mind during the
home visit are:


Who is the client?



How is the client served?



What is the role of caseworker?

Who is the client? The answer to this question provides
information on the client’s identity, problems being
experienced by him/her. As one begins to visit the
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families, the complex interactions that exist among
family members become clear and difficulties in
relationships can be observed by the caseworker. Viewed
in this way then the client may not be a disturbed
individual alone rather focus may be required on other
family members also.
How is the client served? Traditionally, home visit was
viewed as treatment or intervention for specific problems
and was restricted to the predefined needs of clients.
Presently a more broad-based approach is envisaged that
conceptualize family as a unit, responds to critical needs
of all family members with a focus on prevention,
building family strengths and normalization.
What is the role of caseworker? For most of
nineteenth century the caseworker was considered as
an expert with more knowledge and experience than
the client. Shifts in the home visitor’s role resulted from
changes in the view of family. Client is no longer a passive
recipient rather as an active participant and the family
is encouraged to define its own needs, priorities and
preferences. The caseworker therefore is a collaborator,
a negotiator and an expert in the helping skills.
PRINCIPLES OF HOME VISITING
Five principles that should be kept in mind while
conducting home visit:
1. Family support should enhance the ability of
families to work toward their own goals and deal
effectively with their own problems.
2. Home-based intervention should be individualized,
based upon an assessment of the social,
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psychological, cultural, educational, economic and
physical or health characteristics of the family.
3. A home visitor must be responsive to the immediate
needs of the families as well as to their long-term
goals.
4. A helping relation should be collaboration between
the home visitor and the family members.
5. The family should be recognized as a social system
and intervention efforts directed at one individual
within the family can influence other family
members and can influence the overall functioning
of the family.
SKILLS IN HOME VISIT
At the heart of home visit is the relationship between
the home visitor and the client for establishing good
rapport. To be effective helper, a number of skills are
essential and some of them are as follows:


The home visitor must be a patient listener.



The home visitor must be sensitive to verbal and
non-verbal communication from the family about its
desires and goals.



The home visitor must be able to assess difficulties
being encountered by the family.



The home visitor must be able to promote those
skills, knowledge, attitudes and environmental
conditions that contribute to effective coping.



The home visitor should have the capacity to respond
to the client’s feeling and experiences as if they were
his own

Tools of Case Work

167



The home visitor must be able to see a person with
worth and dignity, commitment, understanding,
non-judgmental attitude and warmth.



The home visitor must be able to present himself/
herself genuinely without presenting a facade.

HOME VISITING TECHNIQUES
Home visitors in their interaction with the client use a
number of specific techniques for preparing the client
to become better prepared to deal with some event in
his or her life or to understand better the important
aspect of a problem.
A. Modeling
Modeling is demonstrating for the client a specific
behaviour. It is a technique particularly advantageous
when the client cannot seem to visualize carrying out a
particular action or cannot think how to begin an activity.
It is also useful when a client seems to lack the skills
necessary for action. Modeling such situations could
include showing how one might respond in different
situations. In most situations once the visitor has
modeled the behaviour, then the client should be allowed
to perform the behaviour. Doing so assures that the
client has understood what was modeled and the
behaviour can be matched to that of the visitor.
B. Role Playing
In role-playing, home visitor acts out one real life role
and the client acts out another in order to help the
client gain skill and confidence to deal with a difficult
situation. This technique is particularly appropriate for
those situations in which one has difficulty in being
assertive because of the newness of the situation.
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C. Use of examples
Using examples is a common daily event for people
during their interactions with others and is often used
when one is explaining, describing or teaching
something to a second person. Home visitor should use
the examples that may be relevant and fit with realistic
experiences in the client’s life. The use of examples helps
a client feel at ease with something that they may not
have worked out or is not satisfied with.

Case Illustration
Bunty was a boy who stole money in order to have fun
with his peer group. His father appeared to be an
intelligent man, well dressed and had a good
impression. Bunty had a high opinion of his father who
used to come with him to the child guidance clinic. The
mother seemed rather out of the picture but the
explanation given was that she was very busy with the
younger children. So the father accompanied the
adolescent son to the clinic. After a few weeks it was
decided to visit the mother and neither father nor son
objected. The social worker found a home that was
terribly dirty with hardly any furniture and a large untidy
mother surrounded with several small children. The
worker noticed a picture of a group of soldiers on the
wall that was the only decoration and Bunty’s father
was in the middle of the picture in the officer’s uniform.
The worker remarked that she had not realized that the
father had been in the army and the mother without
any hesitation said that he had not; the group of men
had dressed up as a joke to have their photograph taken.
It was significant that client’s father had chosen to pose
as an officer.
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The visit presented a very different picture of Bunty’s
upbringing. His father had a large element of fraud
though he did not come in conflict with the law. He was
satisfied to give the impression of being a comfortably
well-off, educated gentleman and his vanity was
appeased by such small deceits as the photograph of
himself as an officer. The son who copied his father was
less subtle in his attempts to show off and thus came
before the juvenile court and from there to child
guidance clinic. The court did not had an adequate home
report and the father had created such a good impression
when he spoke for his son that the boy had been referred
to the clinic for a mental examination, as there appeared
to be no other explanation for his misdemeanors.

Supervision
Social work supervision plays a major role in determining
the quality of service delivered to clients and in ensuring
the professional development and job satisfaction of
frontline social workers.
Supervision had its origin in the Charity Organization
Society movement in the nineteenth century. Friendly
visitors were the direct service workers providing service
to families. Limited caseloads coupled with high turnover
of volunteers meant that the agencies faced a continuous
problem of recruiting, training and directing new visitors.
These tasks were taken care by the ‘paid agents’
employed by the Charity Organization Societies and they
are the predecessors of modern supervisor.
FUNCTIONS OF SUPERVISION
The history of social work practice reveals that the roots
of social work supervision were in its administrative
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function (Poertner and Rapp, 1983; Shulman, 1995;
Tsui, 1997). Its administrative function can be traced
back to the Charity Organization Societies movement
(COS), which began in 1878 (Munson, 2002). Supervision
acquired an educational purpose in 1911, when the first
course in supervision was offered by Mary Richmond
and observed that providing support is the third function
of social work supervision. This combination of functions
makes social work supervision unique and humanistic.
OBJECTIVES OF SUPERVISION
The objectives of supervision are both short term and
long term. The short-term objective is to improve the
worker’s capacity to do his job more effectively. It is to
help the worker grow and develop professionally, to
maximize the clinical knowledge and skills for
performing autonomously and independently of
supervision. These short-term objectives are the means
for achieving long-term objectives, which are efficient,
and effective social work services to the clients. Towards
this objective the supervisor administratively integrates
and coordinates the supervisees work with others in
the agency, educates the workers to a more skillful
performance in their tasks and supports and sustains
the workers in motivated performance of these tasks.
DEFINITION OF SUPERVISION
A social work supervisor is an agency administrativestaff member to whom authority is delegated to direct,
coordinate, enhance and evaluate the on-the job
performance of the supervisees. In implementing this
responsibility, the supervisor performs administrative,
educational and supportive functions in interaction with
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the supervisee in the context of positive relationship.
The supervisor’s ultimate objective is to deliver to agency,
clients the best possible service both qualitatively and
quantitatively. Supervisors do not directly offer service
to the client but they do indirectly affect the level of
service offered through their impact on the direct service
supervisees.
ETHICAL DILEMMAS IN SUPERVISION
The supervisor should act in an ethical, humane manner
towards supervisees. Some of the ethical considerations
in supervision are as follows:
1. It is unethical to assign a case to a supervisee who
is without the necessary skills and knowledge to
offer effective service.
2. Both supervisors and supervisees should not present
themselves as competent to deliver professional
services beyond their training level of experience
and competence.
3. Supervisor should maintain confidentiality of
information shared by the supervisee in respect to
the client.
4. Supervisor should avoid dual relationships with
supervisees particularly roles related to sexual
exploitation.
5. Supervisor should continue to strive towards selfdevelopment, upgrading skills and monitoring their
own effectiveness.
6. Supervisor should be available in case of emergency
or when crisis decisions need to be made.
Throughout, the supervisor’s responsibility is
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initially and primarily to the needs of the clients
and secondarily to the needs of the supervisee.

Case Illustration
In an interview, a client threatens his wife. In warning
his wife, confidentiality is violated. In not warning his
wife, worker is partner to the injury if she is
subsequently hurt. How absolute are the limits of
confidentiality that the supervisor asks the supervisee
to observe? Increasingly, the answer is found in
malpractice case law.

Conclusion
Casework is one of the oldest methods of Social Work.
The goal is to help individuals to solve their problems
and enhance social functioning. As an art, Caseworker
needs to be skillful in developing intimate yet purposeful
relationship with the client. With the help of the tools
of interview, recording and home visit, caseworker
facilitates the client’s adjustment to his or her
environment while supervision enables them for better
delivery of services.
The social work interview is flexible and structured. It is
a purposeful interaction that should be conducted in
least distracting environment. The skills of observation,
listening, questioning, focusing and climate setting help
in yielding a wealth of information about client and
problem under consideration. Another important tool
that is of help to the caseworker is recording. Process
recording, summative recording and problem-oriented
recording are the three major styles of record writing.
The casework recording should contain a brief
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introduction of client, its problem, assessment,
intervention strategy and evaluation by the caseworker.
Next, with the help of home-visit, caseworker gathers
information about the client and tries to empower,
enable and enhance him/her. The techniques of
modeling, role-playing and setting examples are used
in home visit to help the client to understand the
problem and learn ways and means to deal with them.
Further, the quality of caseworker’s service and the
professional development is ensured with the help of
supervision. It is an administrative and educational tool
for improving the worker’s capacity to do his job more
effectively.
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9
SOME THEORETICAL
APPROACHES IN CASE WORK
*Archana Dassi

Introduction
In a society of paradoxes of poverty and affluence, of
overpopulation and brilliant technology, of deeply
disturbing contradictions that arise from accelerated
complexity that produces dehumanization, social
casework makes its contribution by its commitment to
the individual in society. The commitment to
understand, to differentiate, to act for and with the
individual gives social casework crucial importance in
alleviating the human suffering related to society’s
problems. The agony of the individual is seen in his
search for autonomy, self-realization, and productive and
decent living with his fellowmen. Never had our society
such profound need for institutionalizes concern for,
and competence to deal with, individual development,
purposes, and problems. Traditionally the role of social
casework in a profession has been to promote
individually satisfying and socially constructive living.
Thus, it has taken a unique place among disciplines
dedicated to the development of a humane society that
values each of its members.
Dr. Archana Dassi, Jamia Millia Islamia, New Delhi
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As part of social work, social casework finds its cause in
the promotion of the welfare of the individual in the
society and its function in the implementation of this
cause. Social casework serves as one aspect of the
conscience of society in so far as it is proud, competent,
and passionate in its dedication to the individuality of
all persons. Competence is necessary to unify the cause
and the function, to give reality to pride and direction
to passion.
Competence requires knowledge,
understanding, and a coherent guide for its enactment
in the service of cause. What is the basis of competence
in social casework? Keeping this in view, the theories of
casework assume a pointed significance.
Theories in casework can neither be overemphasized
nor can be underemphasized. Theories help an
individual to handle the client in the way that is best
suited to the client’s needs and conditions. Theories
form the supportive structure, providing a sense of
intellectual and emotional security to the professional
practitioners besides giving them directions and ability
to predict outcomes. The essence embodied in theories
is not just the knowledge for the sake of it, but
knowledge that enriches and empowers practice.

Existential Theory
The key points of the existential theory are the following:
1.

The human being is not just an existing entity, he
is also capable of being aware of his existence, and
of imputing meaning to his existence.

2. External forces can be vicious and menacing; but
the assumption that the human beings inevitably
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become victims to these inimical forces is not
acceptable. There is within every person the
potential for transcending external circumstances.
From this point of view, men and women are creators
of their personalities, though they are partly
creatures of their circumstances as well.
3. Every person is a being, in the process of becoming,
indicating that there are static and dynamic aspects
of his / her acceptance. Understanding the person
implies that the one who is in the process of
understanding, experiences through his/her
observation, imagination and thinking, the static and
dynamic aspects of the other person, in his/her
here-and now-living. Understanding is both an
intellectual and emotional process, whereas
explanation is an intellectual process, without any
emotional underpinnings.
4. Freedom is not a license to do everything that one
want to do, but it is right that has to be used
consciously and responsibly. For many people, the
idea of responsibility is missing from their concept
of freedom as a right, with the result that, they create
problems of social functioning.
Existential casework is geared to following goals:


Helping the process of disillusionment: A person
who has wrong assumptions about the self and the
others have to go through a process of
disillusionment about the self in relation to the
problem. Even when the objective fact is established
that the client’s problem is mainly because of his /
her doings, the client is most likely to deny this
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and may blame others or the environment.
Disillusionment here means knowing how the
problem has been caused through one’s deeds of
commissions and omissions. Knowing one’s true
self is an uncomfortable process and therefore, the
social worker’s involvement through application of
the emotional support and other counselling
techniques is necessary.


Confronting the client with the freedom to act
appropriately and responsibly: The client is
encouraged to use his /her will to rise above his /
her instinctual forces in situations where s/he has
been a slave to the instinctual demands. This could
have been a process of repetitive submission that
has adversely affected his / her social functioning.
To illustrate, an alcoholic has to choose his freedom
to refuse alcohol if he wants to get over his problem
of alcoholism. It would mean accepting the anxiety
and the tension as facts of existence, and deciding
to handle such facts of life through thinking and
acting responsibly instead of seeking a temporary
escape through alcohol.



Helping the client to make a commitment to the
task of changing old habit: With some knowledge
of the self as it actually is, unfettered by the distorted
images, the next step for the client is to use his /
her will to make a decision to change the unhelpful
behaviour. Changing one’s behaviour, like nay other
achievement, needs step to step onward movement
in the form of new thinking and doing. As a distant
goal not achievable in a day or two, it requires patient
plodding day by day, for which a commitment – both
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mental and emotional –is necessary. The social
worker provides help by suggesting assignments for
the client sand motivating him / her to carry out
the assignments.

Cognitive Theory
The major theme of this theory is centred on the concept
of thinking. An individual’s thinking is shaped by his/
her society and the immediate environment and the
thinking determines behaviour. Emotions are set to
proceed from his / her thinking. If the social functioning
of an individual is defective, it would mean that his /
her thinking is faulty, to change behaviour, the mode of
thinking has to change. Cognitive theory also lays stress
on the idea that human beings have latent creative
resources which are available for use in effecting
changes in goals and behaviour.
Albert Ellis, a psychotherapist has developed an easily
comprehensible system of cognitive theory under the
label of ‘rational emotive therapy’. According to Ellis,
some ideas are irrational which are held as rational by
people who are thus affected unfavourably by these ideas.
Some of these irrational ideas are:
1. It is necessary for an individual to be loved and
approved by all in all situations.
2. It is horrible or terrible when things do not go
according to one’s plan.
3. Feelings are caused by external forces and one has
no control over them.
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4. What affects one’s life adversely once is going to do
so for the rest of one’s life.
5. It is a great tragedy if one can not achieve one’s
goals.
As against these five irrational ideas, there are
corresponding rational ideas. They are:
1. It is not humanly possible to be loved and approved
by all in every situation.
2. Nothing is horrible or terrible; things may rather be
inconvenient or bothersome. When things do not
happen according to the plan, one can still put up
with things as they are.
3. Feelings are caused by one’s thinking and hence
controllable.
4. The impact of an event can not be everlasting. The
impact of bad events can be transformed by using
the situation as a learning experience.
5. It hurts if one does not achieve one’s goals, but it is
not a tragedy. The feeling of hurt can be changed
through thinking.
Cognitive / Rational emotive Therapy includes four
stages:
1. Presentation of Rationale
The worker attempts to elicit the problem or significance
of self statements in general without mentioning the
client’s problem.
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2. Overview of Irrational Assumption
The worker presents a number of irrational selfstatements before the client and tries to make the client
realize that his / her statements are irrational.
3. Analysis of Client’s Problem in Rational Emotive
Terms
Client is made aware of his / her problem rationally
and is provided with the knowledge of how s/he has
labeled the event.
4. Teaching the Client to Modify Internal Statements
The client is taught to change his /her opinions and
attitudes which are anxiety producing.
In the helping process the social caseworker uses
modeling to convey to the client, continuously, the
message of rationality in thinking and speaking. Worker
helps the client to be as rational as possible in his / her
behaviour and to see the irrationalities that one sees
around and is unable to change. Clients are trained to
use words judiciously so that, unfavourable events may
not provoke intense feelings. The judicious use of
language means that by describing events with the use
of words that symbolize a moderate level of feelings,
instead of words that indicate vehemence, one can avoid
and the damaging effect of strong feelings. Feelings are
to be perceived as derivatives of thinking. Thus by
viewing unpleasant events and situations in a balanced
way, without mentally exaggerating their significance,
one is able to control one’s feelings instead of being
controlled by them.
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Behaviour Modification Theory
The basic theme in this approach is that behavioural
problem is mainly the result of previous learning and
that some problems are caused by contemporary events
and some by physiological factors. Dealing with the
physiological factors does not lie within the professional
purview of social workers. The behaviouristic theory
viewed problem as essentially the result of a failure to
learn necessary adaptive behaviours and the
competencies and / or the learning of ineffective and
maladaptive behaviours. It may happen due to
conflicting situations that require the individual to make
discriminations or decisions of which he / she feels
incapable. The maladjusted person has learned the
faulty coping patterns, which are being maintained by
some kind of reinforcement, and he / she has failed to
learn competencies for coping with the problem of living.


Classical conditioning

Certain conditions elicit specific responses from living
organism. To illustrate, when food is placed in front of
a dog, the dog salivates. If the food appears every time
with the ringing of the bell, then after a considerable
number of experiences of the food and the bell occurring
together, the dog salivates even if only the bell ring and
food is absent. The ringing of the bell is the conditional
stimulus associated with the unconditional stimulus,
food. Similarly, people react in certain ways as a result
of conditional stimuli that are associated originally in
some way or the other, with unconditional stimuli.


Instrumental conditioning

The central idea is that, what a person does in a

Some Theoretical Approaches in Case Work

183

particular situation brings consequences, which
subsequently set a pattern of his / her behaviour. The
consequence is perceived by the person as a reward for
which she / he repeats the behaviour. To illustrate, a
man is forced by his peer group to take alcohol for the
first time. Alcohol gives him pleasurable sensation – a
little relaxation and elation. Subsequently, the man
takes alcohol just for the associated pleasure and it is
likely that he may get habituated to drinking and later
become an alcoholic as more and more alcohol will be
required to produce desirable sensations as the time
passes.


Observational learning

Here, the learner is the observer for whom there is a
model to copy from – a model who has status, power or
wealth. Some aspects of the model’s behaviour are likely
to be imitated by the observer who wishes to be like the
model. Children often learn verbal and physical
aggression through their observation of significant adults
in their life.


Contemporary events

Contemporary events, most of which relate to
environmental facts, can cause problematic behaviour.
For example, stressful situations can give rise to anxiety,
anger, panic or similar feelings. Individuals behave in
unacceptable manner when they are driven by such
feelings.
The direct way of helping the clients would involve
weakening the process of learning problematic
behaviour and strengthening the process of learning
desirable behaviour. It is important to identify the
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stimuli that produce or reinforce undesirable behaviour
and then to remove these stimuli. Factors that act as
stimuli for reinforcing desirable behaviour should be
strengthened. Rewards may be used to motivate clients
to develop acceptable forms of behaviour. In the
contemporary scenario the need is for the environmental
modification to remove or reduce the effects of damaging
factors. The technique has been found effective with
reference to clients suffering form abnormal fears about
routine things.

Problem Solving Approach
This approach stands on the recognition that life is an
ongoing problem encountering – and – problem solving
process. At any point of time, every person is involved
in coping with his / her problems. Sometimes s/he is
capable of coping and sometimes fails to resolve the crisis
situation. Through problem solving process, the
individual or the family is helped to cope with or resolve
some difficulty that he / she is currently finding difficult
to solve. Thus the primary goal of problem solving is to
help a person to cope as effectively as possible with such
problems in carrying social tasks.
In the initial phase attempts are made to engage the
client with his / her problems and to do something about
it in a working relationship with the agency. The
problem solving starts at once, from the first movement
with treating the person. The client is not treated for
his / her problem but he/she is treated for the purpose
of helping him /her to know his/her that is strength
and weaknesses and how to remove these weaknesses.
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In short, the problem solving approach involves the
following steps:
1. It tries to release, energize and gives directions to
the client’s motivation for change.
2. It tries to release and exercise the client’s mental,
emotional and action capacities for coping with the
problem.
3. It tries to find and make accessible to the client such
aids and resources as are necessary to the solution
of the problem.

The Electic Approach
It has been observed that no theoretical approach
explains human behaviour in a conclusive manner.
Therefore it is important to develop an eclectic approach,
an approach that is characterized by a solid knowledge
of many systems of theories and a skill for selecting
useful concepts and techniques with reference to clients.
Eclecticism does not mean that the social worker chooses
casually a methodology of explanation. Eclecticism, on
the other hand, means choosing a methodology
purposefully with explainable reasons and with
reference to a particular client, or clients. Every school
of thought has its own strengths and limitations. The
social worker’s skill will be that of taking advantage of
the strengths without ignoring the drawbacks in relation
to the client.
Cognitive theory has some things in common related to
thinking and they are useful to client whose faculty of
thinking can be activated. Those clients who hold some
form of religious philosophy may be benefited from
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existential theory. By knowing the theories well and
understanding the clients adequately, it is possible to
use theories appropriately and effectively.

Conclusion
There is a great diversity in the casework theory. This
diversity would encourage intellectual debates, clashes
of ideas that would result in rigorous practice and
research efforts based on specification of the general
aspects and tangible utility of several theories.
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INTRODUCTION TO COUNSELLING
*Suresh Pathare

Introduction
In order to understand counselling and its relevance to
social work profession, it would be appropriate to know
basic information about counselling. Therefore an
attempt has been made to give the meaning of
counselling, describing its origin, its essential
components and related concepts. This chapter is divided
into three parts. In the first part an attempt has been
made to explain the meaning of counselling. Second
part is the summary of the other related concepts. And
lastly, we will discuss the relevance of counselling in
the profession of social work is discussed.
i.

Meaning and Introduction to Counselling

The term ‘counselling’ is used in a number of ways.
Very often the term counselling and psychotherapy are
synonymously used. In the current usage also,
counselling
and
psychotherapy
are
used
interchangeably. F.P. Robinson describes counselling
as aiding normal, people to achieve higher level
adjustment skills which manifest themselves as
Dr. Suresh Pathare, TISS, Tuljapur
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increased maturity, independence, personal integration
and responsibility. The phrase “increasing human
effectiveness” is used frequently to describe the goal of
counselling. G.W. Gustad has defined counselling as a
learning-oriented process, carried on in a simple oneto-one social environment, in which a counsellor,
professionally competent in relevant psychological skills
and knowledge, seeks to assist the client by methods
appropriate to the latter’s needs and within the context
of the total personnel programme, to learn more about
himself, to learn to put such understanding into effect
in relation to more clearly perceived, realistically defined
goals to the end that the client may become a happier
and more productive member of his society” (Journal of
Vocational Psychology, No.36). In short, counselling is
an interpersonal process through which guidance and
support is provided to persons with psychological
problems. These problems may be personal or
interpersonal in nature. Thus Counselling seeks to
resolve personal and interpersonal problems through a
variety of approaches, and in a way that is consistent
with the values and goals of society in general, and that
of the client in particular.
Counselling in this sense is not absolutely distinct from
guidance and education that the social workers often
give through various programmes. Rather, it is an
additional skill and understanding of common, yet
complex emotional and personality problems. Through
counselling the counsellor helps the person to develop
self-awareness and explore the possibilities to develop
his/her latent capacities. Thus the scope of counselling
is to increase both self-awareness and self-management.
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Counselling initiates a process of self transformation in
the person. The counsellor through their skills help the
client to assess his/her own life, strength and limitation.
Thus counselling is the process by which a skilled person
aids another person in the total development of his/her
personality.
ii. Dimensions of Counselling
As mentioned above, the term ‘counselling’ is used in a
number of ways. In order to define and understand the
meaning of counselling let’s know the each of these
dimensions.
First of all, counselling is viewed as a relationship. There
is consensus among all the counsellors that a good
counselling relationship is prerequisite to be effective
with clients. Some consellors regard the counselling
relationship as not only necessary, but sufficient for
constructive changes to occur in clients (Rogers, 1957).
One way to define counselling involves stipulating central
qualities of good counselling called the ‘core conditions’,
are empathic understanding, respect for clients’
potentials to lead their own lives and congruence or
genuineness. Those who view counselling predominantly
as a helping relationship tend to be adherents of the
theory and practice of person-centred counselling
(Rogers, 1961; Raskin and Rogers, 1995).
Secondly, counselling is viewed as a therapeutic
intervention. It is believed that a set of interventions are
required in addition to the relationship to bring
constructive changes in the person. These interventions
are counselling methods or helping strategies.
Counsellors, who have a repertoire of skills, assess and
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decide of which intervention to use, with which client,
when and with what probability of success. These
interventions are based on the theoretical orientations
of the counsellors. For example, psychoanalytic
counsellors use psychoanalytic interventions, rational
emotive theory counsellors use rational emotive theory
related interventions and Gestalt counsellors use
Gestalt interventions. Some counsellors are eclectic and
use interventions derived from a variety of theoretical
positions.
Another dimension of counselling is that it is viewed as
a psychological process. Counselling is fundamentally
associated with psychology. There are number of reasons
for this association. First, the goals of counselling have
a mind component in them. In varying degrees, all
counselling approaches focus on altering how people
feel, think and act so that they may live their lives more
effectively. Counselling is not static, but involves
movement between and within the minds of both
counsellors and clients. Further, the underlying theories
from which conselling goals and interventions are
derived are psychological (Nelson-Jones, 1995). Many
of the leading counselling theorists have been
psychologists: Rogers and Ellis are important examples.
Most of the other leading theorists have been
psychiatrists: Beck and Berne.
iii. Counselling and Psychotherapy
There have been attempts to differentiate between
counselling and psychotheraphy. Very often both these
terms are viewed as overlapping areas and are used
interchangeably (Truax and Carkhuff (1967), Corey
(1991) and Patterson (1974, 1986). In general,
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counselling has been characterized by words like
educational, vocational, supportive, situational, problem
solving, counscious awareness, emphasis on ‘normals’
and short term. Psychotherapy has been described with
terms like supportive, reconstructive, depth emphasis,
analytical, focus on the uncounsicious, emphasis on
neurotics or other sever emotional and long term
problems.
Richard Nelson-Jones (2000) also agrees with the
considerable overlap between counselling and
psychotherapy. However, in his writings he uses terms
counselling and counsellor in preference to therapy and
therapist. He regards counselling as a less elite term
than therapy. Some of the differences noted by different
scholars are psychotherapy focuses on personality
change of some sort while counselling focuses on
helping people to use existing resources for coping with
life better (Tyler, 1961). Psychotherapy deals with more
severe disturbance and is a more medical term than
counselling. It is important to note that counselling
and psychotherapy use the same theoretical modes and
‘stress the need to value the client as a person, to listen
sympathetically and to hear what is communicated, and
to foster the capacity for self-help and responsibility’
(BPS Division of Clinical Psychology, 1979).
In brief, psychotherapy is the treatment of psychological
disorders by psychological means within the framework
of existing psychological theories. It is conducted by
psychologist, psychiatrists, or other mental health
professional who are highly trained in the field.
Psychotherapy is a formal and structured process.
However, counselling does not depend on psychological
means alone to provide benefits to the client. Counselling
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may utilize processes such as restructuring the client’s
environment or recommending leisure pursuits.
Counselling is not based upon any specific psychological
theory; rather, it uses practical techniques derived from
different forms of psychotherapy, as appropriate to the
situation. Finally, counselling is far less formal and
structured than psychotherapy. It is more flexible.

Need of Counselling
As mentioned earlier both the normal and
psychologically disturbed persons can benefit from
counselling. Counselling is considered beneficial to the
persons with stress-related mood disturbances and
adjustment problems. These disturbances and
adjustment problems are sometimes expressed and
shared as concerns by the affected individual. The need
for counselling may be understood when someone raises
concerns like: ‘I am feeling lonely.’ ‘I have lost my job
and feel hopeless.’ ‘I find it difficult to make up my mind
about my career.’ “I fell tensed all the time.’ ‘I wish I
were better at controlling my anger’. ‘I find that my life
is becoming meaningless.’ In these and such other cases,
the person is expressing the need for help from others.
Such help is extended by providing counselling services.
People with the following main criteria indicate the need
for counselling:
i.

The symptoms are related to stress, but are out of
proportion to the stress in duration or severity. For
instance, a person disturbed after the sudden death
of a loved one, is unable to adjust after several weeks.
When the degree of emotional disturbance in such
a case is so great that the individual is unable to
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attend to his or her regular work. Then the individual
would probably benefit from counselling.
ii. The symptoms interfere with psychological, cognitive,
biological, social, personal, and/or occupational
functioning. Sometimes physical symptoms may also
be present. Interference with psychological
functioning means that depression, anxiety, fear,
anger or other dysfunctional emotional states are
present. Interference with cognitive functioning
means that attention and concentration are poor.
Mental slowness and mind blocks may become
common. Interference with biological functioning
means that the person will have disturbance of sleep,
appetite and sexual functioning. Interference with
social functioning means that there is impairment
in the ability and desire to interact normally in social
situations. Interference with occupational
functioning means decreased work efficiency,
making errors at work, avoidance of responsibilities,
and/or absenteeism. Interference with personal
functioning means decreased involvement in the
usual recreational and leisure time activities. This
may be associated with physical symptoms like
fatigue, lethargy, aches and psychosomatic
problems.

Goals of Counselling
After understanding the meaning and concept of
counselling an attempt is made to discuss what is
achieved through counselling. The counselling has
different goals with different clients. For example, the
counsellor may provide counselling for assisting client
to heal past emotional deprivations, manage current
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problems, handle transitions, make decisions, manage
crises and develop specific lifeskills, etc. Sometimes goals
of counselling are divided between remedial goals and
growth or developmental goals. Both the remedial and
developmental goals serve preventive functions. Though
much of counselling is remedial, its main focus is on
the developmental tasks of a vast majority of ordinary
people rather than on the needs of more severely
disturbed minority (Richard Nelson – Jones: 2000). For
the social work professionals counselling goals may be
listed as follows:
i.

Counselling for healthy development of
personality

Counselling goal can be for the nourishment of a natural
tendency toward psychological maturation which
presumably exists in every individual. According to
psychologists like Carl Rogers and Abraham Maslow,
everyone has a natural tendency towards “selfactualisation”. The counsellors, through their skills and
by providing a conductive emotional atmosphere, help
the clients to promote this innate positive orientation.
ii. Counselling as providing support and guidance
While working with people as social worker there are
many occasions where individuals seek crisis
intervention and short-term support from the social
worker. A young man frustrated after completing higher
education and not getting suitable employment, a
woman severely depressed after the sudden death of
her husband, a youth confused and finding it difficult
to make choice about career are some of the examples
of this. Anyone under acute stress or depression might
benefit from this kind of temporary assistance.
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iii. Counselling as emotional release
Suppression of thoughts, feelings and emotions often
lead to physical or mental problem. The counsellors in
such cases help the client to deal with their unexpressed
feelings and emotions. The client usually benefit from
learning to let them go in a way that is not damaging to
themselves or to others. A person who has just lost a
loved one but is unable to grieve or a person who is
furious with his/her boss but holds it in, for these and
such other cases counselling is given as emotional
release. Venting of emotions can be a great relief to
these persons and freedom for such expressions is
important aspects of social workers.
iv. Counselling for awareness
Carl Rogers has pointed out that self-awareness, selfacceptance and self-direction are the most important
aspects of personality development. Through counselling,
the client can be helped to become aware and
understand his/her own strengths, potentials,
weaknesses and overall personality. The client can gain
insight into his/her own thinking, feeling and behaviour.
Self awareness helps them to accept themselves and
also work to overcome their weakness.
v. Counselling for value clarification and change
Counselling aims at developing a healthy value system
in the clients’ personality. The socialization process and
internalization of values shape the personality of the
individual. The value system directs ones thinking,
feeling and accordingly the action. Sometimes people
are involved in activities which are anti social and/or
harmful to themselves or to others. In such a situation,
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counselling helps as a remedial measure. The counsellor
helps the clients to clarify their values and if needed
bring about appropriate changes in the value system of
the clients.

Theories and Models of Counselling
The field of counselling and psychotherapy are based
on various approaches and theories. Understanding the
theories is important as it is the knowledge base of
counselling. Theories are basically conceptual
frameworks for understanding parameters of the
counselling process. These parameters can include
models for viewing personality development, explaining
past behaviour, predicting future behaviour,
understanding the current behaviour of the client,
diagnosing and treatment planning, assessing client
motivations, needs, and unsolved issues, and identifying
strategies and interventions of assistance to the client.
Theories help organize data and provide guidelines for
the prevention and intervention efforts of counsellors
and therapists (Capuzzi & Gross: 1999).
Theories of counselling
The helping professionals, depending on the field and
nature of their work, apply different theories for
counselling. Thus, there are number of theoretical
positions practiced by different types of counsellors. One
can’t discuss all these theories. Neither is it intended to
do that here. Burl E. Gilliland and others (1989) have
discussed the eleven theoretical positions in their book.
For ones information, they are presented here in the
following table.
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General
Approach

Theoretical
System

Theory Base and
Founder or Major
Contributors

Psychodynamic

 Psychoanalytic
therapy

 Psychoanalysis
theory by Sigmund
Freud

Social
Psychological

 Adlerian
Therapy

 Individual
Psychology by Alfred
Adler

Humanistic,
Experiential,
Existential

 Person Centered
Counselling
 Gestalt Therapy

 Person centered
Theory by Carl
Rogers and Gestalt
Therapy Theory by
Frederick Perls

Cognitive,
Behavioural,
Action
Oriented

 Transactional
Analysis (TA)
 Behavioural
Counseling,
Therapy, and
modification
 Rational
Emotive Therapy
(RET)
 Reality Therapy
 Cognitive
Behaviour
Therapy

 Transactional
Analysis Therapy by
Eric Berne
 Behavior Theory
and Conditioning
theory by B.F.
Skinner, J. Wolpe
 Rational-Emotive
Theory by Albert
Ellis
 Reality Theory by
William Glasser
 Cognitive Theory by
A. Beck, A. Ellis, D.
Meichenbaum, A.
Lazarus, J. Wolpe

Trait, Factor,
Decisional

 Trait-Factor
Counselling

 Trait Factor Theory
by E.G. Williamson,
D. Paterson, J.
Darley, D. Biggs

Integrative

 Eclectic
Counselling and
Psychotherapy

 Eclecticism by F.C.
Thorne, S. Garfield,
J. Palmer, A. Ivey,
R. Carkhuff
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Models of counselling
These theories help the counsellors to follow a particular
approach or model. The term ‘model’ as used here means
a structure of counselling process that shows
relationships between the components and tells what
is done in counselling and in what sequence. In other
words a model of counselling explains the interaction
between two persons and the content and sequence of
this interaction in order to make sense and help the
counsellor to be effective. There are number of models
devised and practiced to help the counselees. However,
in all these models, the expected outcome of counselling
is some change in behaviour. This change in person
occurs through the stages of exploration, understanding
and action. In view of this, J.M. Fuster (2005) has
attempted to categorise the various models of counselling
according to the emphasis they place on one or several
of these stages.
1. Emphasis on action alone: These models of
counselling give more emphasis on the clients action
without their understanding of what is being done
to them. It is intended to bring change in the person’s
behaviour through action alone. This system of
bringing change in behaviour is called behaviour
therapy. The counsellors following this model
condition the person to act in a particular way. They
may also systematically counter-condition the
behaviour of the person without his/her realizing
why they are doing this to him/her. This model may
prove useful in treating some types of mentally ill
patients with whom communication is very difficult.
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2. Emphasis on exploration and understanding: These
models of counselling centre around the
counsellee’s
self-exploration
and
selfunderstanding. It also emphasizes persons’
understanding of the counselling process and his/
her involvement therein. Psychoanalysis, clientcentred therapy, trait and factor counselling,
existential therapy, transactional analysis, Gestalt
Therapy are some of the models of counselling and
psychotherapy which comes under this category.
3. Emphasis on exploration, understanding and
Action: This types of counselling models attempts
to give emphasis on exploration, understanding and
a systematic action programme that flows from the
understanding. Carkhuff ( 1969 and 1977) has
presented this integrated model. Exploration and
understanding help to plan action effectively. A
systematic action programme translates insight into
the desired behaviour change.

