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7DZKDL��9�0�+���	�*UD\�6KDUS��.���(GV�����������¶$OZD\V�VSHDNLQJ·���7KH�7UHDW\�RI�:DLWDQJL�DQG�
SXEOLF�SROLF\��+XLD��:HOOLQJWRQ�

7RPOLQV�-DKQNH��+���	�0XOKROODQG��0���(GV���������� Mana tangata politics of empowerment��
+XLD��:HOOLQJWRQ�

:DGVZRUWK��<����������%XLOGLQJ�LQ�UHVHDUFK�DQG�HYDOXDWLRQ��+XPDQ�LQTXLU\�IRU�OLYLQJ�V\VWHPV��
$OOHQ�	�8QZLQ��&URZV�1HVW�16:�

eBooks also available for review 
0DUJDUHW��-����������:RUNLQJ�DV�DOOLHV��6XSSRUWHUV�RI�LQGLJHQRXV�MXVWLFH�UHÁHFW��$ZHD�3XEOLFDWLRQV��

1HZ�=HDODQG�

Address all enquiries to: 

+HOHQ�6LPPRQV
%RRN�5HYLHZ�(GLWRU
6RFLDO�:RUN�	�6RFLDO�3ROLF\�SURJUDPPH
6FKRRO�RI�+HDOWK�	�6RFLDO�6HUYLFHV
0DVVH\�8QLYHUVLW\
3ULYDWH�%DJ�������
3DOPHUVWRQ�1RUWK�����
1HZ�=HDODQG

(�PDLO��+�6LPPRQV#PDVVH\�DF�Q]�

Case management policy, practice and professional business. Di Gursansky, Judy Harvey 

	�5RVHPDU\�.HQQHG\��$OOHQ�	�8QZLQ��6\GQH\��������3DSHUEDFN������SDJHV��

3XEOLVKHG�LQ�������WKLV�WH[W�VHWV�RXW�WR�SURYLGH��LQ�WKH�DXWKRU·V�WHUP��D�¶FDGDVWUH·�²�RU�UHJLVWHU�
RI�WKH�H[WHQW�RI�ZKDW�LV�NQRZQ�DERXW�FDVH�PDQDJHPHQW�ZLWK�LWV�PRUH�WKDQ����\HDU�KLVWRU\�
DW�WKH�WLPH�RI�ZULWLQJ��7KH�WH[W·V�OLPLWDWLRQV�DUH�FOHDUO\�DFNQRZOHGJHG�DW�WKH�EHJLQQLQJ�²�LW�
LV�QRW�D�¶KRZ�WR·�RI�FDVH�PDQDJHPHQW��

7KH�ERRN�FRPPHQFHV�ZLWK�D�FOHDUO\�VWDWHG�LQWURGXFWLRQ�SXWWLQJ�WKH�WH[W�ZLWKLQ�FRQWH[W�
DQG�SXUSRVH�LQFOXGLQJ�WKH�DXWKRUV·�SURIHVVLRQDO�DQG�SUDFWLFH�SRVLWLRQV��7KH�$XVWUDOLDQ�DX-
WKRUV�ORFDWH�WKHPVHOYHV�DV�SRVVHVVLQJ�YDULHG�KXPDQ�VHUYLFH�SURIHVVLRQDO�LGHQWLWLHV�ZLWK�D�
VKDUHG�FRQFHUQ�IRU�WKH�SULRULWLVDWLRQ�RI�RXWFRPHV�IRU�VHUYLFH�XVHUV��,W�KDV�D�FOHDU�DQG�GHWDLOHG�
7DEOH�RI�&RQWHQWV�RXWOLQLQJ�WKH�ERRN�LQ�WKUHH�SDUWV��FDVH�PDQDJHPHQW�DV�SROLF\��DV�SUDFWLFH�
DQG�DV�SURIHVVLRQDO�EXVLQHVV��

7KLV�WH[W�SURYLGHV�DQ�RYHUYLHZ�RI�WKH�GLYHUVLW\�RI�DSSOLFDWLRQV�RI�FDVH�PDQDJHPHQW�LQ�
LQWHUQDWLRQDO�KXPDQ�VHUYLFH�SUDFWLFH�FRQWH[WV��,QFOXGHG�LV�LWV�KLVWRU\�RI�SUDFWLFH�IURP�GLI-
IHUHQW�GLVFLSOLQHV��IRU�GLͿHUHQW�FOLHQW�SRSXODWLRQV��LQ�YDULRXV�ÀHOGV�RI�SUDFWLFH�DQG�LQ�YDULHG�
VRFLDO���FXOWXUDO�ORFDWLRQV��¶&DVH�PDQDJHPHQW�LV�VLPSO\�D�FKDOOHQJLQJ�IDFHW�RI�FRQWHPSRUDU\�
KHDOWK�DQG�KXPDQ�VHUYLFH�ZRUOGV�ZKLFK�GHPDQGV�DQDO\VLV�DQG�UHVSRQVH�IURP�DOO�ZKR�DUH�
LQYROYHG�ZLWK�LW·��DV�DQ�HVWDEOLVKHG�DSSURDFK�WR�KXPDQ�VHUYLFH�SURYLVLRQ��

,W�KLJKOLJKWV�VRPH�LVVXHV�UHODWHG�WR�D�QHZ�SURIHVVLRQ�RI�FDVH�PDQDJHPHQW�²�HGXFDWLRQ��
WUDLQLQJ��TXDOLÀFDWLRQ��SURIHVVLRQDO�GHYHORSPHQW��UHJLVWUDWLRQ��UHJXODWLRQ��TXDOLW\�DVVXUDQFH��
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DFFRXQWDELOLW\� DQG� OHJDO� FRQVLGHUDWLRQV�DV� WKH\� UHODWH� WR�SURIHVVLRQDO� FDVH�PDQDJHPHQW�
DFWLYLW\��

7KH�WH[W�FRQFOXGHV�LQ�D΀UPLQJ�WKDW�FDVH�PDQDJHPHQW�LV�OLNHO\�WR�UHPDLQ�LQ�DW�OHDVW�VRPH�
IRUP��EXW�WKDW�FKDOOHQJHV�UHPDLQ�LQ�LGHQWLI\LQJ�KRZ�WR�JHW�WKH�EHVW�IURP�WKH�DSSURDFK�DQG�
ZKR�QHHGV�LW��7KH�DXWKRUV�SURSRVH�D�QXPEHU�RI�FKDOOHQJHV�IRU�SUDFWLWLRQHUV�WR�FRQVLGHU�DQG�
WKHVH�,�WKLQN�DUH�SDUWLFXODUO\�XVHIXO�DV�SRLQWV�IRU�UHÁHFWLRQ��

,�IRXQG�WKH�WH[W�HDV\�WR�UHDG��ZLWK�OLQNV�EHWZHHQ�FHQWUDO�WKHPHV�DQG�FRQFHUQV�UHLWHUDWHG�
FOHDUO\��,W�SURYLGHV�D�JRRG�LQWURGXFWRU\�DQG�UHÁHFWLYH�SLHFH�IRU�DQ\�SURIHVVLRQDO�LQYROYHG�LQ�
D�FDVH�PDQDJHPHQW�DSSURDFK�WR�VHUYLFH�SURYLVLRQ��,W�SURYLGHV�D�KLVWRULFDO�DFFRXQW�RI�WKH�ULVH�
RI�FDVH�PDQDJHPHQW��XWLOLVHV�WKUHH�FDVH�LOOXVWUDWLRQV�IURP�YDULRXV�SUDFWLFH��JHRJUDSKLFDO�
FXOWXUDO��FOLHQW�JURXSV�WR�KLJKOLJKW�SULQFLSOHV�LQ�SUDFWLFH��DQG�FULWLTXHV�WKH�DSSURDFK�YLD�KLJK-
OLJKWLQJ�D�QXPEHU�RI�EHQHÀWV�DQG�FKDOOHQJHV�RU�GLOHPPDV�IRU�SUDFWLWLRQHUV��&RQVLGHUDWLRQV�
RU�LVVXHV�LQ�UHODWLRQ�WR�VSHFLÀF�SURIHVVLRQDO�GLVFLSOLQHV�²�VRFLDO�ZRUN��QXUVHV�DQG�RWKHUV�ZKR�
PD\�EH�SUDFWLVLQJ�FDVH�PDQDJHPHQW�²�DUH�KLJKOLJKWHG��DORQJZLWK�DUHDV�IRU�SRWHQWLDO�IXWXUH�
UHVHDUFK�DQG�GHYHORSPHQW��

$V�D� VRFLDO�ZRUN�SUDFWLWLRQHU�ZKR�KDV�ZRUNHG� LQ�YDULRXV�FDVH�PDQDJHPHQW�SUDFWLFH�
PRGHOV�LQ�1HZ�=HDODQG��$XVWUDOLD�DQG�WKH�8.��DFURVV�FRPPXQLW\�PHQWDO�KHDOWK�DQG�DFXWH�
KRVSLWDO�ÀHOGV�RI�SUDFWLFH��,�IRXQG�PXFK�RI�WKH�WH[W�UHVRQDWHG�ZLWK�P\�RZQ�H[SHULHQFHV�DQG�
UHVHUYDWLRQV�DERXW�WKH�DSSURDFK��,�DSSUHFLDWHG�WKH�DXWKRUV·�FRQFHUQ�WR�NHHS�WR�WKH�IRUH�WKH�
TXHVWLRQ�RI�ZKDW�ZRUNV�IRU�WKH�VHUYLFH�XVHU�FOLHQW��&OLHQWV�QHHG�VHUYLFHV�DQG�FDVH�PDQDJH-
PHQW�DV�DQ�DSSURDFK�GRHV�QRW�VXSHUVHGH�VHUYLFH�SURYLVLRQ��

$OWKRXJK����\HDUV�VLQFH�SXEOLFDWLRQ�DQG�YHU\�OLNHO\�WKHUH�KDYH�EHHQ�VXEVHTXHQW�FRQ-
WULEXWLRQV�WR�WKH�NQRZOHGJH�EDVH��RYHUDOO�,�IRXQG�WKLV�ERRN�WR�EH�LQWHUHVWLQJ��XVHIXO�DQG�
UHDGDEOH��,�ZRXOG�UHFRPPHQG�LW�WR�DQ\RQH�ZKR�LV�D�VHDVRQHG�SUDFWLWLRQHU�RU�HPEDUNLQJ�RQ�
FDVH�PDQDJHPHQW�SUDFWLFH��LUUHVSHFWLYH�RI�WKHLU�ORFDWLRQ�

$PDQGD�3DGGRQ
6HQLRU�6RFLDO�:RUNHU��'DUZLQ�$XVWUDOLD��$1=$6:��$$6:�PHPEHU�

&DULQJ�IRU�DEXVHG�DQG�QHJOHFWHG�FKLOGUHQ��0DNLQJ�WKH�ULJKW�GHFLVLRQV�IRU�UHXQLÀFDWLRQ�RU�
long-term care�� -LP�:DGH��1LQD�%LHKDO��1LFROD�)DUUHOO\�DQG� ,DQ�6LQFODLU��/RQGRQ�DQG�
3KLODGHOSKLD��-HVVLFD�.LQJVOH\��������3DSHUEDFN������SDJHV�

7KLV�ERRN�LV�WKH�UHVXOW�RI�UHVHDUFK�ZKLFK�H[DPLQHG�WKH�ORQJ�WHUP�FRQVHTXHQFHV�RI�WKH�FULWLFDO�
GHFLVLRQV�PDGH�IRU�FKLOGUHQ�ZKR�HQWHUHG�WKH�JRYHUQPHQW�FDUH�V\VWHP�EHFDXVH�RI�QHJOHFW�
DQG�RU�DEXVH��WR�HLWKHU�EH�UHWXUQHG�KRPH�RU�SODFHG�LQ�ORQJ�WHUP�IRVWHU�FDUH�LQ�*UHDW�%ULWDLQ��
7KH�UHVHDUFK�EXLOW�RQ�DQ�HDUOLHU�ODUJH�VFDOH�FHQVXV�VWXG\�RI�������¶ORRNHG�DIWHU·�FKLOGUHQ��
The pursuit of permanence��FRQGXFWHG�E\�6LQFODLU��HW�DO���������DW�WKH�8QLYHUVLW\�RI�<RUN��7KH��
VWXG\�LV�RI�����FKLOGUHQ�DQG�WKHLU�SDUHQWV�DQG�FDVH�VWXGLHV����FKLOGUHQ��,W�H[DPLQHV�KRZ�
WKH�¶HͿHFWLYH�GHFLVLRQ·�WR�UHWXUQ�KRPH�RU�QRW�ZDV�PDGH�DQG�ZKDW�IDFWRUV�ZHUH�WDNHQ�LQWR�
DFFRXQW��,W�FRPSDUHV�WKH�SURJUHVV�RI�WKHVH�FKLOGUHQ�VL[�PRQWKV�DIWHU�WKLV�GHFLVLRQ�IRU�WKRVH�
OHIW�LQ�FDUH�DQG�WKRVH�UHWXUQHG�KRPH�DQG�DJDLQ�LQ�IRXU�\HDUV�ODWHU��'DWD�ZDV�FROOHFWHG�IURP�
FDVH�ÀOHV��VRFLDO�ZRUNHUV�DQG�WHDFKHUV��
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7KH�DXWKRUV�FODLP�WKDW�HVWDEOLVKLQJ�RXWFRPHV�IRU�WKHVH�WZR�JURXSV�ZLOO�LPSURYH�GHFLVLRQ�
PDNLQJ��DQG�WKH�SODQQLQJ�DQG�VXSSRUW�QHHGHG�IRU�WKRVH�ZKR�UHWXUQ�KRPH��DQG�LPSURYH�
WKHLU�RXWFRPHV��$�FRPSUHKHQVLYH�OLWHUDWXUH�UHYLHZ�LV�SUHVHQWHG�WKDW�VSDQV����SOXV�\HDUV�
ZKLFK�VKRZV��DPRQJ�RWKHU�LVVXHV��WKH�FRQVWHOODWLRQ�RI�GL΀FXOWLHV�HQFRXQWHUHG�LQ�GHÀQLQJ�
WKH�YDULRXV�W\SHV�RI�DEXVH�DQG�WKHLU�FR�PRUELGLWLHV�DQG�WKH�YDULDWLRQV�LQ�WKUHVKROGV�DQG�
RXWFRPHV�RI�DGPLVVLRQ�WR�WKH�FDUH�V\VWHP��:K\�VRFLDO�ZRUNHUV�DUH�UHOXFWDQW�WR�DGPLW�FKLOGUHQ�
WR�FDUH�ZKHQ�WKDW�VKRXOG�EH�WKH�FDVH�LV�GLVFXVVHG�DQG�SURIHVVLRQDO�DFFOLPDWLVDWLRQ�WR�DEXVH�
DQG�QHJDWLYH�DVVHVVPHQWV�RI�WKH�FDUH�V\VWHP�DQG�LWV�RXWFRPHV�DUH�JLYHQ�DV�YDOLG�UHDVRQV�

&RQWUDU\�WR�ZKDW�PLJKW�EH�H[SHFWHG��LQ�JOREDO�PHDVXUHV�RI�ZHOO�EHLQJ��WKH�FKLOGUHQ�ZKR�
UHPDLQHG�LQ�FDUH�FRQWLQXRXVO\�UDWKHU�WKDQ�UHWXUQLQJ�KRPH�ZHUH�SUHGLFWDEO\�GRLQJ�EHWWHU�
WKDQ�WKRVH�ZKR�KDG�HLWKHU�UHPDLQHG�FRQWLQXRXVO\�DW�KRPH�RU�KDG�H[SHULHQFHG�EUHDNGRZQ�
DQG� VXEVHTXHQWO\� UHWXUQHG� WR� FDUH��7KH�PRVW� VXFFHVVIXO� UHWXUQ�KRPH�VWDWLVWLFV�ZHUH� IRU�
WKRVH�ZKR�UHWXUQHG�KRPH�ZLWKLQ�WKH�ÀUVW�\HDU�RI�FDUH�DQG�WKDW�WKH�ORQJHU�WKH�IRVWHU�FDUH�WKH�
OHVV�OLNHO\�LV�UHWXUQ�KRPH��,W�GRHV�QRW�VSHFLÀFDOO\�LGHQWLI\�RXWFRPHV�IRU�WKRVH�UHWXUQHG�WR�
H[WHQGHG�IDPLO\��DQG�WKHVH�DUH�RQO\�D�YHU\�VPDOO�SURSRUWLRQ�RI�WKH�VDPSOH�

:KLOH� WKLV�ERRN� LV�DERXW�RXWFRPHV� IRU� FKLOGUHQ�DQG� WKHLU� IDPLOLHV� LQ� WKH�%ULWLVK�FDUH�
V\VWHP��LW�KDV�KLJK�UHOHYDQFH�IRU�FDUH�DQG�SURWHFWLRQ�VRFLDO�ZRUN�LQ�$RWHDURD�1HZ�=HDODQG��
2XU�OHJLVODWLRQ�GLFWDWHV�WKDW� WKH�ÀUVW�SODFHPHQW�RSWLRQ�WR�EH�SXUVXHG�LV� IDPLO\�ZKDQDX�
DQG�DOO�DWWHPSWV�WR�HLWKHU�UHWXUQ�WKH�FKLOGUHQ�KRPH�RU�DW�OHDVW�SODFH�WKHP�LQ�WKH�H[WHQGHG�
IDPLO\�ZKDQDX�V\VWHP�VKRXOG�EH�PDGH��$RWHDURD�1HZ�=HDODQG�KDV�QR�ODUJH�VFDOH�ORQJ�
WHUP�IROORZ�XS�UHVHDUFK�DERXW�RXWFRPHV�IRU�FKLOGUHQ�LQ�WKH�FDUH�V\VWHP��,W�LV�VDG�WKLV�LV�WKH�
FDVH��EXW�WKH�LQVLJKWV�RI�ZRUNLQJ�ZLWK�DW�ULVN�FKLOGUHQ�DQG�IDPLOLHV�PDNH�WKLV�ERRN�D�PXVW�
UHDG