Scope of Counselling in Social Work
Profession
Social workers are one among the many professionals
engaged in counselling individuals with emotional and
other problems. Besides social workers, other
professionals providing counselling services include the
psychiatrists, psychologists, psychoanalysts, nursing
personnel, religious leaders, teachers and other
volunteers. Counselling is one of the major tasks of social
workers engaged in helping people. Through direct
counselling or referral to other services, social workers
help people solve a range of personal problems.
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Counselling and social work are closely connected.
Social workers help people by counselling them to cope
with issues in their everyday lives, deal with their
relationships, and solve personal and family problems.
Some social workers provide counselling to clients who
face a disability or a life-threatening disease or a social
problem, such as unemployment, cancer, HIV/AIDS or
substance abuse. Social workers also counsel families
that have serious domestic conflicts, sometimes involving
child or spousal abuse. Many social workers specialize
in serving a particular population or work in a specific
setting. They get many opportunities for engaging in
their field of practice.
Some of the agencies where social workers engage
themselves in counselling can be listed as follows:


Social welfare departments – family counselling
centers, children’s home



Family and child welfare agencies



Schools and colleges – government and private



Child and adolescent guidance centers



Hospitals and health services – government, private
and voluntary organizations



Home for the aged



Agencies for the physically and mentally challenged



Home for the terminally ill – hospice



Agencies working for HIV/AIDS prevention and
rehabilitation
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Drug de-addiction and rehabilitation centres



Mental health projects and rehabilitation centres



Youth welfare agencies



Centres for suicide prevention

In order to get a better idea, let’s discuss the scope of
counselling in some of the fields of practice by social
workers.
i.

Family and child welfare: Social workers provide
social services and counselling to improve the social
and psychological functioning of children and their
families. Further they work to maximize the wellbeing of families and the academic functioning of
children. They may assist single parents, prepare
parents for adoptions, or help in finding foster homes
for neglected, abandoned, or abused children. Some
social workers specialize in services for the aged.
These social workers may run support groups;
counsel elderly people or family members about their
living, health care, and other services.

ii. School social work: In schools, social workers often
serve as the link between students, parents and the
school. They work with students, parents, guardians,
teachers, and other school officials to ensure
students reach their academic and personal
potential. In addition, they address problems such
as misbehaviour, truancy, absenteeism, late coming,
under achievement, etc. and provide counselling
services to students, parents and teachers on how
to cope with difficult situations.
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iii. Medical and public health: Social workers working
in medical and public health areas, provide
psychosocial support to patients, families, or
relatives. Counselling is given so that they can cope
with chronic, acute, or terminal illnesses, such as
cancer, or AIDS. The role of social worker in the
field of medical and public health is as important as
that of a physician. While the medical practitioner’s
role is concerned with the treatment of a patient,
social worker deals with the social, physical and
psychological aspects of the patient under
treatment. The role of social workers in the medical
and public health in India has become more
important with the fast spread of HIV/AIDS. This is
one area where counselling is provided for prevention
as well as rehabilitation of affected persons.
iv. Mental health and substance abuse: Social Workers
help the individuals with mental illness or the
problem of substance abuse, including abuse of
alcohol, tobacco, or other drugs. The social workers
in mental health set up provide services along with
the psychiatrist and other professionals. Such
services include counselling, individual and group
therapy, outreach, crisis intervention and social
rehabilitation. The increasing involvement of young
people in substance abuse in India is also a matter
of concern for the involvement of social workers.

Conclusion
The aim of this chapter was to help to know about
counselling in helping profession. An attempt has been
made to introduce to the basic concept of counselling,
the need of counselling, the goals of counselling, the
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important theories and models of counselling and scope
of counselling in social work profession. Now it will be
possible to define and introduce about counselling,
explain the relevance of counselling and assimilate the
concept and theories of counselling in the profession of
social work.
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COUNSELLING PROCESS
*Suresh Pathare

Introduction
As discussed in the previous chapter counselling is an
interpersonal process through which guidance and
support is provided to persons with psychological
problems. This process is for bringing about self
transformation in the person. It is the process by which
a skilled person aids another person. It must be noted
that counselling is not a one time event or meeting. It is
carried over a period of time and it passes through
various stages. Each stage is distinctively different and
the counselors have to follow a sequence of steps in
each stage. Further the counselor is required to use
specific skills in each stage.
Therefore, an attempt has been made to briefly explain
the counselling process and the stages of counselling
process. This chapter is divided into six parts. In the
first part it is attempted to explain the meaning and
importance of process. The remaining parts illustrate
the stages of counselling process. While discussing these
stages the skills required by social work professional
(counselor) at each stage is highlighted.
Dr. Suresh Pathare, TISS, Tuljapur
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The Counselling Process
Prior to discuss about the various stages in the process
of counselling let’s understand the meaning and
importance of counselling process. The term counselling
process means a systematic professional help given to
an individual. The analysis of various view-points and
definitions of counselling points out that:
i.

It is a process of helping the individuals to help
themselves. It involves helping the individuals to
recognize and use their own inner potentials, to set
goals, to make plans and to take action accordingly.

ii. It is a continuous process as it is needed at the
different stages of life viz. childhood, adolescence,
adulthood and even in old age.
iii. The process involves a sequence of stages and steps
which are followed by the trained professionals in
order to help the client.
The importance of understanding the counselling
process is that it guides the worker in forecasting
probable future scenarios, setting objectives,
organising perceptions assessing clients problems,
developing realistic and optimistic expectations that
are stage specific and initiating different programmes
according to the specificity of the stages.
However, it should be noted that individual behaviour
is complex and sometimes may not fit into preconceived
and predetermined stages always. One is not discussing
here the exceptions but the generally practiced
sequence of the stages in the counselling process. These
are not rigid compartments. One may smoothly pass
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into the next stage and sometimes the counselor has to
go backwards to a prior stage, and then again proceed
to the next. The whole process of counselling is meant
to help the persons to get from where they are to where
they want to be.
The process of counselling has been discussed by many
authors. However, some of the authors’ views in this
regard will be discussed here. With regards to counselling
process Judy Harrow (2001) writes, ‘One way to
understand the process of change is as an ongoing spiral.
Like all models, this is simplified, but the simplification
helps one to understand a very complex process. … Every
human being has many facets. One can grow at a
different rate (or even regress) in each facet, in different
periods of ones life’.
Marjorie Neslon (2001) has given the following nine steps
in the counselling process:
1. Establish a safe, trusting environment.
2. Clarify: Help the person put their concern into
words.
3. Active listening: find out the client’s agenda.
a)

paraphrase, summarize, reflect, interpret

b) focus on feelings, not events
4. Transform problem statements into goal statements.
5. Explore possible approaches to goal.
6. Help person choose one way towards goal
Develop a plan (may involve several steps)

Counselling Process

209

7. Make a contract to fulfill the plan (or to take the
next step).
8. Summarize what has occurred, clarify, and get
verification.
Evaluate progress
9. Get feedback and confirmation
According to G. Egan, G. (1986) successful counselling
can be seen as a three-stage process
1. Ex p lora tion : the client clarifies his/her
understanding of the problems that have brought
him/her to counselling. The client explores and
clarifies problems. The counselor helps the client
tell his or her story, focusing and clarifying as well
as pointing out blind spots and helping to generate
new perspective.
2. Planning: he develops strategies to improve his
situation. The client develops a plan for change. The
client imagines a new scenario and develops goals
to achieve it. The counselor encourages a
commitment to change.
3. Act ion: he takes concrete steps to achieve
measurable change. The client moves toward the
preferred scenario. The counsellor helps the client
develop strategies for action and encourages him or
her to implement plans and achieve goals.
Fuster (2005), while presenting the Carkhuff’s models
of counselling has presented the counselling process in
five stages as attending, responding, personalizing,
initiating and evaluating. He has also given the details
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of attitudes and skills required of the counselor at each
stage. In literature about counselling, one also finds
the process comprising of four stages as initial interview,
the assessment, the middle phase and the termination.
The counselling process is discussed on the basis of the
stages mentioned above.

Preparatory Stage
The preparatory stage is very important for the
counsellor and the counselee. This stage is prior to the
actual counselling process. It is the point when the
client/person is getting ready to accept professional
help. The preparatory stage helps the client to get to
know the counsellor better, and to obtain reassurance
and even crisis support when necessary. At this stage,
the client and the counsellor approach each other and
try to understand the possibilities of working out an
agreement between them. The counsellor explains the
nature and goals of counselling, and they get agreed
upon the practical arrangements for counselling with
the client. This stage is important for the counsellors as
it helps them to know the client better, and make
appropriate plans for the intervention. These plans
include taking up the client for counselling or referring
the client to another, appropriate treatment service.
Thus, the preparatory stage is important for the client
and the counsellor to begin the process of understanding
and accepting one another. The preparatory stage is
very important because unless the counsellor gets the
counsellee interested in beginning counselling, nothing
will happen. This stage can be called as attending as it
is meant for paying attention to each other.
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In the first meeting between the counsellor and
counselee, they get to know each other and some briefing
and discussion takes place about the counselling need
and service. The clients often come with unclear and
ambiguous ideas about their own problems. They are
vague and uncertain in their communication. Often their
thoughts are muddled, and heavily laden with emotional
content. Many times clients are brought to the
counselling or they are compelled to do so by family
members, friends or referral agencies. Such clients come
with some apprehensions and inhibitions. In such cases
clients are, more often than not unlikely to cooperate
whole-heartedly with counselling.
Fuster (2005) has listed some of the questions that the
counsellee raises at this stage. The counsellee has many
questions in his/her mind, such as, is the counsellor
interested in me? Is he/she willing to give me time and
listen carefully? Can I share my intimate thoughts and
feelings with him? Does the counsellor has anything I
can Use? Would he be successful in my world? Can he
help me?
On the part of counsellors the basic skills required at
this stage are social skills, attending physically,
observing and listening and the attitudes required are
respect, genuineness and empathy. The social skills
include greeting skills, politeness skills and kindness
skills. Greeting skills means using the customary ways
of greeting clients nicely, in mutual self-introduction,
in acknowledging them and what they want to say.
Politeness skills are an expression of one’s sensitivity to
the feelings and opinions of others, of one’s respect for
others, of one’s gratitude to others. And kindness skills

212

Case Work and Counselling: Working with Individuals

are about expressing one’s good wishes for others and
readiness to do something for others. Social skills
facilitate interpersonal interaction and give a chance to
explore each other and the goals of the relationship.
The skills of attending physically consist of the
counsellor’s ability to give his/her full attention to the
counsellee and to communicate his/her interest through
non-verbal messages. The purpose of attending
physically is to involve the counsellee in the counselling
process. The skill steps of attending physically are four
actions or behaviours, which should flow from the
attitudes of respect, genuineness and empathy. The
skills of observing at this stage consist of the
consunsellor’s ability to see the counsellee’s behaviours
and take clues from their non-verbal messages. The
observation helps the counsellor in understanding how
the client feels.

Exploratory Stage
The second stage in the counselling process is
exploratory. In this stage the client and counsellor meet
in the counselling room. It is the first session of
counselling in which the intake process or admission of
the client into the formalities of counselling are
completed. The actual counselling begins at this point
of time. This stage follows the preparatory stage. This is
like building something on the foundation of the first
stage in which the counsellor has established some
rapport and prepared the client for the counselling
sessions. The exploratory stage is meant for entering
into the counsellee’s frame of reference in order to
accurately understand how s/he experiences the world.
The purpose of this stage is also building the counsellee’s
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trust in the counsellor. Further the counsellor tries to
gather more facts and data about the counsellee and
assess the client’s readiness to pass on to the next stage.
At this stage the information is obtained primarily from
the client, but it may also be sought, with the permission
of the client, from significant other in the client’s life.
The areas of enquiry for getting information include the
following:
1. The problem, and its effects on the client and his
environment;
2. Probable factors that create and maintain these
problems;
3. Probable factors that may relieve these problems;
4. The clients understanding about the problem and
efforts to tackle the problem.
Information is also obtained about the client’s personality
and life which include:
1. The client’s adjustment at home, at work, with
friends, with persons of the opposite sex, and with
society in general;
2. The client’s strengths and weaknesses, good and
bad habits, likes and dislikes; and,
3. how the client spends his time or runs his life.
Further information is obtained about the client’s
environment which include the family, friends, the
colleagues at workplace and other social, occupational
and leisure areas.
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Accurate understanding of the person is very essential
for counselling. This is done at this stage through
stimulating the counsellee to a deeper self-exploration.
During the initial interviews the client shares and
clarifies the problems that have brought him/her to the
counsellor. Often, the client comes without having clarity
of own problem. The counselor helps the client to share
his or her story, focusing and clarifying the issues. The
counselor, based on the information given by the client,
prepares the case file. The counsellor at this stage helps
the client through self exploration to arrive at the
statement of the problem in clear and unambiguous
terms. The assessment of client’s motivation and
readiness to move on to the next stage is very important
at this point. If the counsellor understands that the
client is poorly motivated for counselling, by giving
feedback and in consultation with the client they may
decide on whether to go ahead with counselling or not.
Infact assessment of client’s motivation is an ongoing
process in counselling.
During the initial interviews, at this stage, the client
and the counsellor get into a formal or informal
agreement. This agreement is a sort of contract which is
essential. The terms of this understanding are basically
that the counsellor will work sincerely to accept,
understand and help the client, which the client will
cooperate to in the best possible manner in matters
such as self-revelation, truthfulness, and adherence to
the counsellor’s suggestions. At this point of time the
details about counselling and the necessary practical
arrangements for counselling such as duration, timing,
the frequency of sessions, payment schedule (if charged),
etc. are worked out clearly with the client.

Counselling Process

215

On the part of counsellor, all the skills used in the first
stage continue to be used by the counsellor at the stage
of exploration. It must be noted that all the skills are
cumulative and the whole process of counselling is
graduallly built up. In the first stage by attending,
observing and listening to the counsellee the counsellors
communicate their interest in helping the client. While
interviewing the client, the counsellor attempts to gather
verbal and non verbal data about the client. After
gathering data the counsellor must integrate the data
into something meaningful in order to appropriately
respond to the clients’ feelings and content. Thus at
this stage the counsellors use the skill to label correctly
the counsellee’s feeling, the reason for the feeling and
to communicate this understanding to the counsellee.
This is done by integrating the observations and
understanding to the appropriate feeling, word for
responding to the client. As the counsellor keeps
accurate responding, the client builds up trust in the
counsellor. This trust in the counsellor together with
the counsellor’s attitudes of empathy, genuineness and
respect will prepare the counsellee to go deeper into
self-exploration. When the counsellor senses that the
client has explored all relevant areas of her personality
then the counsellor must summarise the understanding
about the main feelings and experiences expressed by
the counsellee. This summary must be accepted and
approved by the counsellee. Thus the acceptance and
approval to the counsellors understanding is clients
signal to move to the next stage.

Planning Stage
The third stage in counselling process is planning an
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intervention for the client. This stage is also called as
personalising the problem and the goal. This is in
continuation with the earlier stage. At times this
overlaps. While discussing the last stage it has been
seen that through the process of self exploration the
counsellor helps the counsellee to understand where
s/he is with respect to where s/he wants or needs to
be. Once the client accepts and acknowledges the
counsellor’s response in the form of summary, s/he
shows readiness to formulate appropriate goals and plans
for the intervention. The counsellor must ensure the
clients readiness; otherwise the process will not be
helpful to the client.
For a few sessions after the initial stage of self exploration
the counsellor continues to assess the clients’
psychological framework and problem situation. After
obtaining a general understanding of the client’s
problems and expectations, specific goals of counselling
needs to be set. The counsellor guides the client in
setting the specific goals. Such goals are often stated as
specific emotional and behavioural changes that are
acceptable and desirable to the client and to society. It
is important to break down the goals into their logical
sub-components or sub-goals, which by virtue of such
identification, are more easily tackled. The specific goals
are useful in monitoring the progress of achieving these
goals. Involvement of the client in setting the goals is
very important.
At this stage, the counsellor uses the skill of
personalising the problem and the goal together. This
makes the client take responsibility and accept their
contribution to the problem situation. The counsellee’s
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contribution to the problem or personal limitation must
be expressed in concrete behavioural terms. This
contribution is something negative and is generally
something that the counsellee is doing or not doing. In
this case while planning the goal it is just the opposite
of the problem and, thus it channels the counsellee’s
energy into something positive and constructive. For
example, if the client’s problem is that he cannot control
his temper, the goal is to control his temper.
The purpose of this stage is to help the client to plan
where they want to be. This stage is the crucial stage of
the counselling process and the success of counselling
entirely depends on it. If the plan has been carefully
designed with the involvement of the client, then
satisfactory results will be achieved. Thus, the counsellor
helps the client by identifying appropriate and
systematic steps suitable to the client. Based on the
understanding of the client the counsellor may suggest
some modification or changes in behaviour pattern or
life style of the client. The client may have to undergo
certain therapy or some sessions.
It is the stage during which the counsellor analyses the
clients’ feelings and behaviour, provides constant
feedback, support and guidance to plan behavioural
change. While planning change the following questions
are addressed:

What are the emotional factors that have to be
corrected to resolve the dysfunctional behaviour?

What are the faulty ways of thinking that the client
manifests that need to be corrected for a resolution
of the dysfunctional behaviour?

218


Case Work and Counselling: Working with Individuals

What are the social and environmental factors that
have to be addressed to resolve the dysfunctional
behaviour?

The skills of the counsellor lies in stimulating the
counsellee to use her resources and contribute towards
dealing with own problem. Counselling is about
actualising human potential. One grows as a person
when one utilises his/her own personal resources. At
this stage the counsellor goes more deeply in sharing
his/her understanding of the client and tries to create
awareness about the client’s contribution to his/her own
problem. The skills mentioned in the preparatory stage
and the skills mentioned in the explorations stage are
carried over to this stage also. While helping the client
to personalise the problem and planning an action by
setting a goal the counsellor should attend, observe,
listen, respond and personalise by making the
counsellee aware of her deficit behaviours in
implementing the plan of action (Fuster,:2005). Along
with all the skills and attitudes the counsellor at this
stage uses confrontation and immediacy. The
confrontation here is an action which is initiated by the
counsellor based on his/her understanding of the
counsellee. The counsellor observes some discrepancy
in the counsellee’s behaviour and brings it to his/her
awareness. The purpose of confrontation is to reduce
the ambiguity and incongruities in the counsellee’s
experience and in his/her communication to the
counsellor. It aims at motivating personal growth.
Another skill used at this stage is immediacy. Immediacy
is dealing with the feeling between the counsellee and
the counsellor in the here and now. Immediacy overlaps
somewhat with confrontation but it is different. In
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responding with immediacy the counsellor used the
observed discrepancy in the counsellee to interpret the
here and now relationship with the counsellee.

Action Stage
Once the planning stage has established where the
client is with respect to where s/he wants to be, the
action stage begins. This stage is also called by Fuster,
as initiating stage. At this stage, the client moves toward
the preferred state. The counsellor helps the client
develop strategies for action and encourages him or her
to implement plans and achieve goals. The counsellor
helps the client by identifying appropriate and
systematic steps suitable to his/her need and resources.
These steps are taken gradually to reach the goal. The
focus of this stage is to motivate the client to act in
order to solve his/her problem. This is done by
identifying what can be done to reach the goal and by
taking up specific steps in such a way that the counsellee
realises that the goal is attainable.
The client is helped to achieve the goal through various
available counselling models and techniques. Some of
the models used at this stage are: Rational Emotive
Therapy (RET), Transactional Analysis (TA), Gestalt
Psychotherapy (GT), Learning theories (LT), etc. and
some of the techniques used are supportive and
behavioural, cognitive and psychoanalytical, problem
solving and other. Some of these techniques are
discussed in detail in later units of this block. The
therapeutic gains during the action stage include:


Resolution of emotional crisis;



Resolution of problem behaviours;
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Improved self-confidence and self-esteem;



Improved self-control and frustration tolerance;



Improved reality orientation and appraisal of threats;



Improved communication and problem-solving skills;
and



Improved overall adjustment, judgment, and
emotional stability.

This presupposes that the counsellor is aware and
trained in various models and techniques of counselling
and is competent to use them. The skills at this stage
used by counsellor include all the skills used until this
stage as well as skills in setting goal clearly, identifying
appropriate steps to the goal and formulating the steps,
etc. The counsellor uses his/her skills in presenting a
goal very relevant to the client’s need, devising practical
and concrete steps within the capacity and available
resources of the client and helping the client in taking
the first step. The programme of action must be devised
in accordance with the capacity and awareness of the
client so that while taking action they must experience
the good feeling that they can do it and get motivated to
take the first step.
The counsellor should note that to make the action plan
more effective it must emerge from the counsellee’s frame
of reference and he/she must have acceptance for that.
The plan of action to the goal is on various levels;
physical, emotional, intellectual, interpersonal and
spiritual. Effective plans are based on a holistic approach.
It means, in attempting to help the client with a personal
problem, the counsellor must suggest steps which cover
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all the levels of his/her personality i.e. biological,
psychological, sociological and spiritual levels. As
suggested by Fuster, on the biological level, plan may
include various ways of improving the counsellee’s
physical health, such as rest, diet, vitamins, exercise,
etc. On the psychological level action may include
training in responsiveness and assertiveness, training
in how to modify one’s attitudes, etc. On the sociological
level, it may include procedures to modify the
counsellee’s social environment. This may be done
either by moving away from some stressful situation or
by helping the counsellee to modify his/her attitudes
and his/her interpersonal relationships. On the spiritual
level, plans may include meditation and prayers for
strength and courage, trust in God, etc.

Evaluation and Termination Stage
Evaluation is an important part of the counselling
process. It is essential that the counsellor undertakes
evaluation before the termination of the process.
Evaluating means to review how the counselee has taken
the action in order to achieve the goal and in view of the
plans how far the client is progressing. Assessment or
evaluation of client’s progress is an ongoing process
which begins right in the first stage. However, it is done
at this stage with the purpose of terminating the process.
Counselling should never be abruptly terminated. The
termination of counselling is systematically done after
following a series of steps. The counsellor during the
evaluation and termination stage ensures the followings:
1. Evaluating readiness for termination of counselling
process;
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2. Letting the client know in advance about the
termination of counselling;
3. Discuss with client the readiness for termination;
4. Review the course of action plan;
5. Emphasis the client’s role in effecting change;
6. Warning against the danger of ‘flight into health’;
7. Giving instructions for the maintenance of adaptive
functioning;
8. Discussion of follow up sessions; and
9. Assuring the availability of counsellor in case of
relapse into dysfunction.
While discussing about this stage, it is important to know
when and how the counsellor should discontinue the
counselling process. The client is the point of reference
to make this decision. As the client gains desired
benefits, the client her/himself may suggest that there
is no further need for continuation. Sometimes
termination may depend upon external influences, such
as time constraints or unforeseen contingencies. The
counselling may also terminate because the client feels
that s/he does not wish to continue; or, because both
either decide that no progress is being made towards
the set goals.
As it has been discussed in planning stage, counselling
is always conducted with predetermined goals. The goals
may be modified as required during the course of
therapy. The counsellor develops specific plan for each
client. Accordingly, as action plan progresses and the
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goals of client are progressively attained, the counsellor
must evaluate and assess the readiness to terminate
the process.
The counsellor must give adequate advance notice of
termination so that clients can psychologically orient
themselves towards independent functioning. Such
notice of termination is also necessary to give the client
an opportunity to raise issues that she/he had not
discussed. Failure to provide adequate notice of
termination may lead to crisis in functioning when the
termination is announced. The clients appraisal of the
situation is essential while terminating counselling
sessions. The counsellor should discuss with the client
about his/her readiness to terminate. The discussion
may include client’s understanding of what has
transpired during the process, his/her doubts and
misconceptions, and confidence to handle future
situations. While terminating counselling, it is important
that the client is warned against the ‘flight into health’
which keeps him/her aware of the realities of the
situation and the possibilities of relapsse after returning
to the unsupervised environment. Since the risk for
setbacks, temporary or otherwise, after termination is
high, the client should be given adequate counselling
about how to handle potential troublesome situations.
Further, while reviewing the whole process, the
counsellor draws to the client’s attention the problems
initially identified with him/her, the goals that were
agreed upon and the plan of action employed to attain
the goals, tasks given, interpretations and insights that
resulted, progress and setbacks in the process, and such
other issues. In order to make the client more confident
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the counsellor must make the client known about the
role that s/he has played. The counsellor should also
explain that his/her role has been that of a guide to the
client on his journey to achieve the set goal.
Lastly, at this stage some discussion of follow up sessions
and continued uncritical accessibility of the counsellor
to the clients is necessary. There is need for the client
to continue to maintain contact with the counsellor for
continued assistance for the maintenance of the
functional equilibrium. The frequency of such follow-up
sessions is based upon individual circumstances, and
can increase or decrease depending upon the need.
Therefore, the counsellor should stress on ‘open doors’
which refers to easy accessibility of the counsellor to
the client. The clients must be made feel that he/she
need not feel guilt in case he/she relapses into
dysfunction and he/she should be made to feel that
the counsellor will always be available to him/her.

Conclusion
After going through this chapter, one gets an
understanding about the basics of counselling process.
Now you must have become aware about where and how
to begin, what to do and when, etc. This chapter was
intended to help you know about the counselling process
and the various stages in the counselling process from
beginning to end. As discussed in this chapter an
attempt is being made to understand the counselling
process and the stages given by different scholars. We
have tried to discuss the process in five stages viz.
preparatory stage, exploratory stage, planning stage,
action stage and evaluation and termination stage. At
each stage, we have also discussed the skills used by
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counsellor. Now you will be able to explain the
counselling process, describe each stage through which
counselling passes and appreciate the skills counselors
has to use in each stage and the sequence of stages s/
he has to follow.
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SUPPORTIVE AND BEHAVIOURAL
TECHNIQUES IN COUNSELLING
*Suresh Pathare,
Neeloferr Lokhandwala

Introduction
This chapter presents supportive and behavioural
techniques used by counsellor in the process of
counselling and helping the clients. The supportive and
behavioural techniques come under the category of
Insight Therapies.
Discussion on all the different supportive and
behavioural techniques will take much more time and
space. Therefore, it is planned to introduce some of the
techniques commonly applied during the course of
counselling under this category.
An attempt has been made here to briefly explain the
basic concepts, background and some of the common
techniques used in supportive and behavioural
therapies. This chapter is divided into two parts. In the
first part, the basic concept and some of the supportive
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technique in counselling are discussed. The second part
is about the concept and the behavioural techniques.

Techniques in Counselling
Before beginning discussing about supportive and
behavioural techniques, let us first discuss about
techniques in couselling. As a process of couselling,
during the initial phase of counselling, the goals are set
and translated into specific action. The counsellors in
the process of couselling use their knowledge,
interpersonal skills and experience to help the client
attain the goals. While helping the client the counsellor
uses various techniques. There are many different
techniques that are used to help sort out issues or
manage mental health difficulties. Counsellors,
psychologists, social workers, and psychiatrists may
specialize in a particular approach and/or technique,
or they may use a number of approaches/techniques
depending on their training and the clients’ needs.
These techniques can be employed during all the phases
of counselling, from beginning to end. The appropriate
use and timing of these techniques depend upon the
situation and counsellor’s assessment of client’s
problem.
There are different techniques that can be broadly split
into 3 groups. These include:
i.

Insight Therapies – Techniques under this category
are often known as “talk therapy”. Talking about
experiences help the client to get an understanding
of the difficulties that they may face and sort through
possible solutions. The more common types of
insight therapy are psychoanalysis, psychodynamic
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approaches, client centred approaches, and cognitive
therapy.
A common form of insight therapy is Cognitive
Behavioural Therapy. This therapy looks at changing
negative thought patterns and maladaptive beliefs.
Maladaptive beliefs are ideas about oneself that may
not necessarily be true, but still have a negative
impact on their wellbeing. Cognitive Behavioural
Therapy (CBT) is one of the most common forms of
counselling.
ii. Behaviour Therapies- Techniques under this
category focus on the changing behaviour patterns.
Behaviour therapists often use some principles of
learning, such as providing punishments for bad
behaviour and rewards for good behaviour. This type
of therapy may be used to change compulsive
behaviours, to help with learning problems, or to
modify avoidance behaviours. With this type of
therapy it is assumed that the behaviours are a
product of learning in terms of what can and cannot
be learned.
iii. Biomedical Therapies - Techniques under this
category involves the use of drugs to help to manage
mental health difficulties. Drugs may be used to
treat anxiety, psychosis or depression. Biomedical
therapies are administered by psychiatrist or doctor
as s/he prescribes about the type and dosage of the
drugs that the client needs.
It happens that sometimes these approaches do overlap
or the social worker or counsellor uses a combination of
approaches to help the client. As every person/client is
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different, it may be that while one approach is good for
one person it may not suit someone else. The social
worker as a counsellor, sees which of the first two
categories of technique he/she is good in. It is possible
that he/she may choose to use a mixture of techniques
to help the client.

The Supportive Techniques in Counselling
Basic Concepts
Supportive techniques are skills used to bring comfort
and to guide the client. They are directed at reducing
client-distress without specifically addressing the
psychological or behaviour causes. Thus, supportive
techniques are non-specific in nature. Supportive
techniques can be used at any time during therapy,
but are commonly used during the early phases of
therapy. This is because during the later phases of
therapy, more specific techniques may be required.
The counsellor can provide brief counselling sessions
using supportive techniques like: listening actively,
giving advice, adding perspective, confirming the
appropriateness of the patient’s concerns, etc. While
using the supportive techniques the counsellor may
focus on solutions by empathizing with the patient, while
moving the dialogue toward the construction of clear,
simple and specific plans for behavioural change. This
change may be with regards to work, home, finances or
health. S/he may focus on coping strategies which may
be problem focused or emotion focused. The problem
focused strategies are directed at situations that can be
changed and emotion focused strategies are directed at
situations that cannot be changed. While helping the
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client, the counsellor needs to recognize whether a
situation can be changed or not and accordingly use
some helpful coping strategies and supportive
techniques. Some of the supportive techniques are
presented here for the understanding and their
application during the couselling sessions.
Supportive Techniques
i.

Ventilation: Ventilation means allowing the client
to freely express his problems without any restriction
or inhibition. Ventilation is an important technique
in therapy, particularly during the early phases.
Ventilation is a process in which the client is allowed
to talk and share freely his/her thoughts, feelings
and emotions. It is very helpful for various reasons.
Firstly it provides the counsellor with the opportunity
to learn about the client and his problems. This helps
the counsellor to understand his client better.
Secondly, it provides the client an opportunity to
share without getting any advice or judgment which
he/she has to commonly face when sharing his/
her problem with others in general. Here the client
is given a platform to share whatever he wishes and
be really “listened to”. Ventilation enables the client
to ‘get everything off his/her chest’ during the initial
stages of counselling. This experience helps the
client feel a sense of relief. Thirdly, as the client
expresses his/her thoughts and feelings freely about
the problem faced to the counsellor, s/he begins to
see the clients problems in a more objective light,
thereby gaining objectivity over the problems. And
thus the client becomes more likely to think of
solutions for the problems. This happens since
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through the ventilation process his/her mind gets
relieved from the heavy burden that s/he was
carrying.
ii. Catharsis: Catharsis is a letting off of steam. This
often takes the form of tears, also may include
expressions of anger and rage. Catharsis can be used
at any time during therapy, but is more helpful
during the early phase. Most persons feel better after
they have had a good cry or after they have let off
steam in some appropriate way. The release of pentup emotions in itself is therapeutic.
iii. Clarification: Clarification refers to the process
where the client is helped to sort out the thoughts
so that he gains a better understanding of the why
and how of his/her feelings and reactions. A good
counsellor uses this skill to avoid assuming/implying
or misunderstanding the client and his/her issues
and also use it to help the client gain clarity. Thus
it occurs spontaneously during the process of
counselling.
iv. Education and awareness: The provision of
information or knowledge about a topic can have a
therapeutic impact upon a client. For example, a
short, educative discussion about the harmful effects
of alcohol and drugs on the body can have long
lasting effect on subsequent behaviour. Educating
an anxious parent about the son’s rebellious
behaviour as a need of adolescents to develop their
own identities would be reassuring her and providing
relief too. Education can be provided at any time, so
that the client is sufficiently calm to absorb what is
conveyed.
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v. Guidance and Suggestion: Guidance in counselling
is mainly to provide the clients with an assurance of
and openness to advise during the period of
uncertainty and to prevent them from embarking
upon any inadvisable course of action. For example,
a depressed client may contemplate resigning from
a job because he/she thinks that he/she is
incompetent to work. Counsellors need to be
constantly alert to situations in which their guidance
may prove invaluable.
Important to note that guidance is not the same as
advising the client on various courses of action.
Guidance should be provided in a careful manner.
The client should gradually be led up to the
suggestion, almost as though the idea came from
the client himself, otherwise the suggestion could
be perceived as an infringement of his/her personal
space and responsibility of the client.
Some clients desire several forms of reassurances,
such as, they are not mad; that their problems are
not beyond remedy; what they have done is
forgivable etc. The counsellor as a trusted and
impartial confidant is in a special position to provide
such reassurance. This does not mean that the
counsellor should blindly lie, but genuine words of
comfort reassure an apprehensive client.
At times, there are clients with low self-esteem and
low confidence. The counsellor constantly needs to
remind such clients of their positive attributes, their
achievements, and capabilities. Clients are better
equipped to face their problems when they
understand that there are aspects in them that do

234

Case Work and Counselling: Working with Individuals

deserve appreciation in their personality and
behaviour.
vi. Environmental Manipulation: There may be
aspects in the client’s environment that may be
contributing to the problem situation. Bringing
changes in the environment could be helpful. For
example, a drug addict could be told to avoid the
company of friends who persuade him to take drugs.
An alcoholic’s wife could be advised to take extra
care not to label her husband as an alcoholic when
he is on the road to recovery. Quarrelling siblings
could be told to temporarily stay apart. Spouses
constantly quarreling could be advised to go on a
short holiday during which they could rediscover
their joy.
vii. Externalization of Interests: Persons who seek
counselling may be too overwhelmed by their
problems. These problems dominate their lives and
disturb them persistently. If the client is helped to
take time off from ruminating on his problem for a
short while, it would provide him some relief and
happiness. This could be done by externalization of
interests which seeks to divert the client’s attention
from the oppressive thoughts running in his mind
to the pursuit of some activity or interest.
Externalization of interests is of special value with
clients who are experiencing genuine, seemingly
irremediable stresses. For example, a son who is
subjected to continuous nagging by his parent could
be encouraged to take up a hobby that will engage
his interest and take his mind away from his home
issues. A client, who is convinced that he has no
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compelling reason to live, could be encouraged to
do some volunteering at a local orphanage or an
aged home. Other options are:
viii.
The Deliberate Pursuit of Pleasure: When
clients are highly stressed and their concerns
irremediable, the counsellor could prescribe
deliberate pursuit of pleasure. For example, the
counsellor may suggest that the client visit the
theatre once a week with a good friend. He may ask
the client to think, each morning, “What can I do
today to make get out of bed with interest?”
The deliberate pursuit of pleasure is a technique
that must be pursued with much care. In using this
technique the counsellor should convey to the client
not to engage in any illegal, immoral or harmful
activity. An example of a harmful pursuit of pleasure
would be persons, living below the poverty line,
foolishly adopting alcoholism as their only source
of comfort.
ix. The Utilization of Social Support: Many times
clients tend to cut off from their social ties due to
being disturbed by problem situations. Thus, clients
are encouraged to renew intimate bonds which
provide for social and emotional comfort and support.
Many persons in distress can benefit from an
increase in their social networks. For instance, an
unhappy married spouse could be encouraged to
build up social networking with relatives, friends,
and neighbours. The increased socialization will
provide for an outlet for the suppressed emotions.
Alcoholics could join Alcoholics Anonymous while
their wives could join Al-Anon, and their children
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Al-Teen. Clients with drug-related problems could
join the Narcotics Anonymous.
x. Physical Exercise and Medication: Physical
exercise has an effect on one’s mental health too.
Exercise stimulates the release of beneficial
chemicals, especially serotonin, in the brain and
relaxes the body. Participating in games, such as
volleyball, table tennis and badminton can be
elating.
Clients with minor psychological problems such as
anxiety or depression can sometimes benefit from
medication. Medication to improve other aspects of
health can also improve the quality of their life and
facilitate progress of counselling.
xi. Prayer, Meditation and Other Forms of Relaxation:
If the belief systems of the counsellor and client
permit it, recommendation to prayer could be of
immense psychological and spiritual comfort to the
client.
There are several forms of relaxation that can benefit
persons who are anxious or worried such as yoga,
transcendental meditation, vipassana, etc.

The Behavioural Techniques in Counselling
Having discussed the supportive techniques of
counselling we will now discuss here behavioural
techniques in counselling. Prior to discuss the
behavioural techniques, one needs to understand its
theoretical basis and basic premise on which this
technique is based. As mentioned above, the behavioural
techniques in counselling are about helping the client
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analyze behaviour, define problems, and select goals.
This is based on the premise that primary learning
comes from experience.
Basic Concept
The use of behavioural techniques is based on the
theories of Behaviourism. Behaviourism is a school of
psychology founded by psychologist John Watson.
Behaviourism emphasizes the present rather than the
past. Therefore, it is also called as “here and now”
approach. Behavioural techniques are predominately
symptom (behaviour) oriented and show little or no
concern for unconscious processes, achieving new
insight, or effecting fundamental personality changes.
The behaviourists believe that all the behaviours are
learnt after birth. The problem arises because of the
faulty learning. In order to resolve the problem one needs
to correct the behaviour by relearning. Behavioural
techniques are based on three major theories of learning
– classical conditioning theory of Ivan Pavlov,
instrumental conditioning theory of B.K. Skinner and
observational learning theory of Albert Bandura. We will
briefly present these theories.
i.

Classical Conditioning Theory: The Russian
psychologist Ivan Pavlov propounded this classical
conditioning theory. After his classical experiment
on dog he concluded that when A followed by B in
series of trails B evoke responses of A. e.g. When a
child see the nurse in white apron giving injection
which is painful, she starts associating white dress
with pain and whenever she sees white colour starts
giving response of fear. Thus according to this
theory, persons learn through the association
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between stimuli. One can recognize similarities and
differences between the stimuli. At times persons
develop problematic behaviour because of
association between two or more stimuli like height
and fear, crowd and anxiety, examination and worry,
etc.
ii. Instrumental Conditioning: This learning theory
was postulated by U.S. based psychologist, B.K.
Skinner. Based on his work, Skinner established
that we learn by reward and punishment. The
pattern of reward-giving, both in time and frequency,
is known as a “schedule of reinforcement.” Skinner
in his classical experiment on rats had made an
arrangement that when a rat pressed the lever in
the cage food was served. Initially the rat pressed
the lever by chance but after few trails it learnt that
pressing lever gives food. Thus when it felt hungry
it started pressing lever. Thereafter on pressing the
lever instead of food the rat was given electric shock.
With this it stops pressing the lever. Thus, if a
particular behaviour gets reward, it increases while
punishment prevents persons from behaving in a
particular way.
iii. Obs erva tiona l Lea rnin g: This th eory was
propounded by Albert Bandura. According to this
theory one learns by observing others. The person
whom one observes becomes model in this case.
Individuals often do not go by their own experiences
but they observe consequences of others behaviour
and decide to own behaviour accordingly. If the
model is rewarded for a particular behaviour, than
that behaviour is imitated. On the contrary if the
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model did not get rewarded the observer will avoid
such behaviour. The most widely used techniques
based on this theory is modeling.
From the theories given above, the general assumptions
can be summarized as follows:


All the behaviour is learnt



Enviornmental variables determine response



Behaviour can be predicted and controlled



Behaviour can be changed by weakening or
withholding association, reward and punishment



Problem is due to faulty learning and for correcting
it, relearning is a must.

Behaviour-therapy techniques have been applied with
some success to such disturbances as enuresis (bedwetting), tics, phobias, stuttering, obsessive-compulsive
behaviour, drug addiction, neurotic behaviours of
“normal” persons, and some psychotic conditions. It has
also been used in training the mentally disturbed cases.
Some of the Behavioural Techniques
i.

Behaviour modification: It is a technique used by
counsellor to improve behaviour, such as altering
an individual’s behaviours and reactions to stimuli
through positive and negative reinforcement of
adaptive behaviour and/or the reduction of
maladaptive behaviour through punishment. It is a
technique for increasing adaptive behaviour through
reinforcement and decreasing maladaptive
behaviour through punishment. One way of giving
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positive reinforcement in behaviour modification is
in providing compliments, approval, encouragement,
and affirmation; a ratio of five compliments for every
one complaint is generally seen as being effective
in altering behaviour in a desired manner. People
have consequences for their actions both positive
and negative. If it is a positive consequence there is
a high chance of the behaviour being reinforced.
ii. Sys tema tic dese nsit izat ion: Systematic
desensitization is a behavioural technique used
mainly to overcome phobias and other anxiety
disorders. It is based on Pavlovian‘s principle of
classical conditioning. When individuals have
irrational fears of an object, such as height, dogs,
snakes, and closed spaces, they tend to avoid it.
Escaping from the phobic object reduces their
anxiety. Each time a person is faced with a phobic
object he/she learns to escape as a way of
overcoming fear. However the person does not
overcome his/her fear for the phobic object.The goal
of systematic desensitization is to overcome this
avoidance pattern by gradually exposing the person
to the phobic object until it can be tolerated. This
will be challenging for the person at first to deal
with the fear, but gradually, most will overcome this
fear. In classical and operant conditioning, the
elicitation of the fear response is extinguished to
the stimulus (or class of stimuli).
The process of systematic desensitization involves
at first teaching relaxation skills. Once the individual
has been taught the skill, the next step is to develop
a hierarchy of fearful situations/ anxiety provoking
situations.

Supportive and Behavioural Techniques in Counselling

241

In systematic desensitization there is a gradual
exposure to the feared objects or situations. For
example, in fear of the snake, the therapist would
begin by asking the client to develop a fear
hierarchy, listing the relative unpleasantness of
various types of exposures. Seeing a picture of a
snake in a newspaper might be rated 5 of 100, while
having several live snakes crawling on one’s neck
would be the most fearful experience possible. Once
the person has practiced the relaxation technique,
the therapist would then present them with the
photograph, and help them calm down. They would
then present increasingly unpleasant situations: a
poster of a snake, a small snake in a box in the
other room, a snake in a clear box in view, touching
the snake, etc. At each step in the progression, the
person is desensitized to the phobia through the
use of the coping technique. They realize that
nothing bad happens to them, and the fear gradually
extinguishes.
iii. Exposure and Response Prevention (ERP): is a
treatment method used for a variety of anxiety
disorders, especially Obsessive Compulsive Disorder.
It is an example of an Exposure Therapy along with
Response Prevention. This method is based on the
idea that a therapeutic effect is achieved as persons
are made to confront their fears and discontinue
their escape responses to their fears. An example
would be of a person who repeatedly washes hands
to keep them clean /checks light switches to make
sure they’re turned off. They would carry out a
program of exposure to their feared stimulus that is
not washing hands / leaving lights switched on while
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refusing to engage in any safety behaviours. Thus
they practice a resolution to refrain from the safety
behaviours which is to be maintained at all times
and not just during specific practice sessions. Thus,
not only does the subject experience habituation to
the feared stimulus, they also practice a fearincompatible behavioural response to the stimulus.
iv. Flooding: This is a behavioural technique used by
counsellor to treat phobia. It works by exposing the
patient to their painful memories, with the goal of
reintegrating their repressed emotions with their
current awareness. ‘Flooding’ is an effective form of
treatment, works on the principles of operant
conditioning—person change their behaviours to
avoid negative stimuli. According to Pavlov, we learn
through associations. If one has a phobia it is
because he/she associates the feared object or
stimulus with something negative.
A therapist using flooding to treat a phobia might
expose a patient to vast amounts of the feared
stimulus, hence if the person has fear of spiders,
the therapist might lock them in a room full of
spiders. While the person would initially be very
anxious, the mind cannot stay anxious forever.
When nothing bad happens the person begins to
calm down and from that moment on associate, a
feeling of calm with the previously feared object is
achieved.
v. Operant conditioning: This technique involves the
use of consequences to modify the occurrence and
form of behaviour. Operant conditioning is
distinguished from classical conditioning in that
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operant conditioning deals with the modification of
“voluntary behaviour” or operant behaviour. Operant
behaviour “operates” on the environment and is
maintained by its consequences, while classical
conditioning deals with the conditioning of
respondent behaviours which are elicited by
antecedent conditions. Behaviours that are
conditioned via a classical conditioning procedure
are not maintained by consequences.
Reinforcement and Punishment, the core tools of
operant conditioning, can be either positive
(delivered following a response), or negative
(withdrawn following a response). This creates a total
of four basic consequences, (Reinforcement positive
and negative and punishment positive and negative)
with the addition of a fifth procedure which is
extinction (i.e. when there is no change in
consequences following a response). It’s important
to note that organisms are not spoken of as being
reinforced, punished, or extinguished; it is the
response that is reinforced, punished, or
extinguished. Naturally occurring consequences can
also be said to reinforce, punish, or extinguish
behaviour and are not always delivered by people.
vi. Shaping: Shaping is a particular technique used to
create a behaviour that is not already occurring. It
uses positive reinforcement. A reinforcer is delivered
for behaviours that “approximate” the target
behaviour. Gradually, reinforcement is provided for
behaviours that more closely resemble the target
behaviour. For example- many are taught to ride a
bicycle using a shaping procedure. First, one had a
tricycle, second, a bicycle with training wheels and
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third, a bicycle without training wheels. Thus, one
didn’t move on to the next step unless the current
one was mastered. A kid that couldn’t ride a tricycle
was not given a bicycle. Once the target behaviour
was achieved, the previous behaviour ceased to be
reinforced.
vii. Chaining: It is employed when an entire sequence
of behaviour is required. For example, baking a cake
does not result from a single behaviour. Rather, it
is the outcome of many behaviours starting with
obtaining the ingredients and ending with removing
the baked cake from the oven at the proper time
The types of chaining procedures include forward
chaining and backward chaining.
Forward Chaining- Starts training with the first
behaviour in the sequence. Subsequent steps are
then added. An example –many are taught to tie
the shoes using a forward-chaining procedure. Step
1: flip one of the laces over the other, Step 2: pull
the end of the top lace under the other, Step 3:
etc…Reinforcement is provided at the last step. More
steps are required in subsequent sessions.
Backward Chaining - Start training with the terminal
behaviour. Preceding steps are then added. An
example-many are taught to drive using the
equivalent of a backward chaining procedure. One
is taught how to use the brake before he/she is
taught how to make the car go very fast. Toilet
training is often accomplished using backward
chaining. Children are often taught to use the toilet
before being trained to “ask” to use the toilet
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viii.
Covert conditioning: This technique is to assist
people in making improvements in their behaviour
or inner experience. The method relies on the
person’s capacity to use imagery for purposes such
as mental rehearsal. Effective covert conditioning is
said to rely upon careful application of behavioural
treatment principles such as a thorough
behavioural analysis.
ix. Observational learning: This technique is also
known as: vicarious learning or social learning or
modeling. It is about the learning that occurs as a
function of observing, retaining and, in the case of
imitation learning, replicating novel behaviour
executed by others. As mentioned above, it is
psychologist Albert Bandura, who implemented and
initiated social learning theory. It involves the
process of learning to copy or model the action of
another through observing another doing it.
There are 4 key processes of observational learning
viz. attention, retention, reproduction and
motivation. Observational learning is different from
imitation. Observational learning leads to a change
in behaviour due to observing a model. This does
not mean that the behaviour exhibited by the model
is duplicated. It could mean that the observer would
do the opposite of the model behaviour because he
or she has learned the consequence of that particular
behaviour. For example learning what not to do. In
such a case, there is observational learning without
imitation. Observational learning can take place at
any stage in life. The best role models are those a
year or two older for observational learning.
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x. Contingency management: This technique is a type
of treatment used in the mental health or substance
abuse fields. Clients are rewarded (or, less often,
punished) for their behaviour; generally, adherence
to or failure to adhere to program rules and
regulations or their treatment plan. With children
with conduct disorder, token systems are highly
successful. Contingency management includes
techniques such as shaping, time-out, and token
economy. In token economy clients earn tokens
which can be exchanged for items contingent on
approved behaviour expected from them.
xi. Assertiveness training is the broad term for a
structured group situation that facilitates the
acquisition of emotionally expressive behaviour.
Many people have difficulty expressing anger which
is socially acceptable. Through assertiveness
training, a person can learn to respect his/her
feelings and that of others too without causing any
hurt to self or others. This training is usually done
through role-plays. Such training is based on the
behavioural concept that once the appropriate overt
expressions of emotions are learned, practiced, and
reinforced, the correlated subjective feelings will be
felt.
xii. Aversion therapy: It is a technique that causes a
person to reduce or avoid an undesirable behaviour
pattern by conditioning him/her to associate the
behaviour with an undesirable stimulus. The chief
stimuli used in the therapy are electrical and
chemical. In the electrical therapy, the person is
given a lightly painful shock whenever the
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undesirable behaviour is aroused. This method is
used in the treatment of sexual deviations. In the
chemical therapy, the person is given a drug that
produces unpleasant effects, such as nausea, when
combined with the undesirable behaviour of taking
alcohol. This method has been common in the
treatment of alcoholism.
xiii.
Biofeedback- To learn to control the functions
of the autonomic nervous system (e.g., heart rate,
blood pressure, pulse rate and intestinal
contractions) by methods such as biofeedback. In
biofeedback, with the help of various instruments
attached to one’s body one is able to observe one’s
heart rate, pulse rate, blood pressure. By relaxing
oneself one can see immediate changes in the
functioning of the autonomic nervous system. Thus,
the feedback helps one to monitor and change the
functioning of the autonomic nervous system.

Conslusion
In this chapter, we discussed two important categories
of techniques commonly used in counselling: the
supportive techniques and behavioural techniques. We
discussed that the supportive techniques in counselling
focuses its attention on supporting the client in reducing
his/her distress without specifically addressing the
psychological or behaviour causes. The behavioural
techniques in counselling are about helping the client
analyze behaviour, define problems, and select goals.
This is based on the premise that primary learning
comes from experience. In this chapter, we tried to
highlight the basic concepts and applications of these
two techniques in the process of counselling.
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The objectives of this chapter were to equip you to
1. Explain the basic concept of supportive and
behavioural technique of counselling
2. Discuss some of the supportive and behavioural
techniques with its relevance to counselling.
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COGNITIVE & PSYCHOANALYTICAL
TECHNIQUES IN COUNSELLING
*Suresh Pathare, Ramesh Pathare

Introduction
This chapter presents cognitive and psychoanalytical
techniques used by counsellors in the process of
counselling and helping the clients. The cognitive and
psychoanalytical techniques come under the category
of Insight Therapies. This type of therapy is also known
as “talk therapy”. Talking about your experiences will
help to get an understanding of the difficulties you may
face and sort through the possible solutions. The
common types of therapies in this category are
psychoanalysis, psychodynamic approaches, client
centered approaches, and cognitive therapy. Discussion
on all these different cognitive and psychoanalytical
psychotherapies will take much more time and space.
Therefore, we plan to introduce some of the techniques
commonly applied during the course of counselling
under this category.

Dr. Suresh Pathare, TISS, Tuljapur
Dr. Ramesh Pathare, SNDT Women's University, Pune
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An attempt has been made here to briefly explain the
basic concepts, background and some of the common
techniques used in cognitive and psychoanalytical
therapies. This chapter is divided into two parts. In the
first part the basic concept are discussed and some of
the cognitive technique in counselling. The second part
is about the concept and the psychoanalytical
techniques.

The Cognitive Techniques in Counselling
Basic Concepts: While discussing the cognitive
techniques in counselling one needs to understand its
meaning and concept. In counselling, cognitive
techniques is defined as any therapy that is based on
the belief that one’s thoughts are directly connected to
how one feels. Counsellors, who work in the cognitive
field, help the clients to solve their present day problems
by helping them to identify distorted thinking that causes
emotional discomfort. In these techniques there’s little
emphasis on the historical root of a problem. Rather,
the emphasis in on identifying the wrong ways with the
present thinking which is causing distress to the client.
The cognitive therapies include Rational-Emotive,
Cognitive-Behavioural, Reality, and Transactional
Analysis. These will be discussed in the later part.
The cognitive techniques in counselling are based on
the premise that the way a person thinks can affect the
way s/he feels and behaves. In the field of mental health
it is felt that faulty patterns of thinking may produce
stress related, emotional disturbances such as anxiety,
depression, hyper tension, etc. In order to overcome such
emotional disturbances and experience better, mental
health persons need to change their ways of thinking.
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Cognitive therapy seeks first to identify dysfunctional
thought processes, and next to correct them.
The ways of faulty thinking and use of cognitive
technique
It will be appropriate at this stage to get to know some
of the dysfunctional thoughts and the ways of faulty
thinking. This will provide one understanding of the
faulty ways of thinking and the need for correcting such
dysfunctional thought processes. Important
dysfunctional ways of thinking include cognitive
distortions, repeated intrusive thoughts, unrealistic
assumptions and others.
a.

Cognitive Distortions: These are thinking patterns
that distort reality in a negative way, and make
persons perceive the world as being more hostile
than it actually is. Some of the examples of cognitive
distortions are arbitrary inference which refers to
the drawing of an unjustified conclusion. Another
distortion is selective abstraction which means
focussing of attention on one detail or one aspect
and ignoring the other aspects or the rest of the
picture. Sometimes it is over-generalisation in which
a general conclusion is drawn based upon a limited
event without exploring the totality of the event.
Further at times it is magnification which means
exaggerations of small things or event which is well
known as making mountains out of molehills. And
sometimes it is minimisation which is an
undervaluation of positive attributes.
While dealing with the cases of emotional
disturbances the counsellor needs to identify the
distortions in the thinking pattern that cause the
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emotional disturbance and help the client to
overcome them.
b. Repeated Intrusive (automatic) Thoughts: These
are negative thoughts that dominate the conscious
mind. These thoughts are also called repeated
intrusive thoughts.
Under this category of thoughts the person either
shows low self regard and lack of self confidence or
excessive self depreciation. Persons thinking with
low self regard while expressing their thoughts
usually use statements like- I can’t do it, I am not
able to do it, I am going to fail, etc. Likewise the
person with excessive self depreciative thoughts
criticises himself/herself and expresses like, “I
should not have done that”, “I should have been
more careful”, etc. Another category of such thought
pattern is excessive self blame or scapegoat. In the
case of persons with thoughts of self blame, they
assume more blame for whatever happens. These
kinds of thoughts are often expressed like “I behave
badly with others”, “I have wasted my life”, “It is my
entire fault”. On the other hand persons with the
scapegoat type of thinking, blame others. For failure
or undesirable situations, others are blamed. For
example, a person who is not very successful in his
career says, “I could not have a successful career
because of my family”.
There are thoughts about ideas of deprivation. The
person with the thoughts about ideas of deprivation
focuses more on liabilities or limitations than the
assets or strength. For example people with such
thought pattern always express their thoughts like,
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“I am so poor”, “I don’t know English”, “My friends
have been to America, I haven’t even been to Delhi’,
etc.
Further the people with the thoughts of irrational
injunctions insist on assuming more responsibilities
or difficulties. Such thoughts can be understood
from their statements like, “I should do more for my
family”, “I ought to work harder and earn more
money”, etc.
c)

Unr ealistic Ass ump t ions : This is another
dysfunctional way of thinking which causes
emotional disturbances to the person. The
unrealistic assumptions are expectations or goals
which may not be achievable and the person thinks
that s/he must or should attain those goals. Failure
to attain these goals often lead to ideas of decreased
self worth. Some of the examples of unrealistic
assumptions are: “Everyone must love me.” “I should
never fail in anything that I do”. “I must stand first
in the class”. “I must be perfect”, “I cannot be happy
unless I have a lot of money” etc. Unrealistic
assumptions make the person unhappy and bring
disturbance in the family.

With regards to the occurrences of such thoughts it must
be noted that certain faulty thought processes often
occur together. It is seen that depressed persons tend
to have a negative view of themselves with their current
experience and of the future. As a result of the cognitive
distortions, at times, they develop cognitive triad. The
cognitive triad is a combination of three negative
thoughts together. The person tends to feel hopeless,
helpless and worthless. Counsellors need to identify
such thoughts and help the client to think rationally.
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The Cognitive Techniques
After discussing the patterns of distorted thinking, we
will discuss about the techniques used by counsellors
in helping the clients with emotional disturbance due
to distorted thoughts. The clients having distorted
thoughts often come to the counsellors in a miserable
state of mind.
As mentioned in the beginning the cognitive techniques
in counselling are based on the premise that the way a
person thinks can affect the way s/he feels and behaves.
In order to overcome such emotional disturbances and
feel better, mental health persons need to change their
ways of thinking. Cognitive therapy seeks first to identify
dysfunctional thought processes, and next to correct
them.
The common characters of the cognitive approach include
a collaborative relationship between clients and
counsellors, homework between sessions. It will be of
short duration. These techniques are effective for treating
mild depression, anxiety, and anger problems. Some of
the important techniques can be mentioned as rational
emotive, cognitive behavioural, reality and transactional
analysis.
i.

Rational-Emotive

The rational-emotive approach to counselling is based
on the theory developed by the American Psychologist
Albert Ellis. His theory is that everyone has emotions.
But some have emotions which are either too intensive
or last too long for their own good. He suggests that
intense emotions should last only a few moments and if
they are more enduring than this, then the person needs
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to look closely at his/her way of thinking. According to
the theory, which Ellis calls an ABC theory of events
and emotions, the events themselves do not cause
emotions, it is rather what we learn to believe or think
about these events, create the emotions. He further
suggests that emotions are so intense that that they
interfere with normal life.
The rational-emotive counsellor helps the counsellee to
understand how and why his/her thinking is illogical.
Further the counsellor demonstrates the relationship
between irrational ideas and unhappiness. The aim is
to help the person to change the way of thinking and to
abandon irrational ideas. This is done by directly
contradicting, by encouraging, persuading and at times
insisting that the clients try some activity which will
counteract. Although the counsellor attacks the beliefs
of the client, this approach can be very supportive in
helping the client to try new ways of thinking and
examining the subsequent emotional and behavioural
responses. As in reality therapy, one of the main tasks
of the counselling relationship is to encourage and
motivate the client for new behaviours.
ii. Cognitive-Behavioural
A common form of insight therapy is Cognitive
Behavioural Therapy. This therapy looks at changing
negative thought patterns and maladaptive beliefs.
Maladaptive beliefs are ideas about oneself that may
not necessarily be true, but still have a negative impact
on their wellbeing. Cognitive Behavioural Therapy is one
of the most common forms of counselling. For the
behaviourist, counselling involves systematic use of a
variety of procedures that are intended specifically to
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change behaviour in terms of mutually established goals
between a client and a counsellor. The procedures
employed encompass a wide variety of techniques drawn
from knowledge of learning processes. A well known
leader in psychology, John D. Krumboltz (1966),
historically placed these procedures into four categories,
viz. Operant Learning, Imitative Learning, Cognitive
learning and Emotional learning.
The cognitive-behaviourists helped popularise
behavioural methods of skill practice and homework
assignment. Behaviourists believe that stating the goals
of counselling in terms of behaviour that is observable
is more useful than stating the goals that are more
broadly defined, such as self-understanding or selfacceptance. This means that counselling outcomes
should be identifiable in terms of overt behaviour
changes. Three examples of behavioural change
appropriate to counselling are the altering of behaviour
that is not satisfactory, the learning of the decisionmaking process, and problem prevention (Gibson:2008).
In many ways, practicing behavioural counsellors follow
an approach similar to that of other counsellors in
clarifying and understanding the needs of their clients.
They use reflection, summarization, and open-ended
inquiries. Behavioural counsellors however, take a more
directive role rather than many counsellors in initiating
and directive therapeutic activities. Sessions tend to be
structures and action oriented. Behavioural counsellors
often take on roles of a teacher or a coach.
iii. Reality Therapy
Another technique of counselling that has gained
popularity in recent decades is that of Reality therapy.
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It was developed by William Glasser, an American
psychiatrist. Reality therapy holds that people are
responsible for their behaviour. Glasser believes that
man’s basic problem is moral, in the sense that being
responsible is the requirement for mental health. He
defines responsibility as ‘the ability to fulfill one’s needs
and to do so in a way that does not deprive others of the
ability to fulfill their needs’. Sometimes, counsellors
identify that the person seeking help has feeling of
failing in his/her responsibility. The way to help the
people with such feeling of failure is to involve them,
through the counselling relationship, in behaviour which
will lead them to success.
Reality therapy is based on the person’s need for love
and constructive activity. The counsellor by
understanding present activities of the client helps him/
her to plan better choices and obtain a commitment to
work towards those choices. This technique, guides the
client towards making those choices of behaviour which
help them to move in the direction of successful
involvement with others.
iv. Transactional Analysis
Transactional analysis is another cognitive-behavioural
technique. It assumes that a person has the potential
for choosing and redirecting or reshaping one’s own
destiny. Eric Berne did much to develop and popularize
this theory in the 1960s. It is designed to help a client
review and evaluate early decisions and to make new,
more appropriate choices.
Transactional analysis places a great deal of emphasis
on the ego, which consists of three states: Parent, Adult,
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and Child. Each of these states can take charge of the
individual to the point that his or her observable
behaviour indicates “who’s in charge” (Adult, Parent, or
Child). When one of the three ego states is unwilling to
relinquish its control and asserts it rigidly, especially in
inappropriate ways, the client is in difficulty and in need
of psychological assistance. The client is assisted in
gaining social control of his or her life by learning to
use all ego states appropriately. Transactional analysis
views normal personality as a product of healthy
parenting. (I am OK, You’re OK). The ultimate goal of
counselling, by using transactional analysis, is to help
the client change from inappropriate life positions and
behaviours to more productive behaviours.
‘An essential technique in transactional analysis is the
contract that precedes each counselling step. This
contract between the counsellor and the counselee is a
way of training or preparing a person to make his/her
own decision. In addition to the contract technique,
transactional analysis also utilizes questionnaires, life
scripts, structural analysis, role-playing, analysis of
games and rituals, and “stroking” (reinforcement).
Although not a counselling technique, transactional
analysis sessions are tape recorded in their entirely.’
(Gibson:2008, p 140). Transactional analysis is basically
a procedure for counselling persons within a group
setting.

The Psychoanalytical Techniques in
counselling
Having discussed the cognitive techniques of counselling
we will now discuss the psychoanalytical techniques in
counselling. Prior to discussing the psychoanalytical

Cognitive and Psychoanalytical Techniques in Counselling

259

techniques, let’s first understand its theoretical basis
and basic premise on which this technique is based i.e.
psychoanalysis.
Basic Concept
Psychoanalysis is a system of psychology derived from
the discoveries of Sigmund Freud. Psychoanalytic theory
views the personality as divided into three major
systems; the id, the ego, and the superego. The id is
inherited and thus is present from birth. The id is
believed by many to work on the pleasure principle and
provides the drive for the pursuit of personal wants. The
ego is viewed as the only rational element of the
personality. The ego also has contact with the world of
reality. Because of this, it controls consciousness and
provides realistic and logical thinking and moderates
the desires of the id. The Superego represents the
conscience of the mind and operates on a principle of
moral realism. It represents a person’s moral code,
usually based on one’s perceptions of the moralities and
value of society. As a result of its role, the superego in a
sense is responsible for providing rewards, such as pride
and self-love, and punishments, such as feelings of guilt
or inferiority to its owner.
Thus the superego is most aware of the impulses of the
id and seeks to direct the ego to control the id. As a
result, psychoanalytic theory views tension, conflict, and
anxiety as inevitable in humans and that human
behaviour is therefore directed toward reduction of this
tension. In order to handle this tension, conflict and
anxiety the mind uses certain unconscious processes
called ego defense mechanisms. Everybody uses such
defence mechanisms. Some ego defence mechanisms
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are termed mature; they promote adaptation. Other
defence mechanisms are dysfunctional; they predispose
to psychological or interpersonal maladjustment.
Defense mechanisms and psychoanalytical techniques
In order to have more clarity, while discussing the
psychoanalytical techniques, let’s discuss some of the
commonly
employed dysfunctional defense
mechanisms.
a)

Projection: It is about ascribing ones own thoughts,
feeling and impulses to others. For example, a
person who is untrustworthy tends to think that
others are untrustworthy.

b) Denial is the refusal to accept the reality of a conflict
or stress. It may be perhaps because of the issue
being too threatening to be acknowledged. A
classical example is of the alcoholic who refuses to
admit that he is dependent on liquor; although
everyone knows that he cannot stop drinking, he
isists that he can give up the habit anytime he
chooses to.
c)

Acting Out is the immature expression of emotions
because of a failure to keep them under adequate
check. Example of such defence mechanism is a
person who shouts at the drop of a hat, slams doors,
easily dissolves into tears, or otherwise highly
demonstrative.

d) Passive aggressive behaviour is the display of
resentment in subtle forms. A woman, who is angry
with her husband, may prepare dishes that he
positively dislikes. Forgetting, coming late, failing
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to comply with instructions, etc. are other ways of
showing resentment in non-obvious and nonaggressive ways. Passive aggressive behaviour is
shown by persons who, by virtue of their personality
or their position, are unable to show their
resentment openly.
e)

Regression is returning to an earlier form of
behaviour or stage of development. This usually
occurs when the more mature or appropriate
behaviour is blocked by feelings of uncertainty,
anxiety, fear, conflict, or lack of reward. This can be
seen in terms of the exhibition of childishness,
helplessness, or immature behaviour.

f)

Identification is the manifestation of behavioural
patterns that unconsciously imitate those of the
significant other. Identification gives one satisfaction
or compensation by identifying with others and their
achievements. For example, an aggressive, violenttempered young man may have unconsciously
absorbed the behavioural characteristics of his
punitive father.

g)

Displacement represents movement away from one
object to another that is less threatening or anxiety
producing. A common form of displacement is
sublimation, wherein unacceptable urges may be
channeled into more acceptable behaviours.
Displacement takes place when a person vent out
feelings and frustrations not in the situation in
which they arose, but in other situations. A classical
example is: ‘The boss reprimands a person. He man
shouts at his wife. The wife punishes the son. The
son kicks the dog and the dog bites the cat.’ Each
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individual in the chain cannot show anger and
frustration to the person who provoked the anger;
and so, takes it out on another who cannot retaliate.
The feelings are thus ‘displaced’.
h) Rationalization is a commonly practiced defense
mechanism that seeks to justify or provide a
seemingly reasonable explanation to make
undesirable or questionable behaviours appear
logical, reasonable, or acceptable. It is frequently
used to modify guilt feelings because the valid or
true explanation for the behaviour would produce
feelings of guilt or anxiety. Rationalisation is
dysfunctional when it leads to the repeated making
of excuses for failures instead of taking corrective
measures.
The counsellor must be alert to the possible role of
various dysfunctional defence mechanisms in the
client’s problems. His/her role is one of helping the
client to understand and correct these maladaptive
responses to stress. In the psychoanalytical context,
then, reducing tension becomes a major goal of
counselling. Because personality conflict is present in
all people, nearly everyone can benefit from professional
counselling.
Psychoanalytic theory usually views that client being
weak and uncertain, need assistance in reconstructing
normal personalities. The counsellor is in the role of
the expert who facilitates or directs this restructuring.
The client is encouraged to talk freely, to disclose
unpleasant, difficult, or embarrassing thoughts. The
counsellor provides interpretation as appropriate,
attempting to increase client’s insights. This in turn may
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lead to working through the unconscious and eventually
to achieving the ability to cope realistically with the
demands of the client’s world and society as a whole. In
this process, among the techniques the psychoanalytic
counsellor may employ, are projective tests, play therapy,
dream analysis, and free association.
Some of the Psychoanalytic Techniques
As we mentioned above, psychoanalysis is mainly
interested in exploration of the unconscious mind. It
strives to probe into the deeper part of the psyche and
get to those issues that were not resolved during
cognitive development. It does not aim simply to uncover
these issues, but rather to understand and experience
them so that a change in character can occur.
It involves analyzing the root causes of behaviour and
feelings by exploring the unconscious mind and the
conscious mind’s relation to it. Many theories and
therapies have evolved from the original Freudian
psychoanalysis which utilizes free-association, dreams,
and transference, as well other strategies to help the
client know the function of their own minds. One thing
they all have in common is that they deal with
unconscious motivation. Traditional analysts have their
clients lie on a couch as the therapist takes notes and
interprets the client’s thoughts. Usually the duration of
therapy is lengthy. However, many modern therapists
use psychoanalytic techniques for short term therapies.
In this respect, it applies specific techniques or methods.
We present some of the techniques in the following
paragraphs.
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1. Free Associations Method - This method replaced
hypnosis in Freud’s therapy. It consists of gathering
the free associations produced by the patient during
the cure. These associations points to the inner conflicts
and repressed drives included in neurotic symptoms. It
relied on Freud’s belief in psychic determinism.
According to that perspective, psychic activity is not
subordinated to free choice. All that ones mind produces
have unconscious roots. This can be reached by means
of free associations, following the model provided by the
adage “all roads lead to Rome”.
This method is the golden rule of the psychoanalytic
therapy. Let us see how it works. Lying on a couch (a
position imposing a certain state of relaxation), the
patient speaks freely of anything that may cross his/
her mind, without searching for some specific subject
or topic. The flow of his/her thoughts is free, and
followed with no voluntary intervention. The important
thing is that the critical mind does not intervene to
censor spontaneous thoughts. We truly have the drive
to censure the products of our thinking, starting from
various criteria: moral, ethical, narcissistic, cultural and
spiritual. The method of free associations demands one
to temporarily give up intellectual censorship and freely
speak about any thought.
Later analysis of thoughts produced by means of the
above-mentioned method reveals certain repetitive topics
indicative of psychic complexes of emotional charge.
These complexes are unconscious. They are
autonomously activated by chance verbal associations,
and influence conscious psychic life in a frequently
dramatic manner. The task of psychoanalysis is to bring
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such complexes to the surface of conscious mind, and
integrate them into the patient’s life.
2. The Interpretation of Faulty Acts (Freudian Slips
and Mistakes) - This is a remarkable contribution of
Freud to the exploration of the unconscious. For most
of us the so-called “faulty acts” - as for instance
lapses, slips of all kinds - have no contextual significance
for our psychic life. Freud is the first to detect the
significance of the faulty acts, starting from the premise,
acknowledged in practice, of the determinism of all the
psychic processes.
These are the symptomatic acts, the most frequent one
being to play with the wedding ring on your finger. These
acts indicate serious unconscious drives that are
revealed only after a thorough analysis. Common
mistakes such as forgetting names, projects or book
titles, pronunciation errors, when instead of saying the
word we want to say we say another one, writing errors
- when we write something else than what we had
intended. There are many slips and mistakes of this
type - generally called lapses - studied and analyzed by
Freud in order to prove they are not hazardous but
meaningful acts.
3. The Int erp r etat ion of D ream s - Dream
interpretation was developed by Freud as an
irreplaceable means to access the unconscious. The first
dream ever interpreted in Freud’s style is the Irma’s
injection published in the Interpretation of Dreams
(1900). Dream analysis, in psychoanalysis, provides the
possibility of deciphering the mystery of neurotic
disorders, specifically hysteria, and secondly, it opens
the road towards unconscious.
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Working with his patients, Freud invented the method
of free associations in order to explore their unconscious.
The same method, with a few minor modifications, also
applies to the interpretation of dreams. The modification
consists of the fact that the associations are no longer
free and spontaneous, but connected to the themes that
form the content of the dreams. But even in this case,
the dreamer has to allow him/her to be led by his/her
associations without deliberately interfering in his/her
course, without selecting or choosing something special.
The main features of the Freudian method are that the
dreams are interpreted only with the help of the
dreamer’s associations. The interpretation consists in
the transformation of the manifest content into the latent
one. Dreams express repressed wishes; dreams are
interpreted on the object level, on the base of the
relationship of the dreamer with persons or situations
from his outer, social, life. Dreams are restricted to
traumatic events from the dreamer’s childhood and the
interpretation of dreams concerns only the practice of
analysis in the therapeutical environment.
4. The Interpretation of Symbols - Symbols occur in
dreams, phantasies, fairy tales and other products of
popular art, and they may be interpreted in the same
way as dreams. Freud claims that most of such symbols
are sexual. Freud defines the symbol as a comparison
where the compared term disappears. If one compared,
for example, a snake with a staff, when the compared
object - the snake - is no longer specified, only the staff
which could be a symbol for the snake is considered.
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The relationship relies on the transference and the
projection of the client of the counsellor. They also seek
to enable the client to deal with impulsive and irrational
behaviour and to cope with anxiety. Thus, this leads to
a greater sense of self-awareness and hopefully more
successful relationships.
The therapist also tunes in to the client’s resistances
and interprets dreams and free-associations to get an
overall picture of what the client’s problems may be. It
is hoped that increasing the client’s awareness will
encourage them to change, though it is up to the client
to want to change. The therapist’s interpretation can
therefore be seen as being not as important as the
client’s willingness to change.

Conclusion
After going through this chapter one gets to know about
the cognitive and psychoanalytical techniques in
couselling. One would have become aware of about when
and how to make use of these techniques. Two more
important techniques commonly used in counselling
were also discussed the cognitive techniques and
psychoanalytical techniques. The cognitive techniques
in counselling focuses on correcting faulty ways of
thinking and the psychoanalytical techniques in
counselling is about tackling ego defense mechanisms.
Now one will be able to highlight the basic concepts
and applications of these two techniques in the process
of counselling.
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PRACTICAL ISSUES INVOLVED IN
COUNSELLING
*Renu Sharma

Introduction
Counselling is a unique helping process that allows the
client an opportunity to learn, feel, think, experience
and being about changes in ways that are socially
desirable and personally beneficial. Most clients enter
the counselling relationship voluntarily and in some
cases through referral services. Although, some clients
typically expect the counsellors to find solutions to their
difficulties, the counselling relationship is actually
collaborative: client and counsellor work together
towards achieving the goals of counselling. To facilitate
the achievement of the goals of counselling, the
counsellors use learning and interpersonal relationship
to establish conditions favourable to client change. In
this chapter, we shall try to explain some practical issues
that are associated with counselling. This will enable
you to understand the practical arrangements required
for counselling and how to handle difficult situations.

Dr. Renu Sharma, Nirmala Niketan, Mumbai
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Practical Arrangements for Counselling
The Client
Counselling is providing guidance and support to those
with psychological problems that are personal or
interpersonal in nature. When the problems are
personal, the individual is the focus of counselling.
However, at times the problem could be inter-personal
in nature. At such times, the group to which the
individual belongs can also profit from the counselling
sessions and thus be included. For example, when
counselling an alcoholic, it is important to counsel his
family also.
Thus, when problems are interpersonal, the group
becomes the focus of counselling. However, individuals
in the group may also benefit from independent
counselling. For example, during the process of marital
counselling sessions, it may be that one spouse requires
special sessions separately.
Very often, individuals resist being singled out or
included in groups for counselling. For example, an
alcoholic’s wife may indignantly refuse to consider that
any aspect of her behaviour is contributing to her
husband’s alcoholism. Another example is a father who
believes that he does not require counselling as the
problem lies with his delinquent son who is entirely in
the bad company of his friends. In such situations, much
tact and firmness are required to enlist the involvement
and cooperation of the concerned persons.
Place to Conduct Counselling
Counselling is a formal process and should ideally be

Practical Issues Involved in Counselling

271

conducted in a formal setting, such as a counselling
centre, hospital, or some other appropriately designated
place. Unless the circumstances are exceptional,
counselling should never take place in domestic
premises or any public place for various reasons.
Counselling should not take place in any situation in
which frequent interruptions or disturbances disrupt
the continuity of the session.
Counselling should not take place where privacy is likely
to be violated. A client, for example, will not feel
comfortable if other persons are present in the
counselling room, even if the other persons are busy
with their own work.
Seating Arrangement during the Sessions
Ideally a counsellor and client should always face each
other. Some counsellors and clients feel comfortable if
they are seated across a desk while some prefer to sit
with nothing in between. The most important issue is
that both should be comfortably seated, neither too close
nor too far apart.
Payment of Fees
The disadvantage of free counselling is that clients take
the services less seriously as they do not have to pay for
them. In such situations, paradoxically, utilizing free
services harms rather than benefit the client. Thus ideally
a counsellor should charge the client. The charges
depend whether the counsellor sees the client in his
private practice or is part of a service rendered by a
non-government organization where charges are fixed
by the organization or other settings where fees are
decided upon.
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Duration of Counselling Session
Counselling sessions are commonly 50 minutes to an
hour in duration. Sessions that are shorter may not be
adequately therapeutic and sessions that are much
longer than an hour may be tiring for both the client
and the counsellor and lose out on its profitability
quotient. In crisis situations, extended sessions may be
helpful. A follow-up session may be for shorter duration.
Frequency of Sessions
The frequency of sessions depends on the seriousness
of the problem faced by the client. In crisis situations,
frequent sessions may be required for as long as the
crisis exists and if the client is highly stressed. In
problems that have been in existence for months or
years, once a week sessions may sufficient.
A common practice is that sessions are conducted more
frequently initially (e.g. 2-3 times a week) and less
frequently subsequently (e.g., once a week). Once the
goals of counselling have been met, follow-up sessions
should be carried out. These could take place from once
a fortnight to once a month.
Number of Sessions Required
For few clients, a single session will be sufficient. For
some clients, counselling may continue for several
months. A majority of clients will require counselling
for periods that lie in between the two. The number of
sessions and duration of therapy thus depends upon
the nature of the problem and the progress that the
client has in therapy.
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Handling Difficult Situations
Client find it difficult to open up in therapy
The counsellor should create an atmosphere and have
genuine attitudes of kindness, patience and
understanding. The counsellor who finds that the client
is not willing to open up could help such clients by
talking about neutral issues, such as education, likes
and dislikes, friends etc. The counsellor should approach
the problem areas, such as family or love life, with tact.
As the client begins to feel more comfortable, the
counsellor can aim at more specific issues.
Addressing silences during counselling session
Silences may mean several things. It could mean


The client may have finished what he had to say.



He may be thinking of what to say next.



He may be experiencing a mental block.



He may be reluctant to discuss the issue further.



He may be overcome by feelings.



He may be considering some important thoughts
which have just occurred to him or which the
counsellor might have suggested.



He may want some reassurance from the counsellor
concerning an issue which has just been discussed
and



He may be feeling hostile towards the therapy or
the counsellor.
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In such situations, the counsellor should decide which
one of these possibilities is likely to be experienced by
the client. The counsellor can reflect with the client and
find out, what triggered the silence. In some situations,
the client may need to be given the opportunity to think
his way through. In other situations, the counsellor may
need to break the silence, guide the client, or shift to
other topics for the moment and return to the critical
area later. The counsellor could probe gently with
questions such as, “What are you thinking of”? What is
to be done depends best on the understanding and
judgement on the part of the counsellor based on the
situation assessed and faced by him. There is no hard
and fast rule that can be applied given the uniqueness
of each client and the diverse problems faced by them
and the proceedings of the session.
Handling situations where clients cry
Many counsellors find it uncomfortable to attend to
clients who begin to cry during a session. Their
immediate reaction is to convey to the client “Please,
don’t cry; it’s not so bad”. Such a response is
inappropriate. Ideally a client’s tear should not cause
embarrassment to the counsellor. The tears are signs of
the client’s trust, that he is comfortable revealing it to
the counsellor. An appropriate response of the counsellor
would be to allow the client to express his emotions,
and thus allow the tears to flow. The counsellor should
not wait for the client to stop crying. This would draw
direct attention to the client’s reaction, and could make
the client embarrassed for crying. The counsellor could
continue with the discussion, using a softer tone. If he
considers it necessary, the counsellor may add a
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sympathetic remark, “This has upset you very’ much,
hasn’t it?
Clients shows an excessive and inappropriate
emotional reaction
Sometimes, a client may show emotions, which do not
match with the situation. A client may weep without
any provocation, or show anger or other emotions to an
extent that is greater than what the situation demands
or calls for. In dealing with such situations it is usually
best to allow the client to run out of steam on their own.
Then the counsellor can gently, at the same time firmly,
examine the reasons for the outburst and help the client
to understand the inappropriateness of the reaction.
Sometimes, in certain situations, it may be that the
counsellor may wish to abort the expression of emotion.
This may be necessary in situations when the emotions
appear histrionic or when the emotions appear to be
getting out of control or when repeated expressions of
emotions interfere with the progress of the sessions.
Counsellor does not know what to do
A counsellor not knowing what to say or do next in the
session will sounds silly. However, there are situations
when counsellors are stuck for ideas. They do not know
what to say or ask, or how to proceed with the counselling
session. Some questions that a counsellor could ask to
obtain information about the client’s problem situation
as well as to convey some insightful benefit are as follows:


Tell me about yourself.



What do you like about yourself?



How do you take care of yourself?
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How do you know when you need to take care of
yourself?



Who are the people in whom you confide?



How do people around you help you?



How do you allow people around you to help you?



What makes you happy?



What do you do to make yourself happy?



What do you do each day to make you want to get
up in the morning?



How do you indulge yourself?



What are you not allowed to want?



What are you not allowed to need?



What are you not allowed to feel?



Tell me about a funny side to your problems.



What can you do about this situation?

Problems to Pay Attention to
Few problems that a good therapist must learn to guard
against are briefly discussed
Transference
During the process of counselling as issues are worked
upon and the clients share personal details, the clients
sometimes develop attitudes towards the counsellor that
they hold or held towards some significant others in
their lives. For example, a client may perceive the
counsellor’s concern and support as that arising from
their parent or a client who may perceive the
counsellor’s tact guidance as reproof, reminiscent of a
critical spouse. This reflection of attitudes that the client
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develops and expresses towards the counsellor is called
transference. Transference may become apparent from
a change in the client’s personal attitudes towards the
counsellor.
Transference can be either positive or negative. When
the counsellor is perceived as someone good, it’s a
positive transference and when he is not very much
favored then it is perceived as a negative transference.
Transference, in general, should be discouraged because
it can interfere with therapy, or make the client
dependent on the counsellor.
Thus, counsellors should become aware of this
phenomenon to prevent from abiding to a role imposed
by the client as it could make the client dependent and
can interfere in bringing about therapeutic changes in
the client. The client’s attitudes towards the therapist
can directly be discussed where a strong transference
phenomenon is observed.
Counter-Transference
Just as transference phenomenon happens on the part
of the client, counter-transference is the attitude that a
counsellor develops towards the client in the process of
the therapeutic alliance. This attitude that the counsellor
develops towards the client are the attitudes held or
hold towards some significant other in his life. For
example, a counsellor may perceive a client to resemble
his daughter/son, or his spouse. Counter-transference
too can be positive or negative depending on the way
the client is perceived, whether favorably or unfavorably.
Counter-transference can interfere with therapy because
it can create a lot of bias into the counsellor’s judgement.
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A counsellor can identify counter-transference when he
perceives that his attitudes towards the client have
inexplicably changed. Counsellors should make all
possible efforts to prevent the development of countertransference.
Dependence
Dependence on the part of the client often develops
during therapy. It is usually transient and self-limiting,
and is most evident during the early phases when
distress levels are the highest. Dependence needs to be
addressed when it becomes too strong, enduring, and
interferes with the client’s ability to adjust in the absence
of the counsellor.
It is always beneficial for the counsellor to sit back
towards the end of the day and analyze the day’s events
or do a personal introspection. This will enable the
counsellor to be on the safe side.
Resistance
Resistance is the phenomenon wherein the client
unconsciously and indirectly does not bring forth the
changes sought. He fights against the progress of
therapy. Resistance occurs as client finds it hard to make
the desired behavioural changes, or because the issues
being probed awake deep frightening emotions.
Resistance is demonstrated in many ways. It could be
missing sessions, coming late for appointments, showing
restlessness, prolonged silence, being inattentive during
sessions, making superficial responses rather than
examining issues with the thoroughness that the
counsellor requests, etc. Resistance can be best dealt
by directly examining the observable behaviours and
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examining the unconscious underlying motives.
External Interference
In some cases the clients may be too much influenced
by others, that is, significant others in his life. Thus,
external interference from various sources can hinder
the course of counselling. For example, significant others
in the client’s life may offer contradictory counsel, or
may be responsible for stressing the client in ways that
undermine the course of therapy. The counsellor must
be aware of such interfering influences, and must handle
the situation as appropriate to the context.
Omniscience and Omnipotence
Counsellors sometimes develop ideas of omniscience and
omnipotence. These take the form of thoughts such as:

I have completely understood the client and his
problems.

This is an open and shut case.

The problem is a straightforward one, and the
solution is simple.

I know what is best for the client.
Such thoughts the counsellor needs to become aware
of. There are chances of it being wrong. These thoughts
tend to affect the quality of the therapeutic alliance and
also the potential of the counsellor.

Other Practical Issues
The following steps provide a good structure for each
session to be conducted:
1) Summarize what was dealt with in the previous
session.
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2) Discuss the behavioural outcome of the previous
session.
3) Discuss the assignments given during the previous
session.
4) Review the previous sessions, if necessary.
5) Set the agenda for the current session.
6) Proceed with the current agenda.
7) Sum up the current session.
8) Set assignments for the inter-session interval.
9) Set a tentative agenda for the next session.
Homework Assignments
Assignments are practical exercises, which the
counsellor sets and agreed upon by the client, which is
to be executed by the client in the interval between
sessions. Assignments can be introspective exercises.
For example, a counsellor may instruct the client to
think of all possible explanations for his inability to
overcome shyness when talking with his age-mates.
Such assignments can be delivered verbally or in writing.
Writing is more affective as it reflects the thoughts and
records in paper. This helps client to think more clearly.
Assignments could be behavioural exercises. For
example, a counsellor may instruct the client to go and
talk to five unknown persons belonging to the person’s
age group in an attempt to reduce his shyness.
Assignments are important because they give
information, they force the client to introspect or
implement behaviour change and because the process
of therapy is continued in between the counselling
sessions.
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Recording of Sessions
At the end of each session, the counsellor should make
detailed notes that summarize the content of the
session. A brief plan for the next session should also be
outlined. The purpose of these notes is to record the
progress of therapy, to facilitate the recall of the case
material, and to facilitate the structuring of the next
session. These recordings help the counsellor to
introspect and explore the client’s situation, reflect upon
his responses as a counsellor and examine the possible
help that can be offered by him.
These recordings have to be kept and maintained in
total confidentiality in keeping with the code of ethics.
Drop-Outs
There are times when clients stop coming for therapy.
Dropouts occur for one or more of several reasons
1) The client is unwilling to undertake the changes
suggested during counselling.
2) The client finds counselling unhelpful or
inconvenient.
3) The client finds counselling no longer necessary
because the problem has been solved.
4) Other reasons such as too high fees, other
inconveniences, not taken favorably towards the
counsellor etc.
The number of clients at any given point in time
A counsellor is at ease seeing not more than 5-6 clients
per day in sessions of 40-50 minutes duration. This is
because counselling involves mental work and therefore
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taxing and can decrease professional efficiency as well
as predispose the counsellor to burn-out. Having too
many clients in ongoing therapy could be confusingthe counsellor may mix up details across clients and a
too heavy caseload may compromise on the counsellor’s
commitment to individual clients.
Supervision in counselling
Counsellor can discuss their cases with a colleague,
preferably on a session-to-session basis, if needed. In
some centres, group discussions of case material could
be held. These discussions provide the counsellor with
ideas for conducting future sessions, help to see the
case from a different perspective and help counsellor
feel less responsible and guilty if the client fails to
benefit.
Counselling can be harmful
Counselling can be harmful if the counsellor is not
confident to handle the case or the case situation is of
such a type, which is not under the counsellor’s skills
or expertise. In such cases it would serve best to refer
the clients to other appropriate counsellors. A letter of
referral stating the name and a few important personal
details alongwith the problem could be given to the client
to be handed to the appropriate authority.
Counselling can be harmful for the counsellor too
Taking any vocation too seriously can interfere with
personal and family functioning. There is one problem,
which can specifically affect counsellor’s burnout
syndrome.
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The burnout syndrome is a highly stressful emotional
state, which interferes with emotional, personal,
interpersonal and occupational functioning. The
impaired emotional functioning can be characterized
by


Loss of enthusiasm and motivation;



Anxiety;



Depression;



Boredom;



Pessimism and cynicism.

The impaired personal functioning can be characterised
by


Fatigue;



Laziness, Sloppiness;



Loss of Originality and Creativity;



Vulnerability to alcoholism and psychosomatic
disorders, etc.

Impaired inter-personal
characterized by

functioning



Irritability;



Decreased concern and caring;



Family disharmony and withdrawal, etc.

may

be

Impaired occupational functioning may be characterized
by


Decreased efficiency;



Absenteeism;



Procrastination;
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Working to rule;



The desire to quit etc.

Overcoming burn-out


Do not have too many clients in a day.



Take breaks between sessions.



Discuss cases with a colleague so that the
responsibility is shared.



Stay emotionally detached from the lives of clients.



Do not take counselling failures personally. If a client
does not improve with counselling, it does not reflect
upon your competence.



Have a healthy social and family life. Do not carry
caseload home.



Have a healthy leisure life.



Use various ways to relax.

Conclusion
Counselling should ideally involve the client and
important others in the family who are significantly
involved in his/her problems. Counselling should be
conducted in a formal environment with both counsellor
and client comfortably seated. Sessions are commonly
50-60 minutes in duration and shorter during followup. The frequency and number of sessions differs for
each client. Counsellors need to become adept at
handling difficult situations such as those in which the
client has difficulty in talking, silences during session,
client crying or expresses strong emotions.
Counsellors need to guard against situations such as a
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transference, dependence, and counter transference.
Counsellors should stay alert to the possibility of
external interference with therapy.
Counsellors are to carefully record the counselling
sessions and seek supervision wherever needed. Only if
the counsellor is skilled and confident should take up a
particular case or else more harm would be done in the
name of counselling by the counsellor. The counsellor
should take appropriate care of self to prevent
succumbing to burnout syndrome.
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15
INTERVIEWING IN SOCIAL
CASE WORK
*Manju Kumar

Introduction
Many people in many different professions conduct
interviews. Social workers are only one such group. But
for social workers, interviewing is a preeminently
important activity. In fact, carrying out most of their
responsibilities depends on interviewing. Social work
interviews differ from those of other professional groups
in some crucial ways, reflecting what is unique about
social work.
It is a well known that although social work involves a
great deal more than interviewing, social case worker
spends more time in interviewing than in any other
single activity. It is the most important, most frequently
employed, social work skill. Kadushin and Kadushin
(1997, p.3) describe the interview as “the most pervasive
basic social work skill,” as a “fundamental social work
activity,” and as “a primary social work tool-in-trade.”
The interview, according to them, is the context through
which social workers offer and implement most human
Manju Kumar, Dr. B.R.Ambedkar College, University of Delhi, New
Delhi
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services. The interview is the primary instrument they
use to obtain an understanding of clients and their
situation and for helping clients deal with their problem.
It is, therefore, very important that one gain an
understanding of the characteristics of a social case work
interview, its specific purposes and processes.

Interviewing – Concept and Definition
Interviewing serves a variety of purposes and enters into
many social situations. It is as old as the human race
and as extensive as the leading professions of the day.
The priest, the journalist, the detective, the physician,
the lawyer, the anthropologist, the salesman, the
employment manager, the psychiatrist, the
Psychoanalyst, the research worker, and the social
worker regularly use the interview in daily practice.
Therefore, no single, formal, inclusive definition of
interviewing is feasible. Before one speaks of the specific
features of interviews conducted by social case workers,
it will be worthwhile to describe the characteristics of
interview utilized by professionals in different human
service disciplines.
Webster defines the interview as “a mutual view or sight;
a meeting face to face; usually a formal meeting for
consultation; for a conference; for eliciting information
by questioning; an interview is a visit for the purpose of
obtaining particulars respecting a person or his
opinions” and attitudes. Such synonyms as
“meeting,” “conference,” “consultation,” “questioning,”
“visit,” “conversation,” “discussion” are useful in
indicating the scope of the interview. From a common
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sense point of view interviewing seems to be a specialized
form of conversation, by means of which we exchange
experiences, reveal our attitudes, and express our views.
“An interview is a systematic method by which one
person enters more or less imaginatively into the inner
life of another, who is often a comparative stranger to
him”. (Young 1935, p.4)
Interview and conversation
Ordinary conversation is generally informal, more or less
spontaneous, and its subject matter is often of a general
nature. When conversation is purposive and deliberate,
and when at least one of the participants seeks to explore
the mind of the other, the parties to the conversation
pass from the status of mere talker and listener to the
status of interviewer and interviewee. The tendency is
for interviewing to assume the form of questions and
answers; the interviewer supplying the form and the
interviewee the content.
An interview can simply be defined as a conversation
with a deliberate purpose, a purpose mutually accepted
by the participants. An interview (professional interview)
resembles a conversation in many ways:


Both involve verbal and non-verbal communication
between people during which ideas, attitudes and
feelings are exchanged;



Both are usually face-to-face interactions, aside from
the telephone interview or conversation;



As in a conversation, participants in the interview
reciprocally influence each other;
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A good interview, like a good conversation, gives
pleasure to both participants.

Given below are the crucial features which distinguish
a professional interview from a conversation:
1. The interaction in the interview is designed to achieve
a consciously selected purpose.
From this critical feature of the interview flows a
series of consequences for the way in which
participants relate to each other in the interview as
distinguished from a conversation and for the way
the interaction is structured.
Since the interview has a definite purpose its content
is not selected because it is interesting; it is chosen,
rather, to facilitate achievement of the purpose.
The content reflects unity of purpose; there is a
progression towards achievement and thematic
continuity over a period of time.
2. The purpose of the interview is unidirectional – two
people are working on the problem of one.
3. There is a differential allocation of tasks between
the interview participants. The interviewer alone has
the responsibility for directing the interaction
between the two participants within the interview
so that it moves towards the designated goal.
4. Unlike conversation, the actions of the interviewer
should be planned, deliberate, and consciously
selected to foster the purpose of the interview. This
is part of the role behaviour prescribed for the
interviewer and the interviewee.
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5. That one participant is interviewer and another
interviewee implies a non - reciprocal relationship
which is demonstrated by the following situations:
a)

In an interview, one person asks questions and
another answers them.

b) This relationship is the result of the fact that
someone has to take leadership, that one person
does know how to conduct an interview and has
more expert knowledge of the subject matter.
c)

This nonreciprocal relationship also derives from
the fact that the structure of the encounter is
designed to serve principally the interests of the
client. A good conversation is more or less
balanced between the two participants.
Interviewing, on the other hand, is highly
imbalanced. The person interviewing suspends
his needs and desires in order to help the other
person. The profession of the interviewer entails
an obligation to perform clearly defined services
for the client.

d) The interviewer acts in a manner that
encourages the interviewee to reveal a great deal
about himself while he himself reveals little.
e)

No one is obliged to initiate a conversation. The
interviewer, however, is obliged to initiate and
maintain the contact until the purpose is
achieved or until it is clear that the purpose
cannot be achieved. The commitment on the part
of the interviewer to participation is recognizably
more intense.

Interviewing in Social Case Work

291

6. The interview, unlike a conversation, is usually a
formally arranged meeting. A definite time, place,
and duration are established for the interview,
7. Because an interview has a purpose other than
amusement, unpleasant facts and feelings are not
avoided. In normal conversation, at least in the early
stages of friendship, much effort is put into ‘getting
on with each other’—in other words, avoiding areas
of disagreement, ignoring personality flaws, avoiding
challenging the other person, and so on. In an
interview, though initially effort is made to establish
positive relationship, the main aim is to effect change
which often involves bringing out and dealing with
interviewee’s negative feelings and experiences; and
challenging and confronting him.
8.

Further, much conversation between friends is for
the purpose of bonding and individual pleasure. On
the other hand, the outcome of deliberations in an
interview may have profound consequences for the
rest of interviewee’s life.

In a nutshell, the professional interview differs from a
conversation in that it involves interpersonal interaction
for a conscious, mutually accepted purpose. Following
from this premise, the interview, as contrasted with a
conversation, involves a more formal structure, a clearly
defined allocation of roles, and a different set of norms
regulating the process of interaction.
Special Features of a Social Case Work Interview
Professionals within the human service family conduct
interviews in vastly different ways. While, the social case
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work interview retains all the main features of the
professional interview that we have mentioned above,
consideration of the social work goals, the assumptions
about the client population, the varying emphases on
the content and the process of the interview bring out
its special characteristics. A recapitulate is made of some
of the important and relevant dimensions of social case
work which place it apart from other human service
professions.
1. Each client is unique; so the interview process
cannot be standardized beyond a point. Social case
work emphasizes individualized problem definition
and helping process.
2. Each client has skills and strengths; they are,
therefore, collaborators in the helping process
occurring in the interview rather than being just
the informants, or recipients of expert help.
3. That worker and clients are equal except in those
small areas of lives of the latter which are problematic
dilutes in a big way the non-reciprocal role
relationship mentioned above. It is believed that the
clients have rich lives, only small parts of which are
causing concern or difficulties.
4. Each client shares with the Interviewer the
responsibility for success of the interview. However,
the greater part of this responsibility is that of the
interviewer because he has greater familiarity with
the situation, greater power in it and more
appropriate training in how to perform in it.
5. The case worker has generally no set interview
schedule (questions) and he attempts to keep his
control of the interview at the lowest possible level.
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Some case work interviews, however, do require the
worker to cover some uniform content, for example,
an adoptive interview typically requires coverage of
motivation, reaction to infertility, marital interaction,
child preference and experience with children.
6. The social case work interview generally takes place
with troubled people or people in trouble. What is
discussed is private and highly emotional. Interviews
are, thus, characterized by a great concern with
personal interaction; with considerable emphasis on
feelings and attitudes and with relatively less concern
for objective factual data.
7. Unlike other professions, social case work focuses
on the ’whole’ person. Person-in-environment
perspective leads to worker getting concerned with
a wide segment of the client’s life. The more the
worker explores the clients’ personal world with him,
the greater the likelihood of affective interaction and
of emotional involvement. Social case work interviews
tend to be more diffused than those conducted in
other professions.
Compared with many other kinds of interviews the social
case work interview is apt to be diffused, unstandardized, non-scheduled, interviewee-controlled,
focused on affective material, and concerned with
interpersonal interaction of participants. The social case
work interviewer has rather a difficult assignment. Much
of what he generally has to do in the interview cannot
be determined in advance. The content, the sequence
in which it is introduced, how it is introduced; the
interpersonal context in which it is explored – all these
matters are the responsibility of the worker and must

294

Case Work and Counselling: Working with Individuals

be a response to the situation as it develops. (Kadushin
& Kadushin, 1997)
To sum up, in social case work interview, the effort of
the worker is –
a)

to maximize clients’ participation;

b) to encourage the development of the interview so
that it follows the clients’ preferences;
c)

to maximize individualization of content, which
means that the worker has to use considerable
discretion in determining the direction and content
of the interview; and

d)

to minimize standardization, to respond to the
interview situations as they emerge out of
interpersonal interactions so that the worker’s
responses are spontaneous rather than prepared.

Components of Social Case Work Interview
All interviews, whether conducted by social case workers
or any other professional, have certain common
components which are as follows:


Purpose: an object to be attained, end or aim to be
kept in view



Structure: form, arrangement of parts



The dynamic processes inherent in the interaction
of individuals: a series of actions, motions or
operations definitely conducting to an end



Technical procedures, attitudes and predisposing
elements. Procedure- a manner or method of
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proceeding; order or system of conducting; and
Technique- expert method of execution. (Fenlason
1962, p.128)
While we discuss the first three components here, the
component of technique and procedure will be covered
in a later unit.

Purpose of Social Case Work Interview
Purpose according to objectives of social case work
Interviewing objectives are many and varied. The
purposes of the social case work interview follow from
the objectives and functions of social case work. They
vary widely according to the kind of problem presented
and the nature of the client. Broadly speaking, the
purposes of the interviews may be:


To explore client’s mind or sentiments;



To obtain information in regard to specific situations
or attitudes;



To establish eligibility;



To impart information (e.g. on health, available
resources for training or shelter);



To motivate to action;



To give advice and support;



To build self-confidence and raise self-esteem;



To evaluate and interpret information with the client;



To bring about change in feelings or perspective;
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To influence conduct; and



To influence social environment of the client.

There may be a general purpose for the entire interview
with more specific minor objectives, which may be
modified during the course of the interview.
Purpose according to the process of social case work
According to Kadushin and Kadushin (1997) the general
purposes of most social case work interviews can be
described as: informational (to make a social study),
diagnostic (to arrive at an appraisal), and therapeutic
(to effect change). These three categories align closely
to three major phases of the process of social case work.
While interviewing is used right from the social study
and intake stages through to case closure, interviews at
each phase of the process focus on a specific purpose.
However, these are not absolute categories. They serve
rather an analytical purpose. The same interview can,
and often does serve more than one purpose. The child
welfare worker’s main objective in an adoption
application interview may be to obtain necessary
information for reaching a reliable decision about child’s
adoption. The interview may also serve a therapeutic
purpose to help the applicants adjust to the idea of
adoption as a way of completing a family.
A. Informational or social study interviews: The
purpose of informational interviews is to obtain a
focused account of an individual in terms of social
functioning. Social study interview is a selective
gathering of life history material related to client’s
social functioning. Knowledge about the client, his
situation, his strengths and limitations, resources
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and social networks is a necessary prerequisite to
an empathic understanding of the client in his social
environment. And empathic understanding is a
prerequisite for effective intervention to bring about
change. Information on what is the exact nature of
difficulty or concern; for whom it is a problem (for
example, whether the teacher, parent or the child
perceives a situation as causing concern); when the
difficulties began; what has made things better or
worse (efforts made by the clients in dealing with
the situation before seeking interview); and how
other people in the client’s social milieu perceive
the situation can go a long way in achieving reliable
assessment, that is definition of the situation, and
effective intervention.
In a series of contacts (interviews) with the client
such information gathering is cumulative; in every
interview some new, previously unshared
information is obtained. Early interviews are likely
to be devoted more exclusively and explicitly to
obtaining information. In later interviews, obtaining
social study information is typically incidental to the
achievement of some other purpose. (Kadushin &
Kadushin, 1997)
B. Diagnostic- decision-making interviews: These
interviews are geared towards appraisal and
determination of eligibility for a service. They are
conducted so as to permit the worker to assess some
particular characteristics of the interviewee, to define
and redefine the purpose of the social case work
process. The appraisal interviews have to obtain
selective information needed to make some
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necessary decision. The decision in itself involves a
diagnostic process in the mind of the worker- a
process of applying theoretical generalization to the
data obtained and organizing and interpreting the
data for valid inferences, for example, arriving at a
decision that a child is indulging in “attentionseeking” behaviour (classifying the reported
behaviour); or a teenage girl is not responding to
medical treatment “to avoid getting married” (arriving
at a cause-effect linkage). These inferences, though
tentative, enable the worker to decide whether the
agency (and the worker) can do anything to help
the client or a referral is indicated.
The aim is primarily to discover the needs, resources
and possibilities of each case. Diagnostic interview
involves” the attempt to make as exact a definition
as possible of the situation and personality of a
human being in some social need, i.e., in relation
to the other human beings upon whom he in anyway
depends and who depend on him and in relation
also to the social situation of his community”
“What”, “when”, “where”, and “how much” are
important parts of the interview.
C. Therapeutic interviews: The purpose of the
therapeutic interviews is to effect change in the
client, in his social situation, or in both. Such
interviews involve the use of special remedial
measures to effect change in feelings, attitudes and
behaviour on the part of the client in response to
the social situation. They can also involve efforts to
change the social situation so as to reduce social
pressures impinging on the client. Therapeutic
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interviews are highly individualized and
idiosyncratic. The interview might itself be the
instrument through which change is effected. The
purpose of such interviews is helping and healing
through communication in a therapeutic
relationship. On the other hand, the worker may
do no more than present the facts in a more objective
light, thus enabling the client to see himself, his
assets and liabilities, his sources of strength, and
his opportunities more clearly than he could see
them unaided. The client (the interviewee) then is
the person with and for whom the change in feeling,
attitude and behaviour is attempted. All problems
may not be settled in the interview but to be
successful, it should lead to some plan of action.
Interviews may have a therapeutic purpose but the
person for whom the therapeutic change is sought may
not be present. These include interviews with persons
important in the client’s life where the social worker
acts as a broker or advocate in the client’s behalf. The
purpose of the interview then is to change the balance
of forces in the social environment in the client favour.
The purpose of the interview may be informing him about
the data that have been obtained from other sources,
for providing information, to answer questions that the
client has raised or of passing on some decision that
has been made about him by a person in a position of
authority. The worker may also inform the client about
such matters as his performance in certain tests and
their interpretation and to determine with the client as
to exactly what specific behaviour needs changing.
(Kadushin & Kadushin, 1997)
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While interviewing is used right from the social study
and intake stages through to case closure, interviews at
each phase of the process focus on a specific purpose.
However, these are not absolute categories. They serve
rather an analytical purpose. The same interview can,
and often does serve more than one purpose. The child
welfare worker’s main objective in an adoption
application interview may be to obtain necessary
information for reaching a reliable decision about child’s
adoption. The interview may also serve a therapeutic
purpose to help the applicants adjust to the idea of
adoption as a way of completing a family.
Besides, while therapeutic interviews occur sequentially
later in social case work process, the interviews
conducted for informational and diagnostic purposes
may also serve therapeutic purposes. These interviews
give a chance to the client to talk about himself, his
past, his wishes and fears, his hopes and aspirations.
The process of talking things over brings new clarity of
thought, relief from tension and a new objectivity – that
may in itself bring about the necessary change. The
interviews may provide the clients with cathartic
opportunities to ventilate their suppressed feelings.
Clients from certain segments of society (e.g. elderly
persons, women in oppressive relationships or exploited
workers) may find the interviews therapeutic because
they perceive the worker as a ‘companion’, someone to
tell their story to, and someone who will listen to their
story.
A widow, with two teenaged children, visited the agency
and asked pointedly to be put in touch with a person
who had lot of time and patience to listen to her. True to
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her demand, she initially dominated the interviews,
talking for long periods. It became apparent that she had
suppressed herself throughout her married life and never
expressed her own needs and desires to her husband.
The initial interviews which aim to instruct the
interviewee about the procedures for obtaining
assistance, to motivate him to participate and take
responsibility for change, and to help and develop
confidence often prove therapeutic. Interview sessions
give women (with marital problems) introspective
opportunities to examine and enhance their knowledge
of themselves and their marriages.
Further, the specific purpose of initial interviews may
be to establish the very purpose of the entire social case
work process. Putting the client at ease and to win his
trust may not be independent entities but these are
correlative with the purpose of the whole of the helping
process.
Following is an illustrative list of types of interviews based
on the purposes of interviews:


Introductory interview



Fact-finding interviews - to enable the client to air
to problem; to discover the causes of the problem /
dissatisfaction; and to establish the facts of the
problem situation.



The interview for empathetic understanding



Informative interviews – to give, review and clarify
information



The interpretative or educational interview



Skill / capacity building interviews
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The supportive interview



Diagnostic decision-making interviews



The evaluative or value-setting interview



Therapeutic interviews



Motivational interviewing - to direct persuasion for
facilitating behaviour change; to promote client
motivation and reduce motivational conflicts; and to
increase skills and reduce barriers to change.



Brief interviews



Terminating interviews, and so on.

Structure of an Interview
Differences in primary purposes of interview are reflected
in the ways they are structured and conducted. Structure
is the element of the interview, which gives it, form and,
in some instances, content. Structure has variously been
described as ‘an arrangement of elements or parts of a
whole’; ‘a systematic arrangement of composite parts’;
‘an assembly or formation of parts of a complex entity
in a particular manner or pattern’; and ‘an organization
of constituents of an entity in a systematic framework
or sequence’. Different models have been formulated to
explain some of the ways the interviews are structured
to achieve their purposes.
Various outlines, bearing directly on purpose and
objectives have been developed for planned structuring
of the interview. These outlines are helpful in conducting
different types of interviews for specific use such as the
determination of eligibility (scrutiny of adoptive parents,
conditions for a child being received in care), the
developmental history of a child, or history of onset and
development of the difficulty under study.
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Linear Model
The basic elements of structure are- a beginning, middle,
and an ending. Porter Lee has listed four structural
elements of the interview: 1) the start, 2) crises in the
trend of discussion, 3) psychological moments, and 4)
conclusion. The continuum (beginning, middle, and
ending) is affected by the critical incidents in each phase.
Critical incidents are characterized by crises and turning
points which lead to a forward or backward movement toward or from the objective of the interview. The critical
moments, which arise in interview, may come about
because of certain characteristics of interviewee
behaviour and response and of interviewer activity
peculiar to each other. Following are some of the ways
in which these may occur in the interview:


Through a stimulus response of feeling and attitude
in the interviewee himself as he reacts to the purpose
of the interview and the circumstances which
brought him to it, the setting of the interview, the
memories and associations which the discussion
evokes in the interview, his feelings and attitudes
towards the interviewer’s personality and the
interviewer’s responses;



Through responses of feelings and attitudes in the
interviewer;



Through responses evoked by circumstances for
which the interviewer and the interviewee have little
or no control.

In a psychiatric clinic of a general hospital for women,
the case work trainee (MSW Previous student) Ritu was
conducting an interview with a young girl Nita, aged 16
years, undergoing treatment for hysteria and vomittings.
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She was assigned the task of clarifying the psychiatrist’s
diagnosis of Nita’s problem and seeking her co-operation
in the treatment process. Nita resented the ‘doctor’s’ view
that she herself was responsible for her problem and it
devolved on her to get well. Despite having established
rapport with Nita in earlier meetings the latter did not
seem to hear Ritu’s explanations and responded in
monosyllables. Ritu was practically at a stand still. Just
then, some of the clinic staff wanted to shift some benches
from the corner of the verandah where the interview was
being conducted. Getting up from their seats, Ritu invited
Nita to accompany her to the adjoining kiosk and have a
drink. The interview was resumed, though in a more
informal manner and in a non-clinical setting. Nita
opened up visibly and enquired Ritu why ‘doctor’ said
that she could cure herself. Not only Ritu was able to
hold Nita’s attention but was successful in obtaining so
far undisclosed facts which could have been responsible
f or her problem, thereby, making more reliable
assessment possible. Ritu concluded the session by fixing
up a home visit to carry the interaction forward.
The shifting of the venue of the interview, though
unplanned, proved to be a turning point and propelled
the interview forward.
The start involves an obligation on the part of the worker
to make the purpose of the interview clear to the client
at the earliest possible moment and where necessary to
explain the function of the agency he represents briefly
and in terms that can be readily understood. The
commonly accepted principle as a guide in beginning
an interview is- begin where the client is. The worker,
therefore, finds out about the client and the matter of
concern as reported. Though this information may be
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in rudimentary form, it forms the basis for some
preliminary planning of the session.
Even if the previous interview had been conducted
effectively, the worker has to again tune in to the client’s
response pattern and mind set. The worker, therefore,
has to be sensitive to the changing emotional climate.
Life does not remain static in between the sessions.
Both worker and the client have life experiences which
may influence their responses and mental framework
and, consequently, the interactional processes in the
ensuing interview. The beginning of each interview may
involve recapitulating the point where the last session
ended; enquiring generally about what may have
transpired during the interval, noticing any non-verbal
cues which seem significant and renewing the statement
of purpose for the current session. It is helping the client
to rejoin in the process of interview.
The middle phase of an interview is in motion when the
client and the worker’s discussion progressively centres
on the main purpose for which the encounter has been
conducted. Critical moments and the psychological
blocks within the client or the worker arise in the middle
phase, which impact the smooth flow of the session.
The ending of an interview may be established by the
expiry of a predetermined period of time or when the
client and the worker decide that the purpose of the
interview has been achieved. The ending may come
about abruptly because of the acting -out resistance by
the client. The closure of the interview may involve final
reinforcement, recapitulation and review of the content
and process of the interview including final feedback
from client (final summaries from worker and final
questions from the client), scheduling of the next
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encounter, practical arrangements like contacting some
one, writing letters or some task to be undertaken till
the next interview, any plans for follow up or any onward
referral.
This model facilitates planning for the forthcoming
session, divide the time slot according to the elements
of the interview structure. For example, Stanton suggests
that 95 per cent of the one-hour interview may be spent
for the middle phase, the rest time to be spent in the
beginning and the closing phases.
The three stages in the continuum may be analysed in
the linear mode but the tasks accomplished at one stage
may have to be undertaken at other stages too. For
example, putting the client at ease is a task to be taken
up at the beginning of the interview but it may become
necessary at a later stage if the client shows that the
communications during the interview have set in motion
disturbing feelings and thoughts. Or the interview may
plunge directly into dealing with the main issue under
focus and later relationship issues may have to be taken
up. Again, review and recapitulation or summarizing
(expected to be done at the end) may be resorted to in
between the middle phase because of a long- winded
and complicated content emerging during the
encounter.
Circular Model
Another exposition of the structure of the interview is
in Bogardus’ theory of the circular response. The theory
is that each participant in turn furnishes the stimulus
on which the next response is based. Each response
brings the interview to the next step and provides the
stimulus for the next step. Each response becomes a
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new stimulus until the circle ends by the
accomplishment or failure of the purpose of the
interview. The case work interview is in reality an
interplay of dynamic personalities who constantly act
and react to each other’s questions and answers, to each
other’s gestures, facial expressions, manners and even
dress. The interviewee (the client), therefore, is as apt
to influence the interviewer (the worker) and guide the
course and outcome of the interview as vice versa.
Furthermore, the thoughts and feelings which prevailed
at the outset of such an interaction may be so completely
changed in their course that new and unforeseen moods
and mental content may come to dominate the situation;
that is, the interview conforms to the circular response
pattern. Interviewer and interviewee generally stimulate
each other in new ways as the interview proceeds step
by step. (Young, 1935) In other words, there is stimulus
and response, with every response becoming a stimulus
for another response. (See diagram given below)
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Spiral Model
Spiral model takes the circular model further. After each
round of stimulus and response the worker and the
client occupy a more advanced position of knowledge
about each other and about the social situation under
consideration than they did at the beginning of said
round of interaction. After each stimulus – response
step a new level of relationship is attained by the worker
and the client jointly. Spiral model also helps in
evaluation of the interview – whether the interview has
moved towards its objective. Circular model emphasizes
that the question of the interviewer serves as a stimulus
to the interviewee’s answer which, in turn, becomes a
stimulus to the interviewer’s response (whether another
question, a comment, or non-verbal expression). The
spiral model highlights the fact that each set of stimulusresponse takes the interview to a new level. The position
where the interview ends should be away from the
starting point, or else it will mean that nothing useful
has been accomplished. (see fig.)
Unlike the linear model, the circular and spiral models
of interview structure bring out the reciprocal role
relationship between the two participants in social case
work interview. The worker is not only a questioner and
the client ‘a well’ from where he has to lift out answers.
When the circular or spiral concept does away with the
somewhat formal question-answer type of interview, it
gives the worker the new role of being “on his toes”
every minute of the interview.
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He secures his clues as the interview moves along. He
picks up new threads of thought and experience at every
stimulus-response step. (Young, p.23)
We have mentioned at the beginning of this unit that
social case work interviews tend largely to be
spontaneous, loosely structured and individualised.
However, the extent to which the worker may want to
stucture the interview will depend upon the purpose,
the type of interview, and any time restrictions. We give
below a brief description of characteristics of interviews
with different level of structuring:


Non - Structured Interviews: the interviewer allows
the client steer the interview. There is no
prearranged schedule or framing of questions –
simply thinking of the purpose and making a mental
note of a few possible areas or topics which need to
be covered. This, however, does not justify poorly
planned and badly conducted interviews.
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Moderately – Structured Interviews: These involve
planning and framing the major questions worker
wants answered and perhaps some possible follow
up questions to probe deeper , if necessary



Structured / Highly - Structured Interviews: The
interviewer dominates and controls the interview.
All (or most) questions are arranged and scheduled
in advance. This strategy may be beneficial in factfinding interviews.



Highly – Structured / Standardized Interview:
Questions are close-ended – the interviewee to
choose from only given response choices.

As mentioned above, the series of interviews required
in the entire social case work process may reflect a mix
of different levels of structuring, depending upon the
stage of the social case work process, specific purpose
of the interview and the capacity of the client. The
diagram above shows the spiral model based on
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stimulus-response pattern combined with the linear
model which focuses on the beginning, middle and
ending phases of an interview.

Process of an Interview
Process is another important component of an interview.
The word ‘process’ implies movement – from one point
to another; a natural phenomenon marked by gradual
changes that lead toward a particular result. In our
context it connotes ‘a series of actions or operations
conducing to an end’. In an interview, which is
embedded in a social intercourse, the interaction
between the two participants is dynamic in character,
that is, there is continuous movement and change.
However, the term ‘process’ denotes ‘forward movement’
–in other words, to move towards achieving desired
results. A process in interviewing is the encompassing,
descriptive word for movement in the interview.
As mentioned above, the interview process is sequential
in nature, that is, it starts at a point (beginning) and
moving through various events (both psychological, social
and physical) reaches the end. The peculiar nature of
the interview process is that there are two processes
occurring at the same time. While interview is moving
through its sequential phases, it is ‘one’ episode in the
entire Social Case Work Process, which is in itself
sequential in nature, like earth which, while going
around the sun (orbit), rotates around its own axis. In
other words, the objective (goal or end) of a particular
interview’s process is a part of the over-all objective /
objectives of the complete helping process. Each
interview in a sequence of a number of interviews
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achieves a limited purpose which cumulatively achieves
the larger goal statement for the entire case work
process. The onward movement of each interview (the
process) contributes and/or reflects the onward
movement of the helping process itself. It is the
responsibility of the worker to maintain the onward
momentum in the interview.
Some dimensions of interview are important interface
of the interview process, like, a) adequate planning and
preparation for the forthcoming interview session; b)
selection of appropriate strategy based on initial
understanding of the client, his background as well as
the reported problem; c) positive relationship with the
client; and d) the use of necessary skills, techniques
and tools to propel the interview further.
A. Planning and Preparation
The interviewer goes into the interview with a number
of ideas about what he hopes to achieve, thereby,
providing direction and structure to the encounter.
Making a brief note of these tentative suggestions about
the interview process and outcome before the interview
will help keep the structure, although need for flexibility
in selecting and attempting to achieve these aims and
objectives is important.


Before the first encounter, the worker needs to get
familiarized with the referral note, mentioning the
reported problem; the source of the referral (e.g.,
parents, spouse, teacher or some one at the agency)
and the expectations from the worker in terms of
the purpose of the one session to be conducted or
the case work process to be initiated. In case the
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interview is other than the first , the worker needs
to recapitulate and review what had occurred during
the previous session / sessions; what had been
achieved or had been missed out; what had been
planned for the forthcoming session. In either case,
the worker goes to the interview with some plan for
achieving specific objective.


Worker needs gather as much preliminary
information about the client and his background –
from the case records (if an old or ongoing client),
from case files (inmate in a residential institution),
any other kind of records like school attendance /
performance records; and background information
based on records or personal knowledge of the
worker / agency. This helps the worker in achieving
preparatory empathy in terms of culture, impact of
the problem, e.g., an athlete losing a limb in an
accident), implications of belonging to disadvantaged
or oppressed social groups.



The worker is required to keep in mind the likely
bias in the records and keep an open mind to
ascertain facts on his own. The information gathered
is used by the worker as preparation for likely
developments, as reference points, and as source of
information about areas to be dealt with sensitivity
and caution.



In subsequent interviews, the worker has to be
conscious of what might have happened in the
worker’s and the client’s life since the last session
and be prepared for emotional impact on the
forthcoming interview session.
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For the first encounter the worker needs to carefully
schedule the meeting. Depending on the residence
of the client (the distance and transport facilities
available) and/or the family responsibilities, the
worker has to fix the meeting. He has to consider
about the kind of setting in which the interview will
take place. He has to attempt to tailor the interview
conditions so as to optimize the chance of a
successful encounter with the client – to avoid noise,
to ensure privacy, to consider physical surroundings,
kind of chairs and seating arrangement. It is rare
that the ideal conditions may be available. One can
share these kinds of difficulties with the client. The
setting is equally important in subsequent sessions.
Any sudden change in the seating or physical
surroundings may affect the client adversely.



Worker has to decide the kind of records that need
to be maintained – written or electronic; whether
any note-taking during the session will be advisable.
If the interview is expected to be dealing with
emotionally charged content, it will be preferable
not to take any notes during the interview. Filling
up of forms about basic socio-economic data is
generally acceptable to clients but it is always
advisable to ensure that the client is feeling
comfortable about it.



Lastly, the worker needs to engage in self-exploration
– in terms of personal biases or emotional responses
to client information or awareness of professional
expertise necessary for dealing with the task ahead.
This is relevant both for the first encounter and later
interviews. In the latter, any developments during
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the interview may give rise to emotionally-charged
atmosphere which the worker finds difficult to
handle. Consulting senior and experienced
professionals and / or availing of supervisory inputs
as well as drawing upon professional knowledge base
may prove beneficial in such situations.
In short, the planning of an interview involves the
following:- why this interview (purpose); who is the client
(his likely reactions and does the client have the
necessary capacity or power to make decisions that the
worker expects from him); where and when (place, time,
stage of the process); what (topics to be covered and
type of questions to be asked); and how (decide the
structure and content of the interview). How does the
worker plan to accomplish the objective? Will he begin
in a friendly manner or come straight to the point? Will
he inform the client about the entire process or only
the specific portion under focus in the current interview?
B. Professional Relationship in Social Case Work
Interview
Professional relationship is one of the core conditions
for success of an interview. It is the interactional context
in which the social process of an interview takes place.
A good and positive relationship increases the likelihood
of client’s self-disclosure and enhances the influence of
the worker (interviewer). Therefore, having met the client
and begun the interview, the worker faces the most
important primary task: establishing a positive
relationship with the client.
Unlike any social relationship, this relationship, termed
‘professional relationship’, is characterized by having a
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specific purpose; being time bound and for the client;
and expecting objectivity on the part of the worker. Other
core conditions of or attitudes associated with positive
relationship are:


Unconditional positive regard for the client,



Acceptance of the client as he is,



Empathy, warmth and genuineness,



Caring



Non-judgmental attitude



Maintaining confidentiality

It is important for the interviewer (worker) to win the
trust and confidence of the interviewee (client), to help
the client feel comfortable during the interview, and to
assure the client that the information shared during
the interview will be kept confidential. The client should
feel respected as a human being and not humiliated
because he has sought professional help. Demonstrating
respect for the interviewee’s individuality helps to
establish and maintain a positive relationship. The
interviewer takes responsibility for providing the
psychological atmosphere, in which a good relationship
can be initiated and maintained. It is not enough that
initial rapport has been established in the early
interviews; maintaining positive relationship is necessary
also for the later interviews to be effective.

Strengths and Weakness of Interviewing
It was stated right in the beginning that interview is the
most frequently used tool of social case work. It is so
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because it offers many advantages to the social case
worker. But interviews are not unmixed blessings! There
are certain limitations, certain contra-indications for its
use. Knowing both sides of the coin will enable the
worker to use the tools of the interview judiciously.
Strengths:
1. It is the most economical way to use the social case
worker’s time as it is generally held in the office.
2. It is easier to fix appointments with one client rather
than with a group.
3. Interviews can be held in succession, thereby
maintaining continuity in the helping process.
4. Those with deficient social skills and limited verbal
skills, feel reticent in a group. For example, a
children’s group has little sympathy with an
inadequate member.
5. Initially, while dealing with persons with disturbed
behaviour it is best to meet the client in one-to-one
situation to build the confidence and improve social
skills and behaviour before they are asked to join a
group.
6. Clients get whole attention of the case worker.
7. Establishment of worker - client relationship is one
of the most important reasons for the individual
interview.
8. Through the interview, the worker has access to the
client’s feelings and attitudes - the subjective
meaning of the objective situation.
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9. Observation in the interview presents the worker
with a sample of client’s behaviour, to be interpreted
further.
10. The interview is one of the most flexible procedures
for getting access to a wide variety of insights about
the client in a social situation. Through words, the
worker can experience with the client various
situations in the past, present and future.
11. Interviews are not entirely dependent on verbal
communication. Non-verbal communications form
a significant part of the total interaction. Also the
responsibility to maintain the flow of the interview
is with the case worker. Interview then is particularly
important for emotionally deprived and reticent
clients.
12. Clients who are facing serious social difficulties
desire privacy. Their self-expression is inhibited and
they feel that they may lose self-esteem before
others.
13. Hostility and negative feelings against authority
figures in a group may lead to group hysteria because
clients reinforce each other’s fears.
14. If catharsis is indicated, the interview is important.
Weaknesses
1. Interviews depend primarily on verbal
communication, which in case of some persons
belonging to minority groups, disadvantaged or
oppressed segments of client groups, becomes an
inhibiting factor. Also, in such cases, the meaning
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of words as understood by the worker and client
may differ considerably.
2. Interview results in isolating an individual in a
controlled environment of a worker’s room. The
worker is limited in his perception of the client.
3. Corroboration of facts given by the client from family,
friends neighbours becomes difficult.
4. The validity and reliability of this method depend
on how well and skillfully the interview has been
structured and who is conducting it.
5. The worker’s bias is another limitation. Particular
phenomena are interpreted according to their own
understanding, belief and attitude.
6. Even if relating to the environment is not necessary,
knowing or ascertaining whether the case work has
been effective becomes very difficult.
7. Apart from the use of confrontation as a technique,
shades of confrontation are inherent in one-to-one
interview.
8. However, the worker may use some activity so as to
release tension and reduce confrontation.
9. Silence in one-to-one situation is less comfortable,
often embarrassing, especially with young shy
children. Many interviewers also feel uncomfortable
to handle silences which may occur in the interview.
10. Even maintaining an eye-contact, which an
interviewer learns to do, may become threatening
to the client.
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The client (a young lady) blurted out during the
interview that I should not look directly at her. In
answer to my query the client replied that my full
attention as demonstrated by the eye contact made
her feel that I could see deep inside her, even the
things she did not want me to see! I learnt that even
the way an eye contact is maintained made a
difference to the client. As I had been able to establish
good relationship, the client felt free to share her
anxiety with me. I apologized, told her that my
intention was only to attend to her recital and looked
at her in a casual manner.
11. Strain of keeping up a conversation with a stranger
of whom they are in awe can be a source of anxiety.
12. The power imbalance in the worker-client
relationship tends to undermine the concept of
client’s collaboration and participation.
13. Client’s sense of inadequacy tends the worker to
encourage client’s dependence on him – worker
either takes upon himself the task of problem
resolution (‘the client is not capable or too slow’) or
loses respect for the client and become indifferent.
Many of the weaknesses mentioned above can be got
over by appropriate strategies and skilled use of
techniques. Empathic understanding of the client, his
milieu and his concerns, honest self-awareness, constant
effort at enhancing professional competence and
judicious mix of verbal communication, use of
diagrammatic tools (ecomaps, genograms, life road maps)
and activity (art and craft, role play / role rehearsal,
indoor game, autographical writing) can mitigate the
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likely negative impact of one-to-one situation.
Complementing individual interviews with joint
interviews (like husband and wife, parent and child,
teacher and parent, doctor and patient); visiting home,
school or hospital; visiting work place (with caution) and
so on may be able to overcome some of limitations of
the individual interviews.
The advantages, versatility, and flexibility of interviewing
have made the interview a tool of choice for social work
interaction with the client.

Conclusion
Social work interviews are concerned with social work
content, are scheduled to achieve social work purposes,
and take place in social work settings. The function and
focus of the profession thus determine, in a general
way, the distinctive contents of social case work
interviews.
Social Case Work interviews, though expected to be
planned, are not standardized and follow the
idiosyncratic characteristics of the individual clients and
their concerns. An Interview in a sequence of interviews
has a specific objective or purpose, which forms a part
of the overall objective or goal of the helping process.
Purpose determines the structure, content and the
process of the interview. The worker (interviewer) may
have to mix different degrees of structuring – within the
same interview or in different interviews held at different
stages of the helping process. Process focuses on the
interview’s movement on to the specified purpose.
Planning and preparation for the interview (value of
spontaneity and flexibility notwithstanding) and
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establishing and maintaining of positive relationship are
crucial dimensions of the interview process.
Social case work interview involves primarily verbal
exchange between the two participants. Traditionally
the interview is held in the impersonal atmosphere of
an agency office. Analysis and interpretation of the verbal
exchange in this scenario is the primary source of
gathering information, sometimes of highly intimate and
emotional nature. The one-to-one situation has some
inherent deterrents for some client groups.
However, the advantages of an interview as a tool for
initiating and engaging the client in the helping process
far outweigh the limitations of individual interview
situation. Complementing verbal exchange with
activities, joint or family group interviews, empathic
understanding and skilled use of techniques can
overcome negative connotations of an interview.
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INTERVIEWING AND
COMMUNICATION
*Manju Kumar

Introduction
Communication involves “any act by which one person
gives to or receives from another person information
about that person’s needs, desires, perceptions,
knowledge, or affective states.” (de Valenzuela, 1992)
According to Webster Dictionary, communication is
“sending, giving, or exchanging information and ideas.”
Communication is an activity, an everyday occurrence
that happens naturally. Without communication we
could not share our thoughts, feelings, or beliefs. In
fact, communication is at the heart of being human.
Interviewing is a form of communication. It is a two-way
communication process that allows for the interchange
of ideas and information between the participants of
the interview. Social case work interview like all interviews
involves interaction between two or more people. While
interaction is the medium through which the case
worker tries to reach out to the client, communication
Manju Kumar, Dr. B.R.Ambedkar College, University of Delhi, New
Delhi
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is the method for doing so. Interpersonal communication
occurs when we interact simultaneously with another
person and attempt to mutually influence each other.
In fact, interpersonal communication is the foundation
of human interaction and inherent in the process of
interviewing.

Understanding Communication
Understanding communication and the communication
process better can help the social case workers become
more effective and successful communicators.
Communication skills are critical skills that social case
workers need to understand and acquire. Skills which
determine to a great extent the effectiveness of
interpersonal communication or rather the entire social
interactional process of social case work are grounded
in in-depth knowledge and practice of communication
and communication process.
Definition and Features of Communication
To view interviewing from a communication perspective,
it is worthwhile to know and understand what
communication is and what are its distinguishing
features.
Defining Communication
Communication, according to various dictionaries,
means any or all of the following: ‘the act of transmitting’,
‘a giving or exchanging of information, signals or
messages by talk, gestures, writing, etc.’ ‘the
information, message, etc.’, ‘close, sympathetic
relationship’, and ‘a system for sending and receiving
messages’. The word “communicate” is derived from the
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word “common” - to share, exchange, send along,
transmit, talk, gesture, write, put to use, relate.
Communication can be described simply as the
transmission of a message from a sender to a receiver in
an understandable manner. Sender, receiver and a
message are, therefore, three basic components of a
communication event. . A more comprehensive
statement includes the components of context and
environment to the basic elements of sender, receiver,
and message.
Communication is the process of using verbal and
nonverbal cues to negotiate a mutually acceptable
meaning between two or more people within a particular
context and environment.
Let us explain briefly different phrases used in this
definition:


Process: suggests that understandings constantly
develop and change through
one or more
transactions.



Verbal and nonverbal cues: given through language
and voice, body, face, space, touch, use of time and
space and other personal cues like dressing and
appearance.



Negotiate a mutually acceptable meaning: dialogue
leads to an understanding that all participants in
the communication situation can accept.



A particular context: communication is defined in
terms of particular circumstances and situations.



Environment: refers to physical, social and emotional
conditions within which the communication occurs.

Interviewing and Communication

327

Environments can place expectation and constraints
on communication.
Features of Communication
Different definitions bring out special features of
communication, which are described below:


Communication
involves
the
‘creation’,
‘transmission’, and ‘reception’ of ‘messages’.



Communication always happens between or among
at least two persons. Communication is social
interaction where at least two interacting agents
share a common set of signs.



Communication involves active interactions with
the environment- physical, biological and social.



Communication involves an exchange - of electrical
signals, of sounds, words and printed pages.



Communication is a process. Communication is
always in motion, moving forward and changing
continuously.



Communication is a system: its components are
interdependent and interconnected in a way that
any change in one component affects others.



Communication is comp lex . No form of
communication is simple. Because of the number
of variables involved, even simple requests are
extremely complex.



Communication, especially
interpersonal
communication, is inescapable. We constantly
communicate with those around us. The very
attempt not to communicate communicates
something.
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Communication is irreversible. One can’t really take
back something once it has been said or conveyed.



Communication seems so natural and one generally
assumes that there is no need of working on it but
it is not true. Most fights or arguments with spouses,
children or friends are the result of ineffective
communication. Communication is a learned skill.



Communication requires a vast repertoire of skills
in intrapersonal and interpersonal processing,
listening, observing, speaking, questioning,
analyzing, and evaluating.



Communication emphasizes content (the message)
and relationship s (relationship between the
participants in the communication process).



Communication is gov erne d by rules a nd
principles. Regulative rules specify when, where,
with whom, and how one communicates.

The features mentioned above highlight the fact that
communication is both a system and a process; is an
inevitable but complicated part of ones existence; is a
learned social skill; needs effort to be achieved; and is
governed by specific rules and principles. Since it is
irreversible, the content and the context of, and the
means used to convey a message require particular care.
Analysis of the components (interdependent parts of a
system) in a dynamic process will lead to a greater
understanding of communication and its place in
interviewing.
The Communication Process
Communication is a creative and dynamic continuous

Interviewing and Communication

329

process, rather than a discrete or isolated exchange of
information. (Wikipedia)
Communication is the process of sharing thoughts,
ideas, experiences and emotions with others, and having
those thoughts, ideas, experiences and emotions
understood. In other words, it is a process by which we
assign and convey meaning in an attempt to create
shared understanding.
Elements of Communication Process
The communication process is a system that involves an
interrelated, interdependent group of elements working
together as a whole to achieve a desired outcome or
goal. In other words, these components can be viewed
as factors which influence the communication process
and impact each other in a variety of ways. In a snapshot
of a static instance of communication the following are
the most important elements:

A message: what needs to be communicated

A messenger (also called sender or source): the
person who has something to communicate

A receiver (or destination): the person who receives
the message

Encoding: message formed with verbal and nonverbal signs

Decoding: reconstruction of the message by the
receiver

Channel: the means of communication
Besides the basic elements listed above, another
significant element is the meeting point for the sender
and the receiver – the area where fields of experiences
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of the two participants in the communication event find
some commonality. It is the mutual recognition of the
purpose and context of communication, the actual
environment where communication takes place and
rapport that exists between the sender and the receiver.
A model illustrates different components of the
communication process.

Basic Interactive Model
Source: http://www.rocw.raifoundation.org/masscommunication/BAMC/
CommunicationPrinciples/lecture-notes/Lesson-03.pdf

The model given above brings out another significant
element of the communication process, and that is the
element described variously as noises, filters or
interferences. Noise could be defined as unwanted
signals that can disrupt message accuracy or anything
that interferes with a message. Noise essentially is
anything that distorts a message by interfering with the
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communication process. Noise can take many forms,
including a music playing in the background, another
person trying to enter your conversation, and any other
distractions that prevent the receiver from paying
attention. Noise can occur during any stage of the
process.
The Communication Chain or Sequence
The communication process constitutes of a chain or
sequence of events which are explained below:

The sender or the communicator has the need to
communicate (that is objective, purpose or intent);

The need is translated into a message. The sender
will encode his message with words, behaviour and
body language that he senses will help him to best
communicate this message according to his
intention (encoding);

The message which involves decisions about content,
structure, style and mode (oral, written and nonverbal) is transmitted through various channels like
face-to-face interaction, telephone conversation or
email;

The receiver gets and interprets the message
according to his personal, cultural or contextual
background and language skills(decoding);

The receiver responds and reacts to the message
received and thus provides feedback to the sender.
While giving feedback the receiver takes on the role
of a communicator;

The sender receives feedback. Feedback is a key
component in the communication process because
it allows the sender to evaluate the effectiveness of
the message. Without feedback, the sender cannot
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confirm that the receiver has interpreted the
message correctly, that is, as intended by him.
Feedback ultimately provides an opportunity for the
sender to take corrective action to clarify a
misunderstood message, to adjust his message and
send it again by varying the content, structure or
the mode. Feedback plays an important role by
indicating significant communication barriers:
differences in background, different interpretations
of words, and differing emotional reactions.
Irrespective of their subjective realities like attitudes,
opinions, values and perceptions as well as fields of
experience, the sender and receiver, share a common
space - that is a positive relationship, context and
social environment in which the process of
communication takes place.
The sender sends the corrected message or sends
another making the communication chain cyclic in
nature. (See fig. Please refer also to the cyclic and
spiral models of structure of an interview in the
previous unit.)

Fig.: Circular Model of Communication
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As the figure above shows the source has become
listener, and listener has become the source. In a very
real sense, one becomes listener and source
simultaneously. As one delivers the message, one is
tuned in to the listener’s feedback, evaluating whether
one’s message has been received.
Levels of Communication
A social case worker needs to be aware of the levels of
communication which are generally influenced by
cultural traditions. Given below are different levels of
communication which imply client’s (receivers of
messages) increasing personal involvement and intimacy
with the worker.
a)

Ritual: at the most basic level, communication is in
the form of ritual exchanges; for example, greetings,
asking ‘how are you?’, ‘fine thank you’, talking about
the bus journey or welfare of the family. The
questions and answers are not to be taken literally
unless accompanied with additional words or body
language conveying the concern associated with the
answer, which moves the conversation to the next
level.

b) Facts and information: Clients may feel hesitant in
sharing some pieces of information; may be reluctant
to display their ignorance; or may question the
relevance of information being offered.
Communication at this level, as compared to the
ritualized communication, requires more skill on the
part of the ‘sender’ or the worker to involve the client
in useful or purposive interaction.
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Thoughts and judgments: Sharing opinions and
views requires more courage and a sense of trust
between the two participants in the communication
event.

d) Feelings and emotions: Message content that
provokes or intends to elicit feelings or emotions
involves a greater level of risk. Unless a very strong
positive relationship, a sense of trust and confidence
has been established, the client is unlikely to
communicate inner feelings and emotionally charged
reactions.
e)

Peak experiences: Significant experiences, high and
low in personal life are the most risky kind of
communications. The sender’s negative feedback to
the response received can break the communication
chain. (Lindon and Lindon, 2000; MacLennan, 1996)

Types of Communication
Types of communication may be described along
different dimensions:
a)

Verbal (oral or written), non-verbal (gestures, signs,
symbols or tonal) or manual (e.g. sign language used
by the deaf) communication. Silence may also serve
as a form of communication.

b) Intrapersonal, interpersonal,
organizational communication
c)

group

and

One way (self-action), two-way (interaction) or
transaction communication

d) Communication in face-to-face interaction,
telephone conversation, emails; or

Interviewing and Communication

335

e)

Communications through mass media like radio, TV,
print media etc.

f)

Formal or informal communication

g)

Overt (open and visible) or covert ( hidden, invisible)
communication

h) Intentional and unintentional communication
Here we will discuss communication carried out in faceto-face interaction, applying one-way, two-way or
transaction approaches; and involving transmission of
oral messages with both verbal and non-verbal elements.
Fac e-to -fac e com munication offers maximum
information because the worker has an opportunity of
getting visual as well as auditory feedback to the
messages sent to the client. Establishing a rapport,
winning trust of the receiver (client) is relatively easier
in face-to-face contact as compared to, say, on telephone
(Helpline Service)
One-way communication by the sender (worker) tends
to undermine the dignity or personhood of the receiver
(client). The attitude of the communicator is messageoriented with very little thought of the listener.
Conversations may become a series of two monologues.
There is no way to know if the meaning is shared between
the sender and the receiver. The sender may, even
unknowingly, end up manipulating the receiver.
Continuous feedback makes the communication a twoway p roce ss, where both the participants are
communicators and not just sender and receiver.
Seeking feedback is critical for the sender so as to know
whether the intended purpose of his communication
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has been achieved. In fact, silence or non-communication
on the part of one also conveys something to the other
person. Cyclic nature of the communication sequence
brings out the importance of maintaining communication
as a two-way process.
The two-way process demonstrates the othercentredness of the communicator because both the
message and the other person are important for him.
The bi-directionality of communication is a prerequisite
in interpersonal communication which is inherent in a
social case work interview.
Transaction focuses on meaning and sharing by
accounting for all other factors in the communication
process. It is concerned with the barriers that might
affect the communication. Transaction is best described
as effective communication. This is when the
communication process is applied and carried out
completely. The sender gives a message that is passed
on to the receiver. In return, the receiver can give clear
feedback that allows the sender to know whether or not
the message was perceived as intended.
Verbal and non-verbal components of a message
transmitted orally:
Oral communication refers to messages that are
transmitted aloud. Generally they involve both verbal
and nonverbal messages. Oral messages are continuous,
with words and sounds spoken in a connected way. Thus,
when we talk, we generally do not focus on individual
words or sounds.
Verbal, according to dictionary, means ‘consisting of
words, expressed in words, oral or spoken, or written.’
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Here we will limit our discussion only to oral or spoken
messages.
To create some meaning out of the words we need to
follow certain rules of particular language. There is a
general belief that words have clear and specific
meanings; this belief is misplaced. What a word really
means for an individual depends on several factors
including his knowledge in general, background,
personal experiences and even the mood he is in. Each
word triggers a large number of images in ones mind. A
few of them are the same as or comparable to the images
triggered in other’s minds; the rest are different. Take
‘death’ for example. For someone who hasn’t lost a loved
one, ‘death’ is ‘cessation of life’, a process all living beings
have to go through. For someone who has lost a loved
one, or for someone who knows he is suffering from a
terminal illness, or for someone who has been sentenced
to death, it has vastly different meaning.
Nonverbal communication involves the use of symbols
other than the written or spoken word, such as gestures,
eye contact, tone of voice, use of space, touch and certain
actions like sitting erect or slumped, sitting with hands
folded on the chest, doodling or playing with the paper
weight. Nonverbal symbols have socially shared
meanings, for example, persons belonging to a particular
social group or age-group may perceive the meaning of
holding hands, patting, grieving or celebrating, and
smiling or crying in the manner in which they learn
through a complex process of socialization. Non-verbal
symbols have no formal structure or rules of grammar
although they are governed by socio - cultural and
personal context of the persons engaged in the
communication event.
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To illustrate the above with one non-verbal element,
silence can mean hostility, anger, depression; be
soothing, showing an empathy; express concern and
caring; provide time to organize one’s thoughts; defuse
tensions; offer time for consideration of ideas or for
interpretation; or provoke a response from the other
person.
Words alone, in many cases, are not adequate to express
our feelings and reactions. When someone remarks that
he does not know how to express himself in words, it
can be concluded that his feelings are too intense and
complex to be expressed in words. Non-verbal messages
express feelings more accurately than the spoken or
written language. Non-verbal signals constitute hidden
messages; they offer cues, which convey the meaning of
the message.
Most of our communication depends on a combination
of verbal and non-verbal symbols. Nonverbal messages
usually complement verbal messages. At other times,
nonverbal symbols completely replace verbal messages.
Teachers with cold, fixed stares can easily convey the
message to the students to be quiet, without speaking.
There are occasions when two codes, verbal and nonverbal appear to be contradictory. For example, the social
case worker tells the client that he is happy that the
latter has come to keep the appointment but looks
preoccupied or is frowning. When nonverbal messages
contradict what the sender says verbally, the receiver
usually believes in the meaning conveyed by the
nonverbal component of the message.
Social case work interviews follow a mix of formal and
informal communication. Formal communications
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denote a status differential; and follow a structure guided
strictly by the purpose of the interaction. Communication
in social case work interview, thus, may be described as
formal. The content of the communication may consist
of offer of professional expertise, suggestion, negotiation
or problem solving. The worker is expected to use
appropriate language, usually avoiding slang, which may
be acceptable in informal communications. Informal
communications may occur among family members or
friends. However, the worker creates a climate of ease,
comfort and friendliness; avoids jargon and uses words
expected to be comprehensible to the client.
Intentional communication occurs when messages are
sent with specific goals in mind. Unintentional
communication takes place without the communicator
being aware of it. The greatest number of unintentional
messages is nonverbal.
Intrapersonal and Interpersonal Communication:
Intrapersonal communication means communicating
within oneself. When we think, daydream, solve
problems, and imagine, we are in the realm of
intrapersonal communication. It is individual reflection,
contemplation and self talk. The person concerned is
both the source and the destination of communication.
Intrapersonal messages reflect ones habits, self- concept;
self related roles, and ones attitudes, values, and beliefs.
The most basic level of communication is intrapersonal
communication. Intrapersonal communication is the
foundation upon which interpersonal communication
rests.
Interpersonal communication is a form of
communication that describes the interactions of two
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or more people. The most significant setting for
interpersonal communication is direct face-to face
communication between two persons. An interview, a
conversation, and intimate communications come under
this heading. It is more persuasive and influential than
any other type of communication, for it involves the
interplay of words and gestures, the warmth of human
closeness and in fact all the five senses. Feedback is the
key word here. Feedback is instantaneous. In
Interpersonal communication process, while interacting,
the participants mutually influence each other.
Dimensions of Communication – context, culture
Communication occurs along two important dimensions
- context of the communication event and culture of the
persons interacting within the communication system.
Context
By context is meant the conditions surrounding the
communication event - the circumstances or events that
form the environment within which communication
takes place. Communication does not occur in a vacuum.
Communication is inextricably linked to the particular
context in which it occurs, which in turn has a major
impact upon behaviour. ‘Context basically functions as
the background for the content, much like a canvas for
a painting’. (Clampitt quoted by Dixon and O’ Hara, p.8)
Environments can place expectation and constraints on
communication: i) a specific context may predispose
the communicators toward certain probable
interpretations over others; ii) the context will also play
a significant role in shaping the response;
iii) our behaviour will also alter according to the context.
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While analyzing a communication process, the following
contexts need to be kept in mind:


Psychological context, which is who a person is
and what he/she brings to the interaction. His/Her
needs, desires, values, personality, etc., all form the
psychological context.



Purpose of the communication or the need to
communicate: The purpose or the intent in the
mind of the sender or the source of the
communication determines the content, the
encoding and the transmission of the message. In
the case of professional communication, statement
of purpose also takes cognizance of the receiver
because the message has been created for the other
person. The purpose of initiating communication
may be - a) to inform or to seek information or
clarification, b) to persuade or influence, c) to obtain
a decision or negotiate for some change, d) to get
something done, e) to maintain relationships, f) to
respond to a previous communication.



Relation al c ontex t which conc erns ones
relationship to the other person. It is evident that
the relationships among communicators will affect
their interactions. The interactions between
strangers are quite different from those between
acquaintances or partners in a problem-solving
venture. This kind of relationship factor not only
influences the nature of messages transmitted but
also the form of communication. It has been
mentioned in the unit on interviewing that it
operates within the context of professional
relationship which is characterized by special
features.
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Situational context deals with the psycho-social
aspects of the situation, that is, “where” one is
communicating. An interaction that takes place in
a classroom will be very different from one that takes
place in an office, a corridor, a park or a tea shop
because of the associations generated by the same.



Environmental context deals with the physical
aspects of “where” one is communicating. Furniture
and its arrangement, location of the place where
communication occurs, noise levels, distractions like
someone talking loudly near the place, temperature,
season, time of the day, all are examples of factors
in the environmental context.



Cultural context includes all the learned behaviours
and rules that affect the interaction. If one comes
from a culture where it is considered rude to make
long, direct eye contact, one will, out of politeness,
avoid eye contact. If the other person comes from a
culture where long, direct eye contact signals
trustworthiness, then there is a possibility of
misunderstanding, given the other person’s culture.



Physical and emotional conditions of the
communicators - Being physically unwell like
having headache, fever, cough; feeling excessively
thirsty, hungry etc. will evidently impact the
communication process. The state of mind of the
sender can influence the message. Anger,
frustration, joy can all change the way the message
will be perceived. Likewise, a similar emotional state
of the receiver will impact the way the message is
interpreted.
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Culture and Communication
Culture is a learned system of knowledge, behaviour,
attitudes, beliefs, values, and norms that is shared by a
group of people. Cultures are not static but they change
overtime. Sub-cultural or co-cultural groups like gang
of adolescents, gender based groups or ethnic groups
operate within a larger culture.
The culture that each of the communicators belongs to,
determines not only the content and form of the
message sent and its manner of transmission as well as
the interpretation of and the response to the message
received but also the probable success of the
communication process. If the two communicators are
drawn from different cultural backgrounds, there are
strong possibilities of confusion, anxiety and stress
occurring during the communication process.
Culture affects all aspects of communication process

Ones perception about people and events are
culture-specific.

Cultures provide one with roles, telling him/her who
to be and how to act.


The goals one seeks and his/her motivation to seek
them are determined by culture.



Basic notions about the self and human nature are
shared in cultures.



People from different cultures respond to their
surroundings in different ways;



In some cultures nonverbal cues are extremely
important while other communicators rely more on
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language than on contextual cues to interpret
information;


Cultural values with regard to a) avoidance and
tolerance; b) expected masculine and feminine
behaviour and response patterns; c) status and role
issues; d) distribution of power; and e) individual
vs. family or group.



Dress and appearance, use of specific words and
ritualistic communication cues, acceptance of sender
(social case worker) belonging to different age group,
gender. religion. region – all are rooted in socially
learned and culturally governed perceptions.

Effective Communication – Meaning and
Characteristics
A working definition for effective communication is to
share meaning and understanding between the person
sending the message and the person receiving the
message. The key element here is ’understanding’, that
is to say, effective communication leads to
understanding. Effective communication, therefore,
implies that the


Message is understood



Message received is the same one that is sent.
Effective communication may be understood to have
occurred when the intended meaning of the sender
and meaning perceived by the receiver are the same.



Message achieves its intended effect, in terms of
reaction, response or behaviour.
Identification is one of the key ingredients of effective
communication. In fact, unless ones listeners can
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identify with what one is saying and with the way
one is saying it, they are not likely to receive and
understand his/her message. The effectiveness of
communication is subjective by nature and requires
a mutuality of experiences to be understood by the
receiver as intended by the sender.
Here are some other prerequisites for communication
to be effective:


Attention - the sender needs to pay attention to
what he/she is trying to communicate, and choose
the best words and body language to communicate
with; the receiver needs to pay attention to what is
being communicated by listening and watching.



Attitude - both sender and receiver need to have a
positive (and respectful) attitude. They should want
to communicate, and be willing to work to see that
communication can take place. Using negative or
blaming words shows a poor attitude - trying to
understand the other’s point shows a good attitude



Feedback - both sender and receiver can give
feedback to each other, either by using words or by
body language. This helps to show whether the
communication is being understood correctly or not.

Being an effective communicator means that other
people take the person seriously, listen to what he/she
has to say and engage in dialogue. The communication
process is the guide toward realizing effective
communication. It is through the communication process
that the sharing of a common meaning between the
sender and the receiver takes place.
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Barriers to Effective Communication
Communication is a complex and often difficult process
for both the receiver and the sender. Barriers on both
sides of the process often deflect the real meaning of
the message and inhibit clear, open, and rewarding
communication. It seems a straightforward process, a
message goes from point A to point B, but so much can
go wrong at any stage of this process. When
communication is broken it happens most often because
interference or roadblocks occur in the communication
process.
Being aware of all the steps in the communication
process, and of the numerous possibilities for
interference at each step, knowing the major causes of
communication failures and detecting them as they
occur is important for achieving effective communication.
Generally, people involved in communication
breakdowns are either (a) utterly unaware that the
communication has failed and that misunderstanding
has resulted; or (b) painfully aware of a communication
blockage — or complete breakdown — and frustrated
by not knowing the reasons why. In either case, people
feel powerless to handle or remedy the problem. In fact,
we not only have to learn to detect the barriers or
interferences, but also to anticipate and overcome the
same.
Numerous texts describing different barriers,
interferences, noises or filters are available. The barriers
are classified as internal and external barriers – internal
barriers denoting those connected with impeding
intrapersonal factors of the two communicators, and
external barriers referring to environmental , contextual
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and the message and its transmission process related
factors. Examples of internal barriers are fatigue, poor
listening skills, attitude toward the sender or the
information, lack of interest in the message, fear,
mistrust, past experiences, negative attitude, problems
at home, lack of common experiences, and emotions.
Examples of external barriers include noise, distractions,
time of day; sender used too many technical words for
the audience, and environment. The fig demonstrates
the impact of internal and external barriers on
communication chain.

Fig. : Internal and External Barriers to Communication Chain
Source: Communication Process
http://www.tpub.com/content/administration/14300/css/
14300_46.htm

Dickson (1999) has identified a number of such barriers
or common sources of noise, which can affect
communication accuracy and effectiveness.


Psychological: These include the perceptual biases
or stereotypes that can impact on how we interpret
a particular person’s message. People respond to
stimuli in the environment in very different ways.
Stereotyping is when we assume that the other
person has certain characteristics based on the group
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to which they belong, without checking out to see
that they do in fact have these characteristics. Beside
these perceptual barriers, there are the factors of
motivation, personal goals, expectations, and past
experiences. The persons may be drawing upon their
respective personal agendas; misconstruing the
intentions and the meaning of each other’s messages
resulting in breakdown of effective communication.
All these intrapersonal factors (in case of either of
the communicators) may cause impediments to
effective communication.


Semantic: This is used to describe situations where
language or cultural differences distort or interfere
with the meaning of the message. In terms of
language, a) the choice of words or language in which
a sender encodes a message will influence the
quality of communication. Because language is a
symbolic representation of thoughts, motivations or
intentions, room for interpretation and distortion of
the meaning exists. Using words which are
amenable to more than one meaning may make it
difficult for the receiver to correctly interpret the
message; b) Sharing the same language does not
ensure understanding. What a teacher connotes by
the words ‘naughty’, ‘clever’ or ‘simple’ for a child is
likely to be different from the meaning attributed to
it by a mother, father or a bystander. People
belonging to different religions, regions (rural, urban
or tribal), class or educational status may interpret
the same words differently; c) Incongruence or
inconsistency between the verbal and non-verbal
cues also leads to communication breakdown or
misinterpretation of the message; d) ambiguity or
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lack of clarity in the message presents roadblocks
to accurate reception of the same; e) use of jargon
or too many technical terms can lead to switching
off by the receiver, thereby breaking down the
communication cycle.


Environmental: This refers to a range of factors such
as size of the room, layout of furnitures, loud or
intrusive noise, heating and lighting etc. Each of
these can either encourage or inhibit interaction.
All kinds of distractions caused by external stimuli
are covered under this category.



Demographic: Factors such as gender and age can
impact on the way in which a message is interpreted.
For example, one listener may nod his head to
indicate to the speaker ‘I agree’, whereas another
listener may nod his head to communicate ‘I am
listening’ (but not necessarily agreeing).



Organisational: Barriers to effective communication
can be located within the agency or organisation
itself. Absence of necessary infrastructure like spatial
arrangements for interpersonal interactions, staff
attitudes and orientation, and pressures on the
professional participating in the communication
event can present environmental barriers to effective
communication.

Some of the other important and recurring impediments
are mentioned below:


The sender’s orientation to ‘talking at’ and ‘talking
to’ rather than ‘talking with’ the other person;
assuming superiority over the other person – due to
socio-cultural gap or professional status;
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Communicators’ lack of confidence, that may be due
to a sense of inadequacy or inexperience, shyness,
lack of self-worth, or inability to assert, may lead to
ineffective communication at different stages of the
communication process;



Sender’s feeling of discomfort in interacting with
particular type of persons like HIV+ patients, sex
workers, terminally or mentally ill, physically or
mentally challenged, and persons of the opposite
sex. Receivers, on the other hand, may feel inhibited
in communicating with people with authority (like
police, social workers, doctors), with too young or
too old, people of the opposite sex, with people from
different culture or ethnic or social group;



Barriers to active listening: Interrupting the speaker,
rushing the speaker to complete what he/she has
to say, being distracted by something that is not
part of the on going communication, jumping to
conclusions; “tuning out” or selectively hearing
problem statements, or feeling physically unwell,
or experiencing pain can make it very difficult to
listen effectively.



Glossing over the other person’s response; assuming
similar interpretations and generalizing - topping
the speaker’s story with one’s own set of examples;



Not seeking and giving feedback is a major barrier
to achieving effective communication because in the
absence of feedback the dialogue takes the shape
of two monologues occurring simultaneously, thus
defeating the whole purpose of interpersonal
communication.
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Some degree of noise in communication is unavoidable.
The objective for effective communication is to be aware
of possible sources of noise and to seek to reduce this
to a minimum. This is in fact the first and foremost
primary step to being good communicator. Some
principles have been enunciated by experts for achieving
effective and ethical communication.
Principles of Effective Communication
The major responsibility for initiating and maintaining
the communication process is that of the sender - the
social case worker in the context of interviewing. While
both the worker and the client are communicators (see
interpersonal two-way communication above) the role
differential in the semi-formal type of communication
process inherent in a social case work interview expects
the worker to assume primary responsibility. A number
of principles have been enunciated to provide guidance
to the sender (worker) to fulfill this task effectively.
Principles are rules, guidelines or standards for action.
Principles of effective communication provide signposts
for keeping the focus on and direction to achieving the
goal of communication. Given below is a list, though
not exhaustive, of some of the principles.


Communication among people does not depend so
much on technology, that is, expertise in use of
words, electronic media etc, as on forces in people
and their surroundings.



It is, therefore, vital to be other-oriented rather than
message-oriented, that is, consider the needs,
motives, desires, and goals of others (clients) and
adapt your message to them.
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The next principle is to understand that
communication is more than the surface meaning
of words. Communication is the understanding not
of the visible (evident, perceptible signals) but of the
invisible and hidden;



Be aware of the communication process: One
should be aware of every aspect of the present
communication - the purpose, objective and needs.
One needs to be aware of what is occurring within
the self; aware of what the others present feel; aware
of all that is occurring between the communicators
and aware of all that is happening around the
communicators.



One of the most important principles of effective
communication is to get appropriate feedback to
ascertain whether the other person has received
the message in the manner that one had intended.



P r o v id in g fe e d b a c k , o n th e o th e r h a n d ,
communicates that one respects the other and is
interested in what he/she has to convey to me
the one is showing that respect and interest by
trying hard to understand the other’s point.



The sender (worker has to be self-aware of various
intrinsic factors such as motivation, needs, self
concept, values, belief, socio-cultural background,
knowledge, experiences, communication abilities,
stereotypes, and so on because these may influence
the quality and effectiveness of the interaction and
the communication process influence the
interaction process
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Initiate the communication process keeping in mind
that the person at the receiving end does not know
anything about what he/she has in mind or what
he/she is saying.



Communication must be complete in all respects,
without any gaps.



Make the message using simple and carefully
selected words.



Listen carefully and try to understand the
information needs of the recipient. Think from the
recipient’s point of view as well. In other words,
connect with the receiver (client).



Plan the process of communication well. Organise
key points of ones message. Use words that denote
(describe concretely) and not connote or imply.



Select the best communication method keeping
in mind the purpose of communication, the
r e c e iv e r a n d th e c o n te x t o f in te n d e d
communication. It may be needed to use more
than one method of communication within the
same episode of interaction, that is, use multiple
communication techniques.

As an overview of the communication principles it may
be stated that it is advisable to i) plan ones
communication well; ii) be aware of ones communication
with self and others; iii) effectively use and understand
verbal messages; iv) effectively use and understand
nonverbal messages; v) listen and respond thoughtfully
to others; vi) appropriately adapt messages to others.
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Basic Skills of Communication
The ability to effectively communicate at work, home,
and in life is probably the most important sets of skills
a person needs. Communication skill is a set of skills
that enables a person to convey information so that it is
received and understood. Communication skills refer to
a repertoire of behaviours that serve an individual to
convey information.
Communication Skills – elements, skills
The three basic elements of effective communication
skills are: Active listening skills, Verbal skills and Nonverbal skills. Communication skills involve acquiring
expertise in adopting active listening stance; using words
or language appropriately to encode the intended
message and transmit it efficiently; to support the verbal
message with congruent non-verbal cues; and to observe
and interpret the non-verbal cues of the other person
accurately.
Communicating is not an isolated skill. It involves several
skills. For example, speaking involves not only getting
ones message across but also being able to listen and
understand what others are saying (active listening) and
observing the verbal and nonverbal clues in order to
monitor the effectiveness of ones message.
Another dimension of communication skills goes beyond
the skill in effectively ‘communicating-to’ others. The
worker has also to develop better ways of being some
one who can be ‘communicated-with’. (Thayer, p.39)
This element brings the issues of creating a climate and
setting a stage for the communication event, building
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positive relationship, and operating from the professional
self.
Although basic communication skills are important for
both the communicators engaged in interpersonal
communication, the sender, the social case worker has
primary responsibility for accurately conveying the
message to the clients and maintaining the
communication cycle. It was seen in the foregoing
exposition on communication that social case work
interview is a form of communication, especially
interpersonal communication. Therefore, the social case
workers are committed to make concerted efforts to
acquire and enhance communication skills.
Skills of communication
Following are some of the basic skills of face-to-face oral
interpersonal communication:


Establishing purpose of communication – deciding
on what is to be communicated and why; planning
well the content and the manner of communicating
it; anticipating the likely responses of the receiver
of the message; to acquire as much information about
the other person as possible.



Creating climates – setting the stage for
communication to take place. It may mean fixing
acceptable meeting schedules; selecting an
appropriate place with minimal distractions; making
seating arrangements and so on.



Building relationships and achieving credibility or
trustworthiness –demonstrating warmth, welcoming
and caring stance; establishing rapport and a
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working relationship by clarifying roles and
expectations of the participants in the
communication process.


Focusing on and understanding the audience- their
needs and capabilities.



Speaking coherently and precisely while keeping
tab on the non-verbal cues that are sent. Use of lip
reading, sign language and finger spelling in case
of persons with hearing impaired form a part of this
skill.



Observing, listening, responding and questioning:
verbal communication and nonverbal cues convey
messages only; observing, listening, responding and
questioning provide ongoing feedback to negotiate
what they mean.

Observing skills include noticing and interpreting
accurately the cues, especially the non-verbal cues,
conveyed by the receiver. This presupposes worker’s
(sender’s) unbiased, non-judgmental and empathetic
stance.
Active Listening: Effective communication is heavily
dependent on effective listening; however most
conversations do not take place with the full attention
of those taking part. Active and effective listening is a
specific skill that can be consciously developed and
practiced. It is an active psychological process which
enables us to attach meaning to all the information one
receives. Developing effective listening skills involves two
specific steps: dealing with barriers that prevent
listening; and developing and using listening behaviours.

Interviewing and Communication

357



There are various barriers to listening, including
jumping to conclusions; hearing what one wants to
hear; rehearsing ones response and being
inattentive.



Active listening skills include using attending
behaviours (e.g. maintaining an open posture,
comfortable eye contact, leaning forward); delaying
evaluation; maintaining attention; and ‘tuning in’
to feelings.

One needs to listen more intently in social work
conversations than in everyday ones, as one strives to
understand the other persons’ point of view, to piece
together the current and past elements of their story,
to understand relationships, and to consider ones
responses.
Verbal (oral) skills or accuracy and fluency in speaking
encompass logical and concise word usage. These
constitute skill in providing information- giving factual
context related information, explanations, information
about boundaries, and offering opinions and proposals;
asking appropriate and sometimes probing questions
for gathering information; answering questions;
responding to the receiver’s verbal and non-verbal cues
by minimal verbal comments; reflecting back feelings
and content, paraphrasing; and giving feedback.
Responding skills are not limited to verbal skills.
Besides verbal responses like feedback, explanations,
questions or paraphrases, the worker (sender) responds
to the client (receiver) non-verbally. These skills involve
being aware of ones own body language – gestures, facial
expressions, tone of voice, appearance - and regulating
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the same in such a manner that the words and nonverbal cues sent by one are congruent in their message
conveyed to the other person. It also constitutes in being
comfortable with oneself and ones role as primary
communicator.
It is a significant fact that one needs to constantly work
towards developing effective communication skills. No
matter how good and effective a communicator maybe,
one does face certain barriers, from time to time, which
forces them to work on becoming even more effective in
their skills to communicate. Considerable training and
effort goes into acquiring skills for making any
communication effective.
Qualities of an Effective Communicator
It is not enough to be a skilled communicator – one who
has acquired expertise in the use of the ‘nuts and bolts’
of effective communication. It has been mentioned a
number of times in the foregoing discussion the
importance of the personality of the sender. The
intrapersonal factors, the mental and emotional
framework of the worker; and expression of his
professional self during the communication process
provide necessary and crucial support to effective
communication process. Some of the qualities mentioned
below can be developed through effort, training and
guidance; some others are innate those one is born with.
However, in most cases, one can minimize the gap
between ones personal and professional self by willing
and concerted effort.


Sincerity is an important quality in the effective
communicator. Sincerity means “without deceit,
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pretense, or hypocrisy; being truthful and straightforward.” (Webster) Sincerity ensures congruence
in verbal and non-verbal messages being sent by
the sender. Genuineness leads to openness in all
one’s dealings.


A corollary of sincerity is honesty – being honest to
oneself and to others makes one reliable. Others
find one dependable and, therefore, are willing to
listen to what he/she intends to tell them.



Courtesy towards and respect for others’
individuality is an important quality.



Empathy, sensitivity, warmth and caring attitude are
prerequisites to establishing positive relationship
with the other person, which, in turn, is essential
for effective interpersonal communications.



The professional relationship is for the client and
so is the interpersonal communication in which
worker and the client engage. The worker, therefore,
has to achieve a very high level of self-awareness
and self-discipline so that his own needs, aspirations
and anxieties do not, during the communication
process, impinge on the client’s needs and concerns.



Maintaining flexibility and adaptability facilitate
other-orientedness in the sender’s approach.



A willingness to be accountable makes it possible to
honestly review one’s work and to commit oneself
to continuous training and learning.



A positive attitude to life and an effort at personal
grooming add to a frame of mind that helps in
achieving effective communication.
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Importance of Communication in Social
Case Work Interviews
Communication skills are critical for success in
professional life. The importance of communication is
obvious in professions such as teaching, law, sales,
counselling and social case work, where talking and
listening are central to effectiveness. Interviewing, a
primary tool of social case worker, constitutes basically
of ‘talking’ and listening’ or ‘communicating’. Social
workers are expected to be able to communicate and
engage successfully with a variety of client groups children and young people, elderly, men and
women adults - presenting a mix of concerns, problems
and needs. They talk to clients, their relatives,
colleagues, may other people throughout their working
time. Therefore, one of the most important skills for
social case workers is a well-developed capability as a
communicator. Being a good communicator is half the
battle won.
Poor communication can waste time and energy and
cause conflict between people. By improving
communication skills one will have a clearer
understanding of what people are saying to us; others
will be less likely to misunderstand oneself; problems
will be solved quickly; one will be able to identify others’
needs; and be able to resolve conflict because it is
through communication that collaboration and
cooperation occur.
Communication is by definition interactive and always
takes place within a relationship. That means quality of
relationship and quality of communication are deeply
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connected with each other. A social case worker is
committed to initiate and maintain purposeful
interaction with the client within a comfortable and safe
working relationship. Some of the major purposes of
social case worker’s engaging the client in interpersonal
communication are to provide and seek information and
to influence and facilitate change. It is good
communication when what one wants to say is
understood in the same way by the other. Importance
of acquiring skills of effective communication is, therefore,
evident.
Understanding communication process and its likely
impediments is basic to being a good communicator.
Being a good communicator is often about feeling
confident in those situations where one don’t always
feel comfortable.

Conclusion
Communication is not just a vital skill, it is a necessity.
Communication is one of the most fundamental assets
one has as human being.
Communication is a two-way process that involves getting
ones message across and understanding what others
have to say; and a two-way method utilizing both spoken
words and nonverbal messages.
Communication establishes relationships and makes
organizing possible. Every message has a purpose or
objective. The sender intends — whether consciously or
unconsciously — to accomplish something by
communicating. Communication is also context –
related. It does not happen entirely within the limits of
relationship but in a larger world which affects both the
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nature of the relationship and the nature of
communication.
Communication is defined as a process by which one
assigns and conveys meaning in an attempt to create
shared understanding. This process requires a vast
repertoire of skills in intrapersonal and interpersonal
processing, listening, observing, speaking, questioning,
analyzing, and evaluating.
A Good Communicator: exchanges ideas, feelings, and
values — uses appropriate language, tone, pitch, and
volume — gives relevant information — uses non-verbal
signals to emphasize and support messages — clarifies
— solicits feedback — listens — responds and reacts —
conveys understanding.
The ability to effectively communicate is a critical skill.
The more ones becomes an effective communicator the
more likely one is to achieve what one wants.
There is another facet of communication. Howsoever
natural communication may be to human beings, it is a
complex and often difficult process for both the receiver
and sender. Barriers on both sides of the process often
deflect the real meaning of the message and inhibit clear,
open, and rewarding communication. Communication
is so difficult because at each step in the process there
is a major potential for error. It is critical to understand
different elements of this process and the sequence of
different links in communication chain; understand and
be aware of the potential sources of errors and constantly
counteract these tendencies by making a conscientious
effort to make sure there is a minimal loss of meaning
in communication.
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Communicating well or poorly can spell the difference
between success and failure in human relationships of
almost every kind. Most of us already have deeply
established communication habits that serve us well or
poorly and may be difficult to change. But whatever skill
we may possess, we can always improve. Gaining in the
ability to communicate with and influence other brings
significant rewards.
Now that you have learned the communication process,
you can begin to evaluate your communication skills.
Begin to watch yourself in action. Each time you
communicate observe what you do, how it went, what
went well, and what could have been better. You can
improve your communication skills by observing people
who communicate effectively, learning new skills, and
practicing those skills.
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17
INTERVIEWING-SKILLS AND
TECHNIQUES
*Manju Kumar

Introduction
As interviewing is the most used resource or tool of social
case work, interviewing skills are the central skills on
which all the components of the social case work process
depend. (Kadushin, p.3) You have, by now, learnt about
the concept and nature of interviewing – the most
frequently used tool of social case work. You have also
recognised that the concept of communication is
inherent in the interviewing process. In other words,
you are expected to have comprehended ‘what’, ‘why’,
‘when’, and ‘where’ of a social case work interview and
its process. Now, you need to learn the ‘how’ of the social
case work interview. Budding professionals may be able
to comprehend the concept of interviewing, but face
considerable difficulties in actually applying this
conceptual learning in real life and practical situations.
They suffer from anxiety and feel lack of confidence while
starting an interview or continuing it. They may find it
difficult to keep up the momentum as well. They wish
to know ‘how to start an interview, what are the questions
Manju Kumar, Dr. B.R.Ambedkar College, University of Delhi, New
Delhi
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that could be asked or avoided, and how to deal with
emotionally charged issues’. They do acknowledge that
social case work, a primary method of social work
profession, involves not only helping those in need of
help but also doing it well.
Social work is related to some of the complex problems
and perplexing areas of human experience. The complex
nature of social work is due, in part, to the fact that it
involves working with different class, race, gender, age,
disability, sexual orientation, religion, culture, health,
geography, expectations and outlook in life. Differences
can be seen in the different ways that problems are
presented, communicated and perceived by individuals
and in terms of the solutions sought. It is for this reason
that social work is, and has to be, a highly skilled activity.
Social case work, a method applied to help individuals
and families, presents similar challenges before the
practitioner. A social case worker needs to demonstrate
skill, ability and competence in all the phases of social
case work, across varied client groups; and for numerous
and complicated problems and concerns presented by
these client groups. The worker is responsible for helping
both effectively (that is, achieving the goal and aim of
the helping process) and efficiently (that is, ensuring
the helping process to be smooth and safe, requiring
minimum of effort and resources). The worker is further
expected to continuously upgrade his capabilities and
expertise in all areas of professional competence,
including knowledge, attitudes and behaviour.
In this chapter, we will discuss some of the important
and core skills that constitute the “toolbox” of a social
case worker. The best way to acquire these skills is, of
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course, using these tools under the guidance of a master
(supervisor); some illustrations, some dos and don’ts,
however, go a long way in overcoming anxiety and
hesitancy in initiating the interviewing process. Besides,
these basic skills are the techniques which are those
sets of behaviour which actually help the worker
establish rapport with the client, propel the interview
process further, help to keep the focus, and achieve the
goal of the interview as well as of the entire case work
process. These techniques, embedded within the skills,
are often described interchangeably as skills.

Interviewing Skills
Before one talks about the skills required for achieving
efficient and effective case work interviews, it is
necessary to understand what a skill is.
Interviewing Skills defined
A skill is an ability that has been acquired by training
and experience; it is a learnt capacity to carry out predetermined results often with minimum of outlay of time,
energy or both. (Wikipedia) Skill connotes an ease or
effortlessness in doing or getting something done. It
also implies possession of certain qualities and attitudes
required for performance of designated tasks. Skill, a
synonym of ‘proficiency, ability, competence, adeptness
or expertise’ is grounded in the knowledge of the
fundamentals that underpin the activity being
undertaken.
Johnson (1998, p.55) defines skill as “a complex
organization of behaviour directed towards a particular
goal or activity.” Interviewing skills, then, are abilities
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to do all the tasks pertaining to interviewing with ease,
competence and proficiency. Interviewing skills,
therefore, are described in terms of roles and
responsibilities undertaken and tasks to be performed
within the boundaries of professional values.
Techniques, on the other hand, are the specific acts or
behaviours that the interviewers engage in to achieve
the goals of interviews. There is frequently an overlap in
describing a particular behaviour of a social case worker
as either a ‘skill’ or a ‘technique’ like in the case of skill
of questioning and the technique of questioning.
Interviewing skills bring relevant knowledge and
professional values together and convert them to action
as a response to need and concern – the aim of an
interview within the larger goal of the entire helping
process. Like all social work skills, interviewing skills
may also be described as pertinent ‘knowledge in action’.
These skills involve appropriate selection of techniques
for a particular situation and an ability to use them
effectively. This selection of techniques is based on a
conscious use of knowledge filtered through social work
values within a relationship with the client. (Johnson,
p.55)
To recapitulate, an effective interview
1. has a clear purpose – It can be obtaining
information; passing on information; clarifying
information; seeking change in beliefs and /or
behaviour; problem-solving; ventilation of feelings.
2. It is been planned.
3. It is controlled interaction.
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It is, therefore, understandable that the interviewing
skills of the worker have to demonstrate his abilities
and competence in achieving the above-mentioned
objectives.
Classification of Interviewing Skills
Interviewing skills have been classified into different
dimensions like generic vs. specialized (related to
particular client group or field of practice); and core or
foundation vs. specific to particular stage of helping
process or interview process. Some skills are generic to
all types of interviews like observing, relating, listening
and communication skills and there are skills that are
important for specialized situations or client groups like
victims of abuse, socially disadvantaged groups, and
physically or mentally challenged persons. Some skills
are basic to entire process of successful interviewing
and some are relevant more to the particular phase of a
particular interview or the helping process itself. In fact,
same skills may figure in the list of generic, basic and
foundation skills as also in specific skills. The main
difference in specific or special skills may be more in
details, timing and emphases rather than in basics. For
example, acceptance, empathy and communication skills
(listening and speaking) are the core or essential not
only at the beginning of the worker-client encounter
but also are important throughout the interview or chain
of interviews in the helping process. They may require
different emphasis at different time and may be offered
with a stronger mix of challenging in certain cases than
in others. Here, the focus will be on generic or basic
interviewing skills that are applicable in all interview
situations. The new professional will then be equipped
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with specialised skills as required by his or her particular
area of practice.
Core or Foundation Skills
Even before one speaks of basic interviewing skills, we
needs to mention core conditions and attitudes which
underlie all successful interviews.


Skills are embedded in relevant knowledge and
values. A sound theoretical knowledge of human
beings in their particular social context and
understanding of motivations of behaviour are
prerequisite to the skilful use of interview processes
and techniques. It means that one needs to
understand theories that offer knowledge of human
growth and behaviour, nature and causation of
personal and social problems, and dynamics of social
groups, systems and institutions and their impact
on human beings.

Comprehension of socio-cultural background of the
client groups; and practical knowledge of available
community resources – both government programmes
and voluntary endeavours are vital to managing
successful social case work interviews.
Besides, understanding of professional values and
principles, as well as high levels of self-awareness –
understanding of ones values, beliefs, prejudices,
aspirations and needs, life experiences and relating
capabilities are essential knowledge-base for skilful
interviewing.
Further, it is equally important to constantly update
oneself about outcomes of practice-based research to
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critically comprehend efficacy of various theoretical
orientations, techniques for assessment, and
intervention or therapy; in other words to critically reflect
on different practice models and orientations.


Establishing a clear purpose of the interview/s is
also a core condition. The entire interviewing process
is governed by its purpose. The purpose is also
determined by the agency mandate and mission.
Therefore, a thorough understanding of the agency’s
aims, programmes and activities, resources and also
its limitations and boundaries is very essential for
the interviews to achieve their purpose whether
generic (to initiate and maintain the interviewing
process) or specific to the interview’s context.



Interviews require a positive relationship between
interviewer and interviewee as a prerequisite for
success. It is hoped that one is familiar with the
core attitudes that are vital for establishing a positive
helping relationship. Genuineness, warmth,
acceptance and respect, empathy, immediacy or
concreteness, and non-possessive and nonjudgmental attitude are core qualities that need to
be inculcated by a social case worker, especially in
performing his/her role as an interviewer. In fact, a
dent in the working relationship with the client may
lead to a break in the very interview process.



Interviewing skills presume that the social case
worker has arrived at a sound judgment an how best
to work within a particular environment, the level of
intensity and the length of the period required. It
can also involve formulating judgment about the
level of skill that the work requires and what the
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practice emphasis should be, particularly at the
beginning, middle or end of a piece of work or course
of action. (Trevithik, p. 21)
Core Skills
Observing, active listening, relating, interpersonal
communication, assessment, and decision - making skills
are considered core skills of social case work interviewing.
1. The foremost of the basic interviewing skills is,
therefore, relating skills. It is not enough that one
has the core qualities mentioned above. One should
be able to communicate the same to the interviewee
or the client during the interview. Relating skills
feature in the category of interpersonal skills and
communicating skills. It involves establishing
‘rapport’ with the client, putting him at ease, ‘tuning
in’ with the client, quick assessment about the
client’s immediate need or anxiety and making
efforts to mitigate the anxiety, and communicating
respect, genuine interest and willingness to help.
Rapport involves winning the confidence of the client
which may be achieved by showing interest and
attention, proper introductions or greetings,
listening and eliminating social distance.
2. Active or creative listening skills – Listening skills
are considered the core skills, required in all
interview situations. Listening actively or creatively
is crucial to help the client to talk, to articulate his
concern or problem. Active listening – being with
the client in his struggle to deal with difficulties
and problems – is appropriate at many points in the
interview. Also, social case workers often work with
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persons whose language expression may be
somewhat different from that of the worker’s. One
should not presume that the client has a coherent
version of his/her difficulties readily. Their thinking
and feelings about the problem may be fragmented
and blocked. The skill of active listening is that of
drawing out the client’s story.
The silence of the listener is a receptive silence. It
both invites and respects disclosures. It is not
keeping quiet. Rather it is an active and creative
responsive process - seeking to verify whether the
worker has understood what the client is trying to
convey. It is a form of feedback – a tangible
demonstration to the client that one has understood
or is trying to understand what the client has
expressed. In listening, it is important to understand
what the client is attempting to communicate,
focusing on all aspects of the client’s expression. To
do this the worker seeks to understand what the
spoken words means to the client. Active listening
is being able to hear how others gather and form
their thoughts and feelings, and the meaning they
give to particular experiences. (Refer to the unit on
communication).
Listening is closely linked to attending behaviours
– both physical and psychological. Physical attending
behaviours include eye contact, posture or general
body position that communicates that the counsellor
is paying attention to the client. Psychological
attending is an ability to pick up the client’s nonverbal as well as the verbal messages. Listening,
thus, involves listening to the client’s tone of voice;
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listening for cues to the client’s feelings; for
generalizations, deletions, and distortions; and
listening for thoughts and emotional themes.
Effective listening skill leads to reducing the
tendency to hear selectively as a result of judging,
criticizing, or evaluating the words of the client.
Remembering what the client communicates is
another important dimension of listening. Skills of
hearing and observing are not of much inherent
value unless one can retain the information received
from the client.
3. Although mention has been made to relating and
listening skills first, these, in fact, depend on some
other skills like observing skills. These skills tell
one what he/she sees and what to look out for.
Noticing non-verbal cues like facial expression, tone
of the voice, gestures and other movements of the
body, appearance and dress; feeling states and what
causes these; watching out for client’s reactions or
pattern of responses to our comments or questions
and their response to the worker and the interview
situation – all lead the worker to understand the
client’s frame of mind. Observation skills also help
the worker to know how far the client is tuned-in to
the purpose and process of the interview.
The purpose of observing is to gain better understanding
of the ways in which the client experiences the world.
Observation skills get reflected in an ability to accurately
interpret subtle and indirect communications related
to issues of power and authority, difficulties in seeking
and receiving help, topics involving stigma or taboos,
inhibitions concerning expression of powerful feelings.
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The worker, however, needs to remember that these
observations lead to tentative hypotheses or preliminary
hunches to be verified over time and not seen as ‘truths’
about the client.
Generic or Basic Skills
Some experts have mentioned large number of generic
social work skills. most of which are relevant for
interviewing process, the most frequently used tool of
social case work. This enumeration includes those
bahaviours or interventions of a social case worker which
some other experts and practitioners have covered under
the category of techniques. Among numerous generic
skills, besides the ones that have been covered under
core skills, include the following:


Skill in communicating core conditions and
involvement – These are communicating empathy,
acceptance, warmth and genuine interest through
attending, listening and giving feedback, and
welcoming.



Engaging skills – These core skills initiate contact
with the client, clarify the purpose of the interview,
and arrive at mutually accepted objectives of the
ensuing interaction.



Exploring skills – These skills help encourage the
clients to share their thoughts and feelings about
themselves, the concerns which led to the contact
with the worker, and the situation (social context
and environment).



Information gathering skills –Exploring leads to
collection of information so as to achieve complete
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and realistic understanding of person-problemsituation constellation.


Probing and questioning skills – Probing is used to
elicit facts, ideas and feelings concerning the person,
problem and the situation. Generally probing takes
the form of questioning.



Reflecting skills – Reflecting skills include skills in
reflecting content and reflecting feelings. These are
empathic skill of communicating worker’s
understanding of the facts forming parts of the
client’s message and the feelings conveyed openly
or indirectly through the message during the
interview. Active listening, paraphrasing,
questioning, giving feedback are some of the
techniques used to accurately reflect content and
feelings.

Another dimension of reflecting skills is to reflect the
meaning of content and feelings as understood by the
worker. It does not involve interpretation of the message
with its content and associated feelings. The reflective
response of the worker represents an accurate and
equivalent form of the client’s message.


Assessing, analytical and decision-making Skills The collection of relevant and reliable information
is integral to the completion of an effective
assessment. Assessing skills involve looking for
linkages in different facts (both objective and
subjective), arriving at certain inferences so as to
provide bases for considering alternate plans of
action (who will do what, why, when and how) or to
form hypotheses for further exploration as well.
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Assessing, then, requires organizing and analyzing
descriptive information; formulating a tentative
opinion or judgment as to the problem, drawing upon
various psychological and sociological theories, crisis
theory and so on. For example, after collecting
evidences of a child’s behaviour (disrupting the
class), the worker arrives at the tentative assessment
that child is engaging in a ‘attention-seeking’
behaviour. Decision-making skills are vital
components of assessing skills.
Budding professionals or students are able to collect
a mass of information through the interviews but
lack the courage and decision-making skills to
organize the data collected and draw logical
inferences. Having a strong knowledge base is vital
to arrive at professional judgments. However, one
must remember to treat all inferences as tentative.
One may have learnt that assessment is ongoing,
that is, any subsequent information may necessitate
change in the definition of problem and concomitant
dimensions.


Setting Measurable Goals – Having arrived at a
definition of the problem and considered probable
solutions (plans of action), the worker along with
the client selects one plan of action or solution and
establishes achievable goals set in measurable terms
so that it is possible to evaluate the results after
their execution. Other skills like motivating the
client, enabling him/her to view his/her problem
and situation realistically and persuading him/her
to take ownership of the goals to be set and to agree
to participate in their execution are required to
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demonstrate the skill of establishing measurable
goals.


Intervention Skills including Referrals - Intervention
skills entail the worker’s ability to facilitate selection
of an appropriate plan of action as established by
the worker and the client and to help execute it –
through the client or those in the client’s social
environment, through human service agencies or
doing it himself on behalf of the client.



Evaluative skills – Evaluating the progress of the
entire helping process or the achievement of the
set goals is an important skill. It is not enough for
the worker to feel that the action has been successful.
It is for the client to confirm that it is so. Evaluation
has to be a participative activity. Skill to engage the
client in this process and help him review the gains,
if any, is very important for critical evaluation of the
helping process.



Skill to negotiate a positive ending with clients.



Skill in using techniques.

You have noticed that the skills mentioned above follow
the stages of the social case work process. Interviews
occurring at the initial phases are mostly for the purpose
of establishing rapport and information gathering (social
study). The skills which assist a social case worker in
this task are engaging, exploring, probing, questioning
and reflecting skills. Interviews classified as diagnostic
interviews have assessment as their purpose. Assessing
and goal-setting skills are relevant for this type of
interviews. Intervention skills are relevant for therapeutic
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interviews and evaluative and terminating skills are more
relevant for the interviews at the termination stage.
There are some skills which are useful for attending to
different tasks within a single interview episode. These
include planning the interview, setting the climate of
the interview, welcoming a client, introducing self and
the purpose of the interview, engaging in communication
process for seeking or giving information, giving and
receiving feedback, focusing on the main purpose of the
interview, dealing with emotionally charged situations,
handling ambivalence or resistance of the client, to
summarise what has transpired in the interview and
evaluate it and achieve a positive ending with either
fixing of the next session or future follow up.
Before we move on to a discussion of interviewing
techniques you need to keep in mind that i)

Interviewing skills are sets of worker’s behaviour –
in terms of what the worker actually does in an
interview;

ii) Skills are not discrete or separate entities - one skill
category may include or require some others also.
They are complementary to each other, and also
overlapping in the functions they fulfill. For example,
effective application of interpersonal skills require
communication skills, reflecting, analytical skills
and skills in using techniques; or assessment skills
may need skill in questioning and reflecting, using
different tools of assessment and appropriate
techniques and interpretative and analytical Skills;
and
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iii) Even if a skill has been shown to be associated with
a particular stage or phase of the process, it may be
required at other stages also.

Techniques of Interviewing
Every interview involves two related components: the
techniques that move the participants toward achieving
the objectives of the interview, and the relationship,
which defines the nature of the emotional, attitudinal
atmosphere in which the techniques are implemented.
While positive relationship is essential for an effective
interview, it alone is not sufficient for achieving success.
“Technically skillful interviewing in the context of
positive relationship is what ensures that the objectives
of an interview are likely to be achieved.” (Kadushin, p.
99)
A technique is a procedure by which a task is
accomplished. It is a goal-oriented behaviour performed
in a practice situation by the social case worker. It is a
planned action deliberately selected by the practitioner.
Techniques extend the range of the interview. The client
is not satisfied merely by our skilful communicating
empathy or acceptance, if the actual purpose of coming
together is not fulfilled.
Given below is a brief discussion of some of the more
frequently used interviewing techniques.
Questions and questioning techniques
Asking a range of different questions is central to
interviewing. Interviewers use questions to extend the
range and depth of the interview - to start the interview,
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to check and confirm answers already given, to facilitate
understanding, to clarify issues, and to make
transitions. Questions stimulate and energize the
interviewee to share both factual and affective
information. Questions instigate exploration of different
areas and different levels of feelings. Interviewers use
questions to encourage interviewees to tell their story
and to elaborate on what they are saying. In fact, asking
questions is a multipurpose intervention. Six kinds of
question topics have been identified:
1. Behaviours - about what a person has done or is
doing.
2. Opinions/values - about what a person thinks about
a topic.
3. Feelings - note that respondents sometimes respond
with “I think ...” so be careful to note that you’re
looking for feelings.
4. Knowledge - to get facts about a topic.
5. Sensory - about what people have seen, touched,
heard, tasted or smelled.
6. Background/demographics - standard background
questions, such as age, education, etc.
Types of questions (according to the manner of asking)


Open questions: These questions are useful in
eliciting information and encouraging clients’
involvement. They allow the client to answer at their
own pace, to expand on and clarify significant areas
of concern. Open questions demand a fuller response
than ‘yes’ or ‘no’ answers. For example
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-

What does present situation mean to you?

-

How does it feel now that you are away from
home?

-

What usually happens when you argue?

-

What led you to contact us this time?

-

How did these difficulties begin?

-

How can I be of help?

However, too open and broad question is difficult to
answer, like, “ “What sort of a person would you say
you are?”


Hypothetical questions: These are open questions
which invite the client to speculate about their own
and other’s thoughts, feelings and behaviours.
Hypothetical questions help clients to articulate their
fears and explore them in relative safety of the social
case work interview. Once these fears are put into
words they are available for modification by
challenging. For example:
What do you imagine would happen if you asked
your friend to repay your money?
What do you imagine would happen if you said ‘no’
to her? Or
What do you imagine is the worst thing that could
happen if you said ‘no’ to her?



Circular questions: These questions are often used
in family therapy and social case work with families,
with involuntary or unwilling clients. This involves

384

Case Work and Counselling: Working with Individuals

asking each member of the family in turn to
comment on the behaviour, event or problem of other
family members in ways that bring out ‘circular
causality’. For example, “a child sulks when scolded.
The father reacts by shouting at the child, which
results in child becoming more withdrawn and the
mother shouting at the father, which the father
blames on the child, who withdraws further, and so
on.” (Trevithik, P. 90)
There are two main types of circular questions- dyadic
and triadic questions. The worker may ask a client
speculative questions such as what another person might
think about the client and client situation. Those
questions are called dyadic because dyad refers to
number two: the client and someone else. Similarly, a
triadic question adds a third person to the dyad. These
questions highlight patterns in the interpersonal
relationships and how others in the client’s milieu view
the areas of client’s concerns. For example, a family
member comments on the relationship or interaction
between two other family members.
Diadic questions
-

How does your wife feel about your drinking
problem?

-

What is different about the days when your son
doesn’t cut school?

-

Who will be most relieved when this problem is
resolved?

Triadic questions
-

If your husband was here today, what would he say
are the biggest problems in your marriage?
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-

How does your mother feel about your father’s
thoughts about your being asked to leave college?

-

What does your mother think about the way your
wife feels about your drinking problem?

-

Worker (asking Renu’s sister): Preeti, what does your
father/ mother do when Renu becomes withdrawn
and depressed?



Seeking Explanation: It suggests how different
observations might be linked and connected; it offers
possible causal relationships between one event and
another. For example

Worker: Well, what makes you think that it is better for
the children that they go and live with their father?
Client: Well see, we have problems in the family.
Worker: With whom?
Probing/Clarifying Questions: These are open or closed
questions that serve to build on the person’s previous
answers, comments and responses. They use
information already established in order that the worker
can explore further. Clarification is a way of achieving
concreteness, that is, removing vagueness. These
questions also demonstrate to the person that they are
being actively listened to. Some examples of probing
questions include
-

Tell me more about that?

-

What happened next?

-

How did that happen?
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-

Can you tell me why?

-

Can you give me an example?

Scaling questions: involve using simple mathematical
values in a relative way, typically from one to ten, where
a client ascribes a mathematical value to describe the
level of intensity regarding an affect, a behaviour, a
thought, or any other related query. For instance,
-

On a range from one to ten, how painful was it for
you at the beginning of this session? With one being
very painful and ten being no pain whatsoever.
Percentage Questions: Percentage questions can be
useful in many of the same ways as scaling
questions, such as gathering information, goal
setting, and measuring progress and motivation.

-

Worker: What per cent of the time would you say
you feel depressed?
Client: I’d say it would be about 80 per cent of the
time.
Worker: What is it like during the other 20 per cent of
the time?
Making Statements: Making statements often serve
the purpose of probing, encouraging the clients to
share information, or to verify our perceptions of
their messages. Statements can act as substitutes
for questions so that the interview does not sound
like an investigation. For example:

-

You have talked a great deal about your husband’s
behaviour towards you and your children. I wonder
how you respond to him.
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Unhelpful questions - to be used sparingly




Closed questions-This type of question usually
requires a simple ‘yes’ or ‘no’ answer. Closed
questions give limited scope or freedom in choosing
responses. This type of questions is considered
unhelpful and is, therefore, to be avoided as the
basic purpose of the interview is to enable the client
to explore areas of concern. Examples of closed
questions
-

How long did you live there?

-

Are you happy?

-

Is it difficult for you to talk to your father?

‘Either or’ questions: These are a variation of the
closed questions. They are restrictive as they present
the clients with two options when there may be
more. Further, the options offered may have come
from the worker’s frame of reference and not as a
result of exploration of the client’s experiences. For
example
-

Worker: Will you ask her tomorrow or wait until
she asks you?
Client: Neither. I don’t think I will tell her at all.



‘Why’ questions: These are problematic because
they are often difficult to answer. They put the client
on the defensive especially if it is used too many
times as they sound as if accusing or blaming and,
expecting clients to provide justification of their
position. Instead of “why did you get so angry?” it
could be “What do you think made you so angry
about….?
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Leading questions: These questions are asked in
such a manner that is designed to elicit a particular
reply. For example
-

Is you wife upset by your behaviour?

-

That’s a good plan of action, don’t you think so?

-

Surely you feel happier about it now?

Multiple questions: mean asking several questions
together. These confuse the client. Very often, only
one part of the question, usually the last or the first,
gets answered. Multiple questions also sound
interrogatory and put the client on the defensive.
-

When did you decide to leave? Where did you
go? Was it far?

-

You say you weren’t sure about your ability to
cope. How do you feel now when it’s over and
you have done with it?

Loaded question: “Do you think you should accept
this crazy idea?”

Reflective Techniques
Reflective techniques are very useful for communicating
empathy, interest and acceptance and listening attitude.
They also serve the function of giving feedback and
confirming message received from the client. It
demonstrates ones understanding of the client’s ‘story’
or at least ones willingness to understand. Here are
some of the reflective techniques.
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Paraphrasing
In paraphrasing, the essence of the client’s statement
is restated, though it is a selective restatement of the
main ideas with words resembling those used by the
client but not the same. Its main purpose is i) to ensure
that we have grasped the sense and meaning of what is
being communicated; ii) to communicate core values of
acceptance, understanding, and active listening; iii) to
build trusting relationship; and iv) to gather accurate
information. Paraphrasing clarifies and joins different
themes. For example
Client: I suppose I’ve always felt a failure. I didn’t go to
university like my brother and I’m not in such a high
powered job. Everything that he’s done has turned out
well.
Worker: You’re comparing your achievements with your
brother’s and telling yourself that you’re a failure.
Client: Yes. Sort of not quite first class, you know. (Culley,
p. 43)
Summarizing
Summaries are essentially longer paraphrases. Using
them enables the worker to bring together salient
aspects of the session in an organized way. It does not
includes worker’s hypotheses. Summarising is a useful
way to i) clarify content and feelings; ii) review the work;
iii) close an interview session; iv) to open a new session
by summarizing the previous session; v) to prioritise and
focus on significant issues; and vi) to move forward in
the interview process or achieve transition or change in
focus. For example
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Worker: It seems that of all the changes and new
demands you’re facing now, the one which you
anticipate with most concern is caring for your mother.
You sounded anxious when you spoke about her. I
wonder if that is how it seems to you.
Client: Yes, she is really on my mind…. (Culley, p.
48)

-

Worker: Let’s look at what we’ve discussed so far.
You have talked about ……Is there anything I’ve
missed out? (the client shakes his head) Ok, what
do we still need to look into? (Trevithik, p.97)

Reflecting Feelings
Clients’ communications about their concerns or
situation are often loaded with open or covert emotional
overtones. Being able to catch the feelings underlying
an apparently factual statement enhances rapport with
the client and confirms your understanding of the
client’s account of his experiences. Sometimes, the
words used denote feeling states, though it is not the
case. The worker needs to accurately decipher what the
client is actually conveying. For example:
-

Client: I don’t think I could do it. I’d only fail. I … well
– I’ve never been able to get grades like that before
and I’m sure I couldn’t now.
Worker: Your past records convince you it’s not
possible now. (paraphrasing) You’re feeling a bit
afraid now to even try. (reflecting feeling) (Munro et
al, p. 41)
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Supportive Techniques
The client who seeks help from of the professional is
often at the low end of his confidence. He has a sense of
failure, inadequacy, feeling of being a victim of
circumstances and being alone in his struggles of life.
Supportive techniques not only give a new lease of life
to the client but also it establishes trusting relationship,
and motivate the client to engage in the problem-solving
or change process.
Supporting: Interviewers express their support by overt
expressions, both verbal and nonverbal. Showing
support includes expressions of praise and appreciation
of the client’s abilities, qualities, and coping efforts. This
technique demonstrates the worker’s active approval of
the client’s qualities and achievements. The psychological
safety of a good relationship and the worker’s attitude
(core conditions) are in themselves supportive. The
interpersonal atmosphere created by using this
approach makes the client feel comfortable, safe, and
relieved. The involvement of the worker in helping with
the problem is also supportive. The client feels that he
is no longer struggling with the problem alone.
However, there are more explicit acts of support that
help a client solve a problem. The worker may have to
do work concerning some formal procedures, like filling
some forms for obtaining aid from an agency. In the
case of children in care institutions, the worker may
have to look for their families and help them get
repatriated. In some cases, it is not enough to provide
the address or name of the contact person of a referral
agency. More active support is often required to ensure
that its benefit does help the recipient.
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Encouraging: There are verbal and nonverbal ways of
encouraging the client to continue to share his or her
thoughts, feelings or behaviours. It also is a way to tell
the client that it is ok to take his time, and that the
worker is with him in this journey for exploration. For
example: minimal comments like “hum”, “Yes?” “Tell
me more”, asking for details “Can you give me an
example?” or simply nodding the head.
Normalization: Normalization attempts to reframe the
client’s problem situations as being common to all
persons. The normalization statement also contains the
worker’s implicit acceptance of the client. It does not
mean acceptance of the crimes or maladaptive behaviour
but accepting it as human. The example given below
encourages a divorcee to give his family some more time
to settle down and supports him in his wish for quick
settling down.
Client: We’re having a rough time being a blended
family. The kids resent her as my new wife.
Worker: Maybe you expected there to be instant closeness,
or you hoped things would settle down more quickly.
Most people find that it takes quite a while before they
get blended.
-

Client: Since the divorce, the kids have been
absolutely rebelling against everything and
everybody. And that includes me! I feel as if I’m the
mother who has lost all control on my family.
Worker: That’s often the case with teenagers when
major life changes occur to them. It may mean sitting
down and plotting a new course with them.
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Ass uran ce an d re assur ance : Assuran ce and
reassurance cover anything that the worker does to
increase client’s sense of confidence. Assurance involves
focusing on the strengths of the client rather than on
their limitations; on their coping efforts in the past or
in other situations rather than on their current sense
of inadequacy and failure. However, assurance should
be grounded in some logical and factual bases and not
in unrealistic optimism. For example, saying “Don’t
worry! Everything will be alright” to a patient who is
waiting for an operation to amputate his leg offers no
assurance to the patient. It also presents an image of
an insincere and callous professional. Assurance on the
basis of the prognosis given by the doctor will carry more
weight.
Interventive and change-oriented techniques
As stated earlier, interventive techniques are those
actions of the client which facilitate i) change in the
client’s behaviour and perceptions and internal
resources; ii) change or modification in social
environment or difficult situation so as to reduce or
remove its debilitating impact on client’s social
functioning; and iii) mobilization of community
resources. These techniques may range between
worker’s being directive and his being facilitative. That
means that some techniques require the worker to be
more directive, taking more control over the interview
process and some where the worker takes a back seat
and encourages the client to take more responsibility
for the change process. The selection of the technique
will depend on the need, timing, stage at which is the
interview process is and the level of worker-client
relationship.
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Information giving involves sharing of facts, theories,
statistics and other information gleaned from various
sources. Information giving rarely involves a moral or
ethical judgment. The worker needs to be careful that
there is no overload of information. It is tailored to the
client’s needs and his capacity to use the information.
In other words, this technique involves giving information
that is clear and useful and preparing and guiding the
client in how to use it. Sometimes, it is enough to give
the source of information and how to access it. Some
client may feel insulted if they are treated as incapable
of securing information themselves (given the source)
while some others may feel overwhelmed with the
thought of using the information on their own. They
may need further action-oriented help from the worker.
The worker, therefore, has to assess the situation and
the capability of the client. Client may need information
about human service agencies like residential care,
vocational training institutes, or procedures for obtaining
aid from other agencies. Parents of teenaged children,
persons caring for mentally challenged persons, mentally
ill or chronicall patients may need psycho-educational
material to better understand the needs of the persons
under their care and their own role.
Advising is a form of directive but it should not be seen
as a command or demand.. Advice is perceived as the
solution to the client’s problem. Counselling and
advising are often used synonymously. Very often, the
clients themselves ask the worker to advise them- “please
you tell us what we should do in this case?” It is so easy
to fall in this trap. The client may wish to avoid the
responsibility of taking a decision and transfer it on to
the worker. While advising, as a technique has a place
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in the worker’s toolbox, it has to be used judiciously
after having understood the client’s situation and
concerns. Advising is not offered in terms of ‘what the
client should or should not do’. The worker may advise
the client on how to think further, to consider more
broadly the likely consequences of their actions. Advising
sometimes acts as an adjunct to information giving.
While information giving involves providing factual
particulars, advising implies offering of worker’s
opinions. The worker has to take responsibility for the
advice he gives and, therefore, needs to give reasons to
the client as to why he feels a certain options are better
than others. But this should still leave the client free to
make choices, without his feeling guilty about rejecting
the worker’s suggestion. In fact, the worker’s suggestion
may help reduce indecisiveness and clarify the client’s
own mind about the situation under focus. For example
-

The usual consequences of taking that options are
……..

-

If you want to consider that ….. it almost certainly
means that you would have to ……

-

Well, why don’t you try courses in Art? You say you
want to explore other fields after sciences and you
like the art teacher. ( Client undecided about which
course to opt for)

Influencing and persuading: These techniques are used
to attempt to change the client’s beliefs, attitudes or
bahaviour. In fact, social case worker is seen as person
who influences the client. Sometimes all that a client
needs is a ‘push’ to get started or make a decision.
However, it should be used only after a complete
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understanding of the client and his situation. The client’s
inability to respond positively to the worker’s influence
may lead to hurdle in the worker-client relationship.
Although the most obvious way of persuasion is direct
advice giving, social workers often ‘evoke’ the change by
indirect means, e.g. by questioning or making
statements. A persuasive question or statement may be
understood as a contrast to a suggestion or piece of
advice, because it gives the respondent the power to
state how things are. For example:
-

Have you ever thought after one of these outbursts
that you might see a doctor?

-

Has it ever occurred to you that you can….

-

Client: It’s no use. I just don’t feel comfortable in that
situation.
Worker: I’m sure you can do it, especially if you
follow the way we rehearsed it here.

Interpretation: Interpretations are explanations of, or
insights into, a situation. They are attempts to impart
meaning about a client’s behaviour based upon the
counsellor’s observations and understanding.
Interpretations will be more helpful if they emerge from
information presented by the client rather than from
the worker’s experience. Interpretation is to be seen as
merely one possible explanation of an event. The client
may have another equally valid explanation. Therefore,
worker needs to offer interpretations tentatively.
Interpretation often puts the worker in a more
authoritarian position within the relationship. Trust with
the client is an essential ingredient for successful
interpretation.
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-

You sound as if you’re extremely embarrassed about
having f ailed in the exams. Perhaps your
aggressiveness towards others is an attempt to cover
up your shame. Could that be right?

-

From what you have said about your father, it seems
that you are really frightened of him.

Directives: are instructions given to the client – telling
the client what to do. Timing in giving a directive is
important – when a specific piece of action is indicated
and when the client is ready. Asking the client to try
out certain behaviours outside the interview, making
log entries of certain actions performed at home / work
place / school etc. are examples of directives.
Deframing: is an attempt of the worker to challenge
certain negative beliefs of the client without being
preachy. It can be a powerful tool for influencing the
client when dealing with a client’s dysfunctional and
useless beliefs. Some examples are given below:
-

How do you know that to be so?

-

What makes you say that?

-

How is that so?

-

Where did you get that idea?

-

On what basis have you reached that conclusion?

-

What makes you so sure?

Educating: Educating involves several dimensions. It
goes beyond giving information although giving
information is one of its components. Educating or
coaching may involve sharing your ideas about parenting

398

Case Work and Counselling: Working with Individuals

with parents of very young children or adolescents (for
example discussing psycho-social stages of child’s
development); engaging the clients or their significant
others in the learning process or skill building exercise;
developing specific guidelines for better social
functioning.
Referrals: Not everything that a client needs may be
fulfilled through the agency with which the social case
worker is associated. The complex nature of human
problems and concerns often necessitate combined
efforts by various human service agencies. Appraisal of
the presenting problem may bring out that the client
needs to go elsewhere (process of intake). The interview
then serves the purpose of giving relevant information
to the client about his ineligibility for service in the
present agency. The worker further offers referral to
other suitable resource. Referral involves giving
necessary information about the services, procedures
for obtaining help from there, giving support and
assurance that the referred agency will be appropriate
for the client’s purpose and that the client is free to
return to the worker in case of difficulty.
Self-disclosure – It is the sharing of personal experiences
by the worker to the client related to the session with
the purpose of helping. It is intended to facilitate client
disclosure. This technique may be used in order to
challenge and promote new awareness by sharing some
experience in the worker’s own life. As self-disclosure
shifts the focus from the client to the worker, it should
be used minimally. “The general rule is that selfdisclosure should not occur unless it is in the interest
of the individual seeking help.” (Trevithik, p.106) This
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technique can be very useful for people who feel isolated
and alone in their suffering. This can also break down
feelings of shame, guilt or self-blame. It can be used for
sharing thoughts and feelings and can help clients see
the workers as ‘ordinary human beings’ as well as
professionals. The worker may use self-disclosure as a
model to talk about feelings.
-

Worker: I have had bouts of depression (you are not
the only one) in the past so I have some idea about
how you are feeling but people experience depression
in very different ways.. Can you describe what this
depression is like for you? (retaining focus on client’s
experience)
Client:

Do you still suffer from depression?

Worker: No, I’m fine now. It is important to say that
depression can and does lift. What we have to look
at is what will help you to overcome this depression.
(Trevithik, p. 107)
Activities as techniques: Although interviews are
perceived primarily as talking and listening events,
activities are occasionally used as tools of assessment
or intervention.


Various diagrammatic tools are available to the social
case worker to aid in assessing and redefining the
client’s problem and concern, in modifying
perceptions, gaining insights, and evaluating results
of interventions. These aids include genograms,
ecomaps, culturagrams, flow charts and life road
maps. A special feature of these tools is that they
are constructed and developed jointly with the client
and others in his social milieu.
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-

A genogram is a type of family tree. It provides
an immediate visual representation of the
individual or family being assessed. It is a
‘snapshot’ of how that person or family is
structured and viewed at a particular moment
in time. It can be useful in highlighting to social
case workers those areas that may cause
concern, and information that is lacking and
needs to be sought. It may also identify areas or
themes for further exploration with the client.
The information gathered in the genogram
interview is purposive and concerns interactions
as well as relationships within families.

-

An ecomap seeks to show how family members
act and react to each other and how the family
as a whole relates to other families, groups and
organisations in society. It also can be used to
demonstrate interrelations between various
levels within environmental living systems. A
visual representation of the way systems and
sub-systems interact may be helpful here.

-

Culturagram is designed to assist social workers
in the analysis of the meaning and impact of
culture in the life of those families and
individuals being assessed. Constructing a
culturagram involves a skilled use of
communication skills. Asking sensitive questions
is not easy in any situation. Culturagrams have
been employed in the sensitive area of elder
abuse and domestic violence.

-

Flow diagrams and life road maps can be used
to provide a chronological history of significant
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events and moves in the family’s and/or
individuals’ lives. It is useful to provide
information of the family composition at these
various stages to consider the various expected
and unexpected transitions that the family may
have undergone.
The five tools we have discussed above help to structure
the process of assessment. Not only do they provide an
interactive and participative way of collecting information
but they also elicit important topics to explore further
and to determine the focus of future assessment. Using
these tools can also provide key insights for clients
completing them. Although insight into one’s situation
is unlikely to promote change in itself, it can encourage
motivation to work towards change and by doing so assist
in planning and implementing effective implementation
strategies.


Picture stories can also be used to better understand
client’s problems, which may have hidden aspects –
not consciously known to the client himself. The
pictures or sketches should emerge from the
information so far shared by the client.



Role playing and role rehearsal are useful
techniques for giving confidence to the client in
trying out new behaviours or in confronting difficult
situations outside the safe environment of the
interview. Role playing means acting out how a
person with a particular function usually behaves.
The emphasis is more on feeling what it is like to
act in a certain manner. Short role playing is usually
enough. Role rehearsal implies trying out behaving
in ways different from the client’s typical behaviour.
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Techniques like empty chair help a client imagine
how a different bahaviour from a significant other
will impact him.


Activities with Children: Young children – voluntary
or involuntary –as clients often feel inhibited to ‘talk’
in the interview. Activities like games, art and craft
or creative writing are great aids to establish rapport
with inarticulate children. These activities also help
the worker in arriving at an appraisal of emotional
and social situations of children which may
otherwise be difficult to achieve. Children often
express or ventilate their emotions through art and
craft activities. Some brief questions, encouraging
comments and statements on the work being done
by the child (taking care not to break his
concentration) may elicit enlightening responses.



Challenging : To challenge means to question, to
dispute, to stimulate. Challenging encourages
clients to review, to question their current
perspectives, and to facilitate deeper exploration.
Challenging, therefore, does not imply that there is
a ‘right’ way of looking at situations. It only denotes
worker’s attempt at enabling clients to reassess
themselves and their concerns. Challenging
techniques involve certain risk of damage to workerclient relationship. They should, therefore, be used
only when the worker is sure that he/she has the
complete trust of the client. Use of these techniques
should be avoided in the early phases of the
interview or in the helping process.

The worker may challenge the client if i) he is overlooking
his strengths and weaknesses; ii) there are
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discrepancies in the client’s communications; iii) there
is lack of understanding of the consequences of
behaviour; and if iv) clients have irrational and selfdefeating beliefs. As mentioned before, the worker needs
to be tentative and concrete in challenging and to
consider whether the client is able to receive the
challenge.


Confrontation: means helping the clients identify
and face distortions, discrepancies which keep them
from effective change. This may increase anxiety and
avoidance but is necessary and can be constructive.
There are occasions on which the counsellor needs
to draw attention to particular behaviours or beliefs
that are negatively affecting the client’s life. There
are times, too, when the worker has to confront the
client with bad news, at other times the worker needs
to tell the client of the effect they are having on the
worker. Confrontation may be relevant when
excuses need to be challenged – for example “it won’t
happen to me”; “it is not as bad as it looks”; “nothing
needs to be done at the moment”; or “I’m not the
one who needs to do something”.
You say constantly that you are going to get up
on time and get to school, but you never do.
You are furious at your husband and claim that
he beats you badly, but you do not wish to leave
him.
-

You had said yesterday that you had no source
of income, but the staff member who went to visit
your home gives a different picture. What is the
true picture?
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-



Every time we talk about your grandfather’s
death you tend to speak about something else. I
wonder if you are deliberately avoiding talking
about his death.

Immediacy: Maintaining positive relationship is
essential to carry on the social case work interview.
Immediacy is exploring the client’s experiences and
feelings about the worker, the worker’s relationship,
or the work the worker is engaged in, as they occur
presently. Immediacy involves exploring the here
and now in the relationship between worker and
the client. The worker brings the situation out into
the open and discusses it with the client by using
present tense statements. There is reference to the
present and not to the past, say last week or last
fortnight. It usually relates to the worker’s view of
what is happening in the relationship.

The client may be demonstrating defensive reactions,
passing the buck by holding the worker responsible for
certain events or client’s experiences. Client’s manner
of relating to the worker may be representative of their
general pattern of relating with people. Use of immediacy
demonstrates to the client a model of open and honest
communication.
-

Right here and now with me you seem to be
disinterested / feeling frustrated/ experiencing ………..

-

Right here and now as I’m talking, I notice that your
eyes are turned away from me. You seem to be
thinking about something else. What are you thinking
or experiencing right now?
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Interview Process - Oriented Techniques
These are the techniques which facilitate establishing,
maintaining and propelling the interview process so that
the purpose of the worker-client interaction may be
achieved. Some such techniques are mentioned below.
Focusing and topic following: is used to direct or
maintain attention to the work at hand. Occasionally,
the client and even the worker may move away from
relevant issues. While these diversions may end up
providing greater understanding, they are largely
unproductive. Through focusing the worker directs his/
her efforts and energy on relevant topics to achieve
agreed-upon purpose. Interviews are purposive
conversations and not friendly chats to spend the time
of the day. Sometimes, the client provides discursive
and long-winded description or accounts of various
experiences. The worker has to bring the client back to
the information most relevant. Focusing helps make
interview process both effective and efficient.
-

Would you hold on to your thought for a while so that
we can come back to it later? Let’s complete our plans
first. Is that ok?
Partialising and prioritising: During the information
gathering or exploration stage a lot of material may
be collected; presented problems may have several
dimensions to be addressed to; or there may be a
number of problems asking for the worker’s
attention. In such a case, this technique adds to
the efficiency and effectiveness of the interview
process. The worker, along with the client, can
identify different components of the problem and
then set priorities – which part of the problem or
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which problem needs to be tackled or focused first
and which later. There are often interrelationships
between the issues presented by the client.
-

You sure have a lot happening all at once. It sounds
like everybody in the family has their own share of
problems and you’re affected by them all. I wonder,
since, there are so many issues to address – your
husband’s behaviour, your son’s, your own feelings
about it all – could we start by looking at them one at
a time? Does that make sense to you? Okay. Which
piece of all of this concerns you most right now? Let’s
start with that one. (Cournoyer, p.189)

-

A woman had come to a psychiatric clinic to get
treatment for hysteria. During the interview, she
shared her anxiety about her physically challenged
young son. She was very concerned about her son
than about her own ailment. Also her husband had
lost his job due to TB and was trying, unsuccessfully,
vegetable vending at home.

The client may be asked ‘which concern is most
important? Which issue is causing most distress? Which
issue could be dealt with in the case work interview and
which could best be handled in some other way
(referral)?
Silence: While this may occur unintentionally there are
many benefits if used correctly. It provides both client
and worker time to process what is being understood. It
promotes introspection, keeps the focus on the client,
and helps the client collect his or her thoughts for
expression, or it can be used as an encourager. It can
also be used to challenge client’s statement. The use of
silence should not be confused with a pause in the
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interview process, which is intended to be momentary.
Silence is used by the worker deliberately. As interview
is perceived as a talking therapy, silence may cause
awkwardness in the worker. It is important to feel
comfortable with silence, by understanding why it has
occurred and what purpose it may serve.
-

Worker: So far we’ve spent about 15 minutes together,
and you’ve said very little. We’ve already discussed
the consequences of your not coming to future
sessions. Your parents may decide to take action that
may not please you. Now I’ll remain silent for a while,
and whenever you feel like saying something to get
things moving along, I’ll welcome your remarks.

Statements to achieve Transitions within an interview
or between interviews: There are occasions when the
client is unable to move away from the recital of a painful
or exciting experience. Without restricting the client’s
communication, the worker can use comments or simple
statements to either bring client back to the main issue
under focus or move on to a new dimension of the issue.
The ending or opening comments can also help in
shifting grounds.
-

I know that you wish to dwell more on this experience,
but could we move on to ….

-

In our last meeting we focused on …. Do you think
today we could talk rather on ….?

-

Today we were able to discuss……..I wonder
whether……….can be taken up in the next session.

The list of techniques given above is not exhaustive.
Different psychotherapies or case work theories mention
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different techniques aligned with their theoretical
perspective. It is a good idea to get familiar with available
information about different techniques and use eclectic
approach in selective use of the techniques which will
deliver the best results in helping the client.

Things to Look for in an Interview
Given below are some of the things which are worth
observing during the interview because deciphering them
may lead to better understanding of the client and his
concerns; and facilitate movement of the interview
towards its objective.


Content of opening and closing sentences – These
sentences tend to contain particularly significant
material. They also may give cues about client’s
attitudes toward self and the environment.



Shifts in conversation – These shifts, particularly
when related to similar topics, can indicate that a
particular topic is painful, taboo, or something the
client does not want to discuss.



Association of ideas - Observing which ideas the
client seems to associate with, which other ideas
can give the worker an indication of unspoken
feelings.



Recurrent references – When the client continues
to bring up a subject, it indicates that it is a subject
of importance to the client or one the client would
like help with.



Inconsistency or gaps – When these are present, it
is an indication either that the material being
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discussed is threatening to the client or that the
client is unwilling to openly share in this area.


Points of stress or conflict – In cross-cultural action
systems, stress and conflict may indicate areas of
inadequate knowledge about cultural aspects of the
client’s functioning. This may also indicate
misunderstanding on the part of the client or areas
of client bias or prejudice. ( Johnson; Garrett)

Some Do's and Don'ts of Interviewing
Scattered in the discussion of skills and techniques are
mentions of the dos and don’ts of case work interviewing.
Here are some of those repeated for emphasis with some
others:


Put the client at ease - establish rapport.



State the purpose of the interview in clear terms. It
is more important in the case of involuntary clients
– those referred by others against their will.



Introduce yourself; address the client with his name.
Make sure to get the pronunciation right - in case
the name is unfamiliar to you.



Take care how you dress. It is generally better to
dress a little conservatively so as not to offend client’s
cultural sensibilities.



Allow clients to state the problem from their point
of view and at their pace.



Get feelings as well as facts – feelings may be more
important though less likely to be expressed without
encouragement.
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Listen attentively.



Probe in depth to ensure all the relevant details
are known.



Use open questions.



Before asking about controversial matters (such as
feelings and conclusions), first ask about some facts.



Ask questions about the present before questions
about the past or future.



If possible, get the clients to suggest solutions.



Discuss implications of
appropriate.



Agree to a best solution , if appropriate.



Resolve dilemmas of client’s dependence on you or
self-reliance through empathic understanding of the
client and his situation.



Agree to a course of action to be taken, if
appropriate.



Periodically review the grounds covered.



Arrange next meeting, if necessary.



Keep appointments; fulfill other commitments like
finding relevant information, locating referral
agency.



Make effort to develop self-awareness through
training and supervision.

different solutions, if
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Alternate ways of opening an interview


Introduce yourself.



Explain how you discovered the problem.



Ask directly how you can be of help – in walk-in
situations , like in hospital patient welfare
departments.



Who sent the client to you or you to him – in cases
where the clients have been referred to you by –
parents / spouse / son / daughter /relative /
teacher or principle / court / doctor /
superintendent of a residential institution.



Summarise the problem being faced by the client.



Ask for help or advice regarding the particular
problem -from the client or significant others.



Suggest a possible advantage to the client for solving
the problem by accepting to meet you or accepting
your proposal.



Refer to the client’s known view, if so.



Refer to the client’s background , cause , origin of
the problem.



State the organization you represent, its policy,
services provided and the procedures for securing
those services.



Ask for ten minutes / half-an-hour (or longer if
necessary) of the person’s time.
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Common mistakes that can simply be avoided


Talking frequently about yourself and how you
solved this or that problem; prematurely disclosing
your own feelings and opinions. Don’t automatically
compare the client’s experience with your own.



Attempting to cheer up the other person- “Everything
will be ok. Don’t worry.”



Offering suggestions or solutions too early in the
process. Immediately providing or seeking a solution
for the problem.



Displaying inappropriate emotions like excitement,
grief or pain along with the client. It is not empathy.



Trying to do something ( anything ) for the person.



Failing to take the client’s problem seriously.



Suggesting that the problem is in the client’s
imagination. Don’t invalidate the client’s feelings.



Interviewing in an environment not conducive to
listening.



Sarcasm, blaming or moralising.



Anticipating responses or hearing what you want
to, or expect to hear, completing client’s sentence
for him.



Interacting in a patronizing manner.



Interrogating rather than interviewing by asking
questions in rapid, disjointed manner.

Interviewing – Skills and Techniques

413



Attending predominantly to a single dimension of
the client’s experience – only facts or only feelings.



Frequently interrupting with a comment or question.



Neglecting to use
mispronouncing it.



Using terms that stereotype people or groups – like
‘Biharis’ (belonging to Bihar state), ‘Dalit’ (from
lower caste), ‘single mother’, ‘divorced woman’.



Using sentences in absolutist terms – like ‘always,
never, all or none.



Speculating about causes of problems before
adequately exploring the person-problem-situation.



Don’t try to solve the problem before you know what
it is – there may not be any problem.



Do not evade the issue or belittle it.



Do not commit yourself too quickly or appear to take
sides.

the

person’s

name

or

No checklist of dos and don’ts can prepare the worker
fully for the field. There are unanticipated situations or
responses to handle which no amount of planning can
equip the worker for. Yet, it does not mean the worker
should lose courage and shy away from taking initiating
interviewing. Many of the techniques and skills are part
of the worker’s social and emotional development. The
main difference lies in the worker using them
deliberately and with anticipated outcomes.
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Conclusion
The social case worker functions from a position of
influence. What a worker says or does not say in the
course of a social case work interview influences the
client. What is emphasized or ignored also makes a
difference. Wording, phrasing, interrupting, or
remaining silent: all influence what the client is feeling
and thinking in the professional relationship. In fact,
for any given client statement, the worker has the choice
to take that statement in many directions. The worker,
therefore, has responsibility to appropriate skills within
the boundaries of professional values and principles.
To become skilled interviewer, the worker needs to
develop knowledge base relevant for his/her practice
setting; prepare to applying social case work principles,
like principle of confidentiality, record the experiences
and analyse them critically to learn from them; and
periodically evaluate the interviewing style in the light
of recent research findings. As a professional, the worker
has a commitment to acquire necessary skills, develop
relevant competencies and attitudes for interviewing,
the most frequently used tool of social case work.
In this discussion it has been mentioned only generic
skills and techniques. Depending on client groups you
are targeting to help, he/she needs to acquire in-depth
knowledge about their special needs, their strengths
and weaknesses, life experiences within their particular
social environment, and services available to meet their
needs and concerns. Communicating empathy; moving
at their pace; taking time to win their trust; using
techniques to enhance their self-esteem, empowering
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them through knowledge of social systems and how they
impact them, and imparting them skills to take charge
of their own lives; imparting relevant information about
community resources; mediating with social systems and
sub-systems through representing client’s interests; and
advocating on behalf of them could be some other areas
of expertise.
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RECORDING AND
DOCUMENTATION IN SOCIAL
CASE WORK
*Manju Kumar

Introduction
A review of literature on social work reveals that
throughout its history, social work practitioners have
recognized and appreciated the importance and
usefulness of recording their interactions with their
clients. Traditionally, documentation helped
practitioners coordinate and evaluate service needs and
delivery. Early in the history of social work profession,
Mary Richmond used case records as the basis for her
study of practice. Gordon Hamilton noted that effective
recording is inseparable from good case work. Case
documentation not only supports the delivery of services
to individuals, families, couples (and small groups), but
it increasingly has new applications in keeping with the
changing environment in which social workers operate.
Recording has always been an integral part of social
work practice, including social case work. Besides,
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recording has proved to be a valuable tool for social work
education.
National Association of Social Workers established
standards for effective and ethical practice in Social
Work. One of these relates clearly with social workers’
responsibility to document comprehensive record of their
work. “Social workers shall maintain records or
documentation of social work services, which reflect the
client and client systems’ pertinent information for
assessment and treatment; social work involvement and
outcomes with and for clients; and in accordance with
care goals and legislative and administrative regulations
and policies” (Standard 13, NASW, 2005) This
perspective looks at recording not just as a tool of practice
but mandatory element of ethical professional practice.
Effective communication is essential in social work. How
one speaks and how one listens have enormous impact
on how well one does his/her jobs and how successful
one is in them. Effective communication is also
absolutely necessary if we are going to be helpful to
clients. Recording is a form of written communication,
which performs numerous important functions in
ensuring that the worker offers effective and efficient
service to those in need of help. Students under training
to become social work professionals are required to
document their efforts to learn to help clients.
Recording, however, is seen as a bane of student-life of
social work trainees. Students feel writing case work
records to be, a monotonous, unwelcome chore – a
necessary evil. For some, who have a facility in written
communication, it is still manageable. For others for
whom writing down their thoughts and opinions is
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difficult, recording is a very bothersome activity. It is
true that it is a time consuming activity requiring
considerable thinking through. Very often, recording
an interview with the client takes as much time as the
interview itself or even more. Still, recognizing its value
as a practice tool and an important professional skill, it
is worthwhile to learn about its uses and techniques.

Recording and Documentation in Social
Case Work
Social case workers keep records to document and retain
information about their clients and the process and
progress of their services. Individual case records are
used in planning, implementing, and evaluating services
to each client. Aggregated records are used in planning,
monitoring, and evaluating services to a group of clients.
…The case record is a focal point for accountability to
the client, to the organization, and to the profession.
(Kagle, p.1). Among Standards for Clinical Social Work
in Social Work Practice established by National
Association of Social Workers, documentation is
mentioned as a required responsibility of social workers,
“Documentation of services provided to or on behalf of
the client shall be recorded in the client’s file or record
of services”. (Standard 8, 2005)
Purpose and functions of case recording and
documentation
The field primarily looks at documentation’s function
as a diagnostic, assessment, planning, and intervention
instrument although in recent times, records perform
several other functions as well. Kagle (1984) has defined
social work records in terms of their focus, scope, purpose
and functions.

420

Case Work and Counselling: Working with Individuals



Focus of records is to individualize and typify the
client, the need, the situation, and the service
transaction ;



Scope includes linking goals, plans, and activities
to the assessment of the client-need-situation and
to the resources available; and



Purpose is to facilitate the delivery of services to or
on behalf of the client; and



The record Functions as an important resource in
communication about the case, while the process of
recording involves reviewing, selecting, analyzing
and organizing information about it.

Uses and Functions of Social Case Records
1. Identifying client and client’s need – social case
record describes the client, his characteristics,
needs, concerns or problems, situation and his social
environment. These particulars assist the worker in
planning client care and services that are necessary.
2. Provide basis for deciding client’s eligibility for
receiving service from the particular agency.
3. Documenting the activities undertaken and services
rendered to the client or on his behalf. This
documentation helps in client’s securing
reimbursements (if applicable), in demonstrating
adherence to procedural guidelines provided by
organizations or funding agencies. Records, if
maintained regularly, demonstrate activity and
movement in the helping process and facilitate
decision - making by the social case worker.
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4. Assessment and Planning: Clear and comprehensive
documentation of all case-related facts and
circumstances is essential for assessment and
service planning related decisions. Recording
information is seen as one of the essential skills of
assessment process. Careful and thoughtful
information collection ensures that social workers
have an adequate foundation for their reasoning and
intervention plans.
5.

Evaluating the client’s condition and on-going
treatment. Records document the course of the
client’s evaluation, treatment and change in
condition including impact of services on the client.
Measured outcomes and service effectiveness are
central to social case work. At their core lie data
and information recorded throughout the helping
process.

6. Documenting communication between the worker
and other professionals contributing to the client’s
care. In interdisciplinary settings like health care
and mental health agencies, rehabilitation services,
child care agencies, schools and correctional
settings, social case records serve as a vehicle for
inter-professional and interagency co-ordination and
collaboration.
7. Records serve as bases for peer review system. Peer
review of social case work documentation helps
promote the uniformity and consistency with which
services are delivered; and workers are exposed to
the professional practice of their colleagues. In
health care settings, especially, records have
potential to help identify patient problems and need
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not be met by the existing system of health care
delivery; such gaps in service can then be brought
to the attention of the management of the medical
care centre for consideration and possible resolution.
Peer review of records also helps enhance social
worker performance and service delivery.
8. Maintaining continuity and co-ordination : Good
documentation plays an important role in passing
information between social workers especially
i)

In situations where the workforce is changing
like when the client is transferred to another
social worker, either due to change of
assignment, leaving job, or end of field placement
term (in case of social work trainees).

ii) For service planning – e.g. the documentation
can produce information about children’s
passage through the services (from children’s
home to foster care or after care) and number of
children using these services.
iii) In case of gaps in contact with the client, either
due to client’s or worker’s absence for a
protracted period; or
iv) The client’s situation and problems are
complicated, requiring multiple and extensive
interventions. Records help in maintaining
thematic continuity to get a comprehensive
overview of the case and services rendered.
9. Sharing information with the client: In contemporary
social work practice, clients can access information
contained in their case records. While it puts
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pressure on the worker and his relationship with
the client, it can be seen as facilitating client review
of the information shared with the worker, and
client’s participation in the helping process. Various
methods may be used to involve clients in recording
and evaluating all that is being done with the client
or on his behalf.
10. Demonstrating
and
measuring
worker
accountability: Records thus serve as instruments
of evaluating professional practice; to sensitize
workers to practice within parameters of professional
ethics and values; and legal safeguards.
11. Administrative tasks, like decisions about client
needs and services to be offered, and budgeting are
done by using social case records.
12. Social work education and field instruction: Social
case work records have traditionally served as a tool
for educating future social work professionals – both
in the classroom and on the field. Case records, if
used appropriately, prove excellent class room
teaching aids. For experiential learning they are
necessary accompaniments to field instruction.
Process records submitted by students form the
basis for the supervisory process, which is an
integral part of social work education.
13. Research for practice improvement and theory
building: Aggregated records or case records taken
singly provide important qualitative data for
summative (for example, arriving at collective
description of client attributes, problems or services
required by the clients) and formative (for evaluating
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practice effectiveness and areas for improvement,
undertaking qualitative analysis of the interviews,
observations, and interventions) research. Records
provide essential data for broader service programme
evaluations. In early years of professional
development, data from case records were used for
building social work theories.
14. Protecting practitioners- Social workers, in many
countries, have begun to recognise the significance
of documentation as a liability shield and riskmanagement tool. Records provide evidence in case
they have to defend themselves against ethics and
complaints. Without thorough documentation, social
workers may have difficulty defending their actions.
15. Organising thoughts and information and facilitating
recall: The process of recording helps the practitioner
to organize and crystallize his thoughts about the
client situation, hunches about what needs to be
done and likely plans of action. The worker collects
a vast amount of information about the clientsituation / problem-environment. To offer
professional intervention, this information has to be
organized and analyzed. Very often, despite there
being a lot of information, some vital piece of
information may be missing. The process of recording
helps locate such gaps and encourage further
exploration. Also, the process of documenting
worker’s activities and client responses, acts as an
aid to worker’s memory of all that occurred in the
client-worker encounter or at different phases of the
helping process.
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Content of Records
What goes into a social case work record depends on
who it is for. There are a number of persons who access
or use it: the practitioner, the agency or college
supervisor, the funding agency, collaborating agency,
or legal system. Too much content, too little content, or
the wrong content can harm clients and expose
practitioners to considerable risk of liability. How
comprehensive or selective should be the information
that forms the content of the case record?
In the current scene of social work practice,
“Practitioners’ first rule of thumb when documenting
cases should be to include sufficient details to facilitate
the delivery of services and protect themselves in the
event of an ethical complaint or lawsuit”. (Reamer, 2005)
Considering that records are expected to reflect unique
nature of client-problem/concern-situation complex
placed in the agency context, the content of each record
will understandably vary. Different approaches to
practice, different service delivery patterns, and different
procedural requirements in different service
environments lead to differential recording. (Kagle, 1984)
However, there are some common areas of information
that every case record needs to include. That information
is relevant for a case record which shows how ‘clientsituation-problem’ and available resources form the basis
for service decisions and actions. Some of the areas
considered essential in case records are given below:
A. Identifying and demographic details
1. An identifying mark like a number or symbol
assigned to each case handled by the worker/
agency.
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2. Identifying data about the client – full name,
age, sex, religion / caste (if relevant or required),
address, contact number, educational and
occupational status, income (if relevant as it is a
sensitive area for most persons), marital status.
3. Social history (demographic particulars to
establish client’s social environment) - family
composition, educational and occupational
status.
B. Referral
1. Source of referral – who has brought the problem
or concern to the notice of the worker; the client
himself, some family member, agency staff
member, from worker’s own observation, or
referred by some authority like court, school
authorities etc.
2. Reported reason for seeking help – the
immediate reason for approaching the agency –
with date and time of referral, and date and time
of first encounter / action taken by the worker
or someone else.
C. History of the reported problem /concern: In cases
of chronic or mental illnesses; handicaps – mental
or physical; marital discord or domestic violence
antecedents along with their impact on the client
and significant others need to be mentioned.
Whether this history covers incidents only of the
recent past, from the onset of the problem, or start
from the very childhood will depend largely on the
nature of the problem and the procedural
requirements of the services to be rendered. For
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example, for a child reported to be mentally
challenged, milestones achieved right from early
childhood may be important while information about
the precipitating factors leading to the onset of
mental illness may be enough in the case of the
mentally ill persons. In case of adoptive parents,
certain medical tests and facets of family history,
not only of the adoptive parents but their respective
families as well becomes necessary.
D. Reports of any tests made: by the worker, health/
medical/rehabilitation professionals (including
mental health workers). For example, the results of
previous or current psychological, psychiatric, and
medical evaluations, objective information based on
other independent sources and noted. Data derived
from or interpretations of ecomaps, genograms etc.
need also to be included in the case record.
E. Assessments made: About level of client’s motivation
to share responsibility for the helping process,
description of problem areas identified by social case
worker; identification of key persons in the problemsolving process; hypothetical statements of their
causes and impact; statement of alternate plans of
action and grounds for deciding on a particular line
of action; measurable goals – immediate, or long term
- to be stated
F. Decisions made and services provided: actual
interventions or tasks performed by the worker,
client or others as part of the service/treatment plan
decided upon as a result of the assessment; notes
on progress of the action plan execution
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G. Contacts made with other professionals for
consultation or collaborative actions: Contacts
with others - collateral sources of information or for
participating in the execution of service/treatment
plan.
H. Final assessment and evaluation of the service
rendered.
I.

Information about transfer, termination or referral.

J. Closing summary of the entire helping process,
period of the helping process, number of sessions
with the client, any critical incidents.
As mentioned earlier, the final content will depend on
several factors but the information selected to be
contained in the case record has to be balanced and
relevant for the particular client and his needs.
Essentially, it should provide comprehensive picture of
the nature of social case worker’s involvement with a
particular client, progress in achieving professional goals,
and the eventual outcome of the interaction between
the worker and the client or agency.
Forms of Case Records
For the purpose of recording the above-mentioned areas
of information, different forms of case records are
employed by the practitioners. Some are used more
frequently than others. Different types of records are
used jointly or simultaneously because they complement
each other. Here are some of the usually employed
forms of records:
1. Process records: They provide moment-by-moment
narrative of clients’ behaviour and interactions
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between practitioners and clients. Process records
give almost verbatim account of each session or
encounter the worker with the client and/or others,
and of home visits. Process records also include the
worker’s thoughts, opinions and feelings, although
they have to be specified as such and not as facts.
This type of record is frequently used in educational
and supervisory processes and forms the basis of
students’ experiential learning.
2. Summary records: These records are very important
in situation in which long-term, ongoing contact with
a client, and a series of workers may be involved.
Summary records primarily include entry data,
sometimes social history, a plan of action and
periodic summaries of significant information and
action taken by the worker, and a statement of what
was accomplished as the case was closed (closing
summary). Periodic summaries may be made at
specified periods of time like every two months or
after every 5 sessions or they may be made when it
is necessary to document some fact or action. It is
focused more on what happens with the client rather
than on the worker’s inputs. Summaries may need
to be updated from time to time. There are several
kinds of summaries that may be made by the worker:
i.

Periodic summaries

ii. Closing summary – They include a) date of final
contact, b) date of the beginning of service, c)
the reason of contact between worker and the
client, d) agreed upon problems and goals for
work, e) the approach taken, the nature of
service/intervention worker provided and the
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activities worker and the client /others
undertook, f) evaluation of progress, g) problems
and goals that remain unsolved or
unaccomplished with reasons, h) brief
assessment of the person-problem-situation as
it now exists, and i) reasons for closing the case.
In the closing summary prepared by students for
assignments in their field placements, they do
well to mention the concepts and skills applied
during the current case.
iii. Diagnostic summary – This is the record of the
worker’s assessment of the client’s situation and
the problem and the evidences on which
worker’s judgments or inferences are based. Any
subsequent information having an impact on the
initial assessment, necessitating review or
revision of the same has to be incorporated
periodically.
iv. Summary outlining plans of action and goals of
intervention in measurable terms, detailing as
to who will do what, when and how. What are
the expected outcomes also find a mention in
these.
v.

Summaries for the purpose of transfer, referral,
consultation or interdisciplinary case
conferences – Clients (service users) and carers
emphasize the need for social workers to be able
to communicate effectively, verbally and in
writing, with other professional groups, in order
to be able to access services that they need, and
to avoid repetitive questioning from the various
professionals involved in their lives.
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3. Problem-oriented record: These are particularly
useful for social workers employed in
interdisciplinary settings like health care agencies.
These records contain four parts. First is the data
base that contains information pertinent to the client
and work with the client. Second is a problem list
that includes a statement of initial complaints and
assessment of the concerned staff. Third are the
plans and goals related to each identified problem.
Fourth are follow - up notes about what was done
and the outcome of that activity. Problem-oriented
records usually consist of two forms: checklists; and
a narrative based on SOAP format, that is, subjective
– patient’s report, objective – facts as determined by
clinical activity, assessment – a statement about the
nature of problem, and plan – for dealing with the
problem. (Johnson, pp.393)
4. Standardized forms: These summarize client
information using short answers or checklists. These
forms are developed by many agencies serving a
specific client group like the mentally challenged
or ill or the abused and battered, to get uniform set
of relevant information. In recent years, more
structured and systematized forms of recording are
being used for ordering information, checking its
validity, and drawing up and testing hypotheses.
5. Case Notes: These are the records of worker’s
intuitive observations, reflections on treatment or
interventions provided, and mentions of critical or
significant incidents. Reading through last week’s
notes may make the worker have certain
expectations of ‘this week’s’ session. Keeping notes
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helps him to remember particular details, and to
plot the progress of the client. Out-of-office
experiences, such as home visits, attending
weddings or funerals, going on hikes or for tea in a
restaurant, taking a client to a medical or a
specialist’s appointment, and clinically meaningful
incidental/chance encounters are also included in
case notes.
6. Log or Journal Entries: Logs or journals can be
very useful in some fields of work. Someone who
meets with a lot of different people in his or her
work might keep a log or journal as a personal record
of meetings and what was discussed. Note taking
means jotting down details of meaningful contacts,
including important phone calls and important or
clinically significant collateral contacts, at the first
opportunity. These notes act as aids to memory or
recall at the time of actual documentation.
7. Card Files: In some agencies, like schools, data about
the case work with a client are maintained on cards,
which can be easily retrieved and give thumbnail
picture of the entire case work done till then. Some
illustrative entries in card file are as follows:
1. Name —————
2. Referred on ———
3. Referral From ———
4. Initial Assessment ——
5. Meeting 1 ———
6. Meeting 2 —————
7. Meeting 3 —————
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8. Review Notes
9. Meeting 4 ———so on ——
Brief entries are made after each encounter and
progress reviewed.
These are some of the forms in which social workers
may document case records. More than one form may
simultaneously be used for one client.

Process Recording
A process recording is almost a verbatim written record
of an interaction with a client. It is a narrative reporting
of all that happened during a contact with the client,
including the worker’s feelings and thinking about what
has happened. Process recording is most often used
when working with individuals and families. Recording
is done on an ongoing basis; done regularly as the case
moves, based on chronologically linked material.
Nature of Educationally-Oriented Process Recording
Process recording has received great emphasis as a
teaching-learning tool of social work education,
especially for facilitating field based learning. Process
Recordings, a written description of an interview/
interaction, reflecting both the content and the dynamic
interaction, are requirements specified by all social work
education institutions.
The written reconstruction of an interview/ interaction
assists the student and facilitates the learning process
in a variety of ways.
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It provides an opportunity for the student to rethink
the interview, with a focus on remembering the
interview content, analyzing the various
interventions, and developing an understanding of
their experiences and perceptions of these
interactions.

ii. It is an excellent tool for enhancing reflective abilities
and critical thinking, crucial abilities for an effective
social case worker. Reflective practice provides vital
link between theory and practice. In practice
students/practitioners encounter client problems /
situations which are complex and multidimensional.
Reflection, analysis, and rational assessment of
these elements are necessary to be able to achieve
effectiveness in social work process. To engage in
critical reflection requires “moving beyond the
acquisition of new knowledge and understanding,
into questioning of existing assumptions, values,
and perspectives.” (Imel, 1998) The very process of
recording, particularly process recording, offers
students
opportunities
for
a) reflecting on their encounters with the clients,
the dynamic nature of their relationship with the
clients, and the complex nature of the case work
process; b) critically reviewing the work done; and
c) identifying feeling and emotional content
underlying all decisions.
When we are actively doing something we rarely have
the time or opportunity to be consciously deliberative
or analytical, and so the manner of our ‘reflection’
is likely to be much more holistic, intuitive and
automatic while writing process records. It is also
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called ‘double-loop learning’ which occurs when an
‘error’ is detected and corrected in ways that involve
the modification of underlying norms, values and
objectives, as well as the techniques or strategies.
They argue that double-loop learning is necessary
if practitioners are to make informed decisions in
rapidly changing and often uncertain contexts.
iii) It provides a picture of the student’s interviewing
style, is a reflection of the students ability to ingrate
knowledge and theory gained in the classroom, in
assigned readings and in the fieldwork setting.
iv) Helps the student develop social work practice skills
and techniques. The interview/interaction content
related in the recording provides the bases for
learning elements of case work, methods and
techniques, as well as reinforcing and refining the
current level of practice skill.
v)

The development of self-awareness is basic to
effective social work practice. Process recordings
provide significant opportunity for professional
learning and growth for students in this area. It
requires that the student objectify their observations
of the person in their environment, and interactions
and behaviours between people, to evaluate these
observations and behaviours, with particular focus
on interactions, and to evaluate and develop
awareness and understanding of the conscious use
of self in the interaction process. It allows students
to identify judgmental attitudes, transference and
counter transference issues, and basic values
inherent in the social work profession.
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It allows the fieldwork instructor to individualize
both the student and the client/situation and
identify specific areas of student development.

Educationally oriented process recording can be
completed in a variety of styles and formats.


One style, the complete process recording format,
requires a verbatim recording of all the events that
took place in an interview/interaction, both verbal
and non-verbal. These recordings are done in a
chronological order, and describe in detail all events.



Another format of educationally based recording is
selective process recording. In this model, there is a
selective presentation of significant factual data and
nonverbal content necessary to understand the
client and the situation.



Another model of recording is the structured process
recording. This model provides a basic structure and
outline of topic areas to be included in the process
account.



Summary recording can often include a process or
detailed description of certain portions of the
interview or interaction.

All of these models include some type or reconstruction
of the interview/interaction, or particular portions of an
inter/issue area. Each of them also includes discussion
of the conscious feelings and reactions a student
experiences as they interact with clients/situations.
Content and Structure of Process Recordings
Content: Despite the fact that process recording contains

Recording and Documentation in Social Case Work

437

critical narration of all that happened during student’s
contact with the client, there are some areas which must
be covered in the narrative of each session with the client
or some other person connected significantly with the
case under focus. Following are some of these:
1. Purpose of Session:
a)

Statement of the purpose that is concise, clear
and specific in relation to the actual session;

b) Relatedness between this session, and the
previous session(s), if any; and
c)

Relate purpose to the particular function of the
agency, and the client’s capacity and motivation
to utilize the services;

d) Indicate what the client considers the purpose
of the session to be;
e)

Indicate how these perceptions of purpose
(client’s and yours) are similar or different.

2. Actual Content: It is the actual interaction, with
questions and answers, observations about nonverbal cues. It includes a description of how the
interview began; pertinent factual information and
responses of both the client and the student in
relation to this; the feeling content of the interview,
as it occurs, both on the part of interviewee/s and
the student, and particularly, the student’s response
to this (how it was handled, etc.); a description of
any action or nonverbal activity that occurred; the
social worker’s observations and analytical thoughts
regarding what has been happening during the
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interview; notes on the preparation for the next
interview and a description of how the interview
ended.
3. Impression/Assessment: Student’s impressions,
begin with facts and expand into a theoretical
context.
a)

Describe your initial impressions of the attitudes
and feelings of the client(s) at the beginning of
the session. Describe, in general terms, the
client’s physical and emotional climate at the
beginning of the session. (Posture, tone of voice,
dress, mood, affect, etc.;

b) Describe your initial impressions that your client
expressed non-verbally;
c)

What did you observe throughout the session–
client’s behaviour and affect;

d) Was the behaviour/affect appropriate;
e)

How does this behaviour/affect fit with what you
know about the client’s past behaviour/feelings.

4. Major Themes/Issues that Emerged:
a)

Patterns observed in client; your current
assessment of the client. include client(s)’
strengths and weaknesses;

b) How is your current assessment the same as or
different from your original assessment;
c)

Theoretical/practice connections you notice;
Indicate the theory or other knowledge, learned
in your other courses, that helps you to
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understand the process and content of this
session, e.g., what knowledge of human
behaviour or the human condition applies in this
practice situation; and
d) Defense mechanisms observed in client.
5. Interventions: Mention significant interventions
a)

Analyze your interventions; identify skills you
used;

b) Assess your work - What is your impression of
your effectiveness; what were the strengths and
weaknesses in your practice during the session?
Was the purpose of the session accomplished?
c)

How did you handle the interview? How did the
client respond to you?

d) Describe any areas of concern or discomfort
raised for you during this particular intervention;
and
e)

What would you change?

f)

Professional Use of Self: Describe your role in
the session, paying particular attention to:
i)

Your body language;

ii) Your feelings/values (did they help or hinder
the process); and
iii) How did you handle/deal with your own
feelings.
iv) Plan
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i. Brief statement of your plans for next
session; and
ii. Long range goals that you perceive are
relevant for this client.
v)

Issues, questions or problems
i. Indicate areas you want to discuss/
explore in supervision; and
ii. Include value dilemmas, countertransference issues and diversity issues.

Structure
One of the ways to benefit from process recording
mitigate the difficulties in documenting process records
is to use a structured format for incorporating the
content mentioned above. Structure process recording,
utilizing checklists of assessment and treatment issues
provide the student with a comprehensive and organized
format to analyze the complexities of social case work
interventions.
Different Schools/Departments of Social work or human
service agencies have adopted different formats for this
purpose. The narrative may be reproduced in a running
manner, that is, in paragraphs under different headings,
as enumerated in the areas of content mentioned above;
or it may be stated in different columns in tabular form
(see table below).
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Content - Dialogue

Comments
The field instructor
can make comments
and give feedback
right opposite the
interaction or
feelings/reactions
the student records.

Student uses this
space to record
interaction wordfor-word. This is to
include verbal and
non-verbal
components. Include
all others present,
communications such
as silence,
interruptions, and
other interactions
which may not be
part of the planned
intervention or
interview.
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Gut-Level

Student’s Analysis/

Feeling/Response

Assessment

Record how you
were feeling as the
dialogue, activity,
or interaction was
taking place. Be as
open and honest as
you can. Use this
to look at your
feelings and not to
analyze the client’s
reactions.

Analyze your
interventions;
Identify skills you
are using;
Assess your work.

The format used in one of the department of Social Work
is as follows:
1. Face Sheet – Prepared for each client. It has the
following itemsa)

Name of the agency

b) Name of the Client
c)

Address or other contact details

d) Age, sex, language
e)

Educational, occupational and marital status

f)

Financial status

g)

Family composition, position of the client in the
family

h) caste, religion, region of origin ( if necessary)
i)

Referral Note- when and why the client contacted
the agency; who referred the client to the
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agency/student (the source and reason for
referral, date of initial contact)
j)

Presenting problem or concern

2. Report of each session
a)

Name of the interviewee: client/other family
member or significant others

b) Date and serial no. of the session
c)

Location (place) where the session took place

d) Duration of the session
e)

Name of the student

f)

Purpose of the current session

g)

Details of actual interview, recording both
objective and subjective data, giving verbal and
non-verbal content (see ‘actual content’ in the
previous section)

3. Plan for the next session, also description of tasks
to be done by the student, client or the interviewee
4. Observations, impressions and assessments,
including student’s inferences, and evaluations
5. Areas/issues selected for discussion with the
supervisor
6. Supervisor’s Comments
The content that the student is able to record depends
on his capacity to recall the occurrences in the interview
or home visit as well the ability to objectively analyze
the subject matter. It devolves on the student to identify
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aids to memory and recall, like taking notes or keeping
a diary with brief notes about significant facts or
impressions and observations. It is also important to
record the sessions as early as possible, preferably within
24 hours.
“While appreciating many of the agonies involved in this
method, I remain convinced that it affords a veritable
gold mine of insights and teaching material. It can lead
to precise discussions about the content of interviews,
as opposed to sweeping generalities and student
conclusions about their findings. It opens the door to
teaching about interviewing techniques, again based on
the content of what the client is bringing up, rather
than on abstractions. And ultimately it has the potential
for becoming an active learning tool for the student
himself, as he comes to analyze his own process….”
(Urdang, 1979)

Recording and the Principle of
Confidentiality
Keeping client’s information confidential is one of the
important principles of social case work. As part of the
helping process, the worker needs to gather a lot of
information from or about the client. Much of this
information is of an intimate and essentially private
nature, often touching upon particulars of life
experiences which the clients are keen to keep secret.
The worker persuades the clients to share these with
him/her giving them an understanding that these are
vital for problem solving or dealing with their concerns.
An assurance that the information revealed by them
will be kept confidential helps clients to open up. In
fact, applying principle of confidentiality is crucial for
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maintaining positive working relationship with the
clients and winning their trust.
Speaking about private information is one thing and
having it documented is quite another. There is a kind
of formality in written communication. The moment
one sees someone noting down what he/she is speaking,
the person at once become self-conscious; the fluency
of his/her speech becomes stunted and the responses,
at least for some time, become studied. Students or
practitioners are usually advised not to take notes
during the interviews with the clients as it inhibits frank
disclosures. It puts a lot of strain on the students or
practitioners to recall all that they heard during, for
example, an hour long session. Many clients do not
object to worker’s recording demographic details,
accepting it as a required procedure for securing help.
In cases where sessions are taped on video or audio, it
requires a lot of effort at rapport building before client’s
trust is won and assent obtained. The students /
practitioners can resort to making short notes
immediately after the session or at the earliest
opportunity so as not to miss crucial information or
significant observations.
Very often clients are unaware that their sessions with
the worker are being recorded. Getting to know of this
part of the helping process, suddenly or inadvertently,
creates unpleasantness, a sense of abuse, and a breach
in rapport. Depending on the client, nature of his need
or problem, and procedures of service delivery, the
worker may share that he/she will be documenting
certain particulars to facilitate the helping / problemsolving process.
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It is important to know what level of confidentiality is
necessary to maintain during the course of the case
work process. There are two levels of confidentiality:
Absolute and relative. While absolute confidentiality
means that social worker does not divulge confidential
material under any circumstance; relative confidentiality
can be breached under certain circumstances.
Mental health records or report of investigations ordered
by courts are legal documents. Record of any activity
which is covered under legal provisions can be accessed
by various professionals. Information recorded in cases
which have been referred by other agencies like schools
or residential institutions may have to be shared with
the latter. Case records are shared with the worker’s
supervisor for learning and consultation purposes. From
earliest times of social work history, students’ records
of their work with the clients have been acknowledged
as excellent teaching-learning tools. That implies that
the records are shared with the student’s supervisor.
Information culled from aggregated case records is
valuable source of data for research to improve practice
as also to inform changes in policies affecting services
and service delivery systems.
How, then can one maintain client’s information
confidential? The issue is raised especially in the context
of situations which have been mentioned under the
heading of relative confidentiality. Also, is there any
information which is to be kept absolutely confidential?
There can be no clear cut answer in the case of absolute
confidentiality. The worker has to use his professional
judgment in deciding what information about the client
may or should be kept completely confidential, without
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affecting fulfillment of other demands made on them.
Very often, name, contact details and other identifying
particulars are withheld from the documents shared with
other professionals. The worker has also to decide how
the information may be presented to the court so as not
to undermine the innate dignity of the client. Case
records that are documented with strength-perspective
take care of some such contingencies. However, the
records have to be authentic, accurate and
comprehensive to be useful. The selection, organization
and analysis of the material during the recording
process, therefore, become crucial.
One essential requirement for maintaining
confidentiality is an acknowledgment of this mandate
by all those involved in the process of recording, reviewing
it or using it for the client’s service, whether at the level
of human service agency, educational institutions or
legal authorities. For example, in an interdisciplinary
setting all the professionals involved in the care process
should maintain confidentiality, in teaching-learning
setting, both student and the supervisor are bound by
this principle.
According to Canadian Association of Social Workers’
Code of Ethics (1993), “the obligation to maintain
confidentiality continues indefinitely after the social
worker has ceased contact with the client.”
Ways of upholding client’s right to confidentiality
The concept of ‘informed consent’ has been invoked in
cases where client’s information has to be shared with
others, either during the current case work process or
at the time of referral or transfer. This concept covers
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the need of securing informed consent for sharing
information disclosed by the client even with the close
family members. Informed consent means that the client
comprehends the purpose for which his information will
be shared with others outside the confines of the workerclient encounter and gives his consent for the same. It
also implies that the client is clear as to what information
and how much of it will be shared and with whom. There
are situations where the concept of informed consent
may not work – where the client has shared information
that may involve a threat of harm to self or others. In
case the information is acquired from a very young child,
the worker has to determine whether to disclose it to
the child’s family or staff in a residential institution.
Even in cases where sharing of information is mandatory
like in court cases, the clients need to know why it is so
and what use the information will put to.
Social workers should not release any confidential
information contained in documents unless they are
sure they are authorized to do so—based on client
consent or in response to a court order, for example. It
is well, in this regard to acquire legal know-how.
A relatively recent development which may have an
impact on confidentiality issue is making records
accessible to clients (or his significant others if relevant).
This means that clients have access to their case records
like patients in hospitals have access to their medical
reports.
The worker needs to avoid engaging in unnecessary
conversation regarding clients. For beginners,
encounters with the clients are new and often difficult
experiences. They may be excited at having skillfully
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handled a difficult situation in the interview. They tend
to discuss client’s information with their peers, seniors
or even family members – at home (sometimes in the
presence of visitors; or in classrooms, canteens and even
buses. It is with a misguided notion that recipients of
the information are not going to encounter the clients
rather may give some advice. The students may consult
their peers or supervisors through a proper system which
respects client’s right to confidentiality.
While using records for supervisory, public education
or research purposes, the personal identifying data can
be withheld or modified.
How the records are stored in the agency has serious
implication for keeping case records confidential. The
worker needs to ensure that records are not accessible
to unauthorized persons that no person is overlooking
while the worker is documenting the record. Unless the
worker is very careful, the information the worker writes
may be seen by others. This precaution is applicable to
case notes or even journal entries which the worker
may write as aids to memory. Store hard copy records
in a safe, locked place that is reasonably protected from
theft, intrusion, fire, earthquake, water damage and
unauthorized access.
Client’s information and particulars of worker’s activity
(service) are increasingly being stored electronically. To
keep computer records private, the worker has to keep
the following in mind:
i.

Protect your computer records by use of password,
virus protection, and firewall, and access log.
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ii. Remember that computers crash and burn so
regular backups are very important. All
computerized documentation needs to have a backup
in a secure location. Print hard copies of very
important documents
iii. Understand the limits of e-mail. Know who else may
be on the other end of the e-mail. Have informed
consent from clients before providing information
to them or anyone else via e-mail.
There are instances when genuine research interests
have been jeopardized in the name of obligation to
maintain confidentiality. Even students are directed by
supervisors - agency or faculty - not to record personal
data about the client, making the supervisory process
ineffective. Both student and supervisors are bound by
the same professional ethics including obligation to keep
client information confidential. One has to keep a
balanced view in the matter and decide judiciously the
kind of personal and intimate information to be included
in students’ records.

Guidelines for Effective Case Recording
We have seen in the foregoing discussion that social
case records are an essential component of social case
work practice. Case recording is not only an important
practice tool and skill; it reflects the very effectiveness
or lack of effectiveness of case work practice. Good
records are the primary proof of quality of care; they are
rather part of standards of care of and service to the
clients.

450

Case Work and Counselling: Working with Individuals

It is important to follow certain guidelines so that
recording remains within code of professional ethics.
Guidelines are also relevant because the characters in
case records do not speak for themselves. They obtain a
hearing only in the translation provided by the language
of the social worker. It will be worthwhile that students
make note of the guidelines given below


Stick with the facts. Recorded information should
be factual, accurate, objective and necessary.
i)

Factual - Describe objectively what you see, hear,
smell, physical and behavioural changes.

ii) Facts and your opinions or inferences should
be mentioned separately. Your hunches or
opinions should not be used as facts which
provide rationale for your decisions.
iii) Accurate - Document sequence of all events as
they occurred. Be sure to include the who, what,
where, when, the time, place, and persons
involved.
iv) Complete: If you didn’t document it, it didn’t
happen. Document all contacts, telephone calls,
patient/family contacts and consultation with
other professionals, and collaborations with
other care agencies.
v)

However, process of selection is important in
documenting case work records. Even in process
recording, principle of selection is applicable.
Experience and training goes a long way to
acquiring ability to select significant information
from a mass of data collected.

Recording and Documentation in Social Case Work

451



Recorded information should be clear, concise, and
specific.



Clarity of language: Practitioners should use clear,
specific, unambiguous, and precise wording.



Services provided should be clearly identified.



Assessment of the client-situation-problem/concern
should be necessary component of case records.
Mention treatment/problem-solving interventions
provided - based on professional assessment that
can be supported with evidence. It is very risky to
document conclusions with terms or phrases such
as “the client was confused” or “the social worker
behaved aggressively toward the client” without
including supporting details. You, therefore, need
to always include explanatory details that support a
conclusion or assertion.



Timely : Records should be written down when the
worker’s memory is clear of the events. Few social
workers relish the task of documentation, whether
for clinical, supervisory, management, or
administrative purposes. Documentation takes time
and often looms as an onerous task—a necessary
evil associated with professional life. As a result,
social workers sometimes put off documenting their
observations, decisions and actions. Delayed
documentation can compromise the credibility of
social workers’ claims about what is reflected in the
notes.



Avoiding advance Documentation. In an effort to save
time and expedite documentation, social workers
occasionally record notes in advance of an
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intervention or event. Sometimes, however, the
planned interventions or events do not occur or
unfold differently than expected. The prematurely
recorded notes would therefore be not accurately
reflect what happened and thus would undermine
the social worker’s credibility.


Do not air agency’s dirty laundry. Details concerning
understaffed programs or personal opinions about
the competence of a colleague do not belong in a
client’s record.



Ensure confidentiality of records, whether stored as
paper files or as electronic data. Some social workers
maintain separate records for sensitive information
that must be protected and joint files for more routine
assessments and summaries of services provided.
For example, a social worker who provides an
individual counselling session to one member of a
couple, as a supplement to counselling the couple,
can create a separate file for that client in which
private issues, such as a report of struggles with
sexual orientation, family violence, or substance
abuse, are recorded. In the couple’s joint file, the
social worker would record the fact that they sought
marital counselling to address “relationship issues.”
Maintaining separate records in these circumstances
may help the social worker protect each individual
client in the event that a dispute arises, for example,
a child custody dispute or divorce.



Records should reflect the worker’s
thoughtfulness, decision-making
capacity to weigh available options,
treatment selection and knowledge

competence,
ability, and
rationale for
of clinically,
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ethically and legally relevant matters. These should
also help in identifying the worker’s errors so that
the same may be rectified.


Do not alter records if hindsight brings up some
gaps or errors in practice.

Conclusion
Documentation in social work ( as also in social case
work)—whether it concerns clinical, supervisory,
management, or administrative duties—now serves six
primary functions: (1) assessment and planning; (2)
service delivery; (3) continuity and coordination of
services; (4) supervision; (5) service evaluation; and (6)
accountability to clients, insurers, agencies, other
providers, courts, and utilization review bodies. (Reamer)
What goes into a record and how it is documented are
important considerations. Different formats and
structures have been developed by different agencies or
social work educational institutions to facilitate Selecting
and documenting relevant information about the clientsituation-problem complex, professional assessments,
and the nature and process of service delivery and its
evaluation. As social case recording is a reflection of
professional practice, certain guidelines have been
documented to ensure ethical and effective recording.
Ensuring confidentiality is a requirement of case
recording in all practice settings. Writing clear, precise
and accurate records is a skill that all budding social
workers need to acquire. Rather than perceiving it as a
dreaded chore, it will be worthwhile for students to
identify ways of augmenting their ability to recall.
Utilizing supervisory process constructively is another
way of getting over difficulties of expressing in writing
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their feelings, opinions, inhibitions and biases. If you
recognize and perceive the gains recording helps you
make in your professional development, you will be
willing to put in that extra time and effort in
documenting your work with the clients.
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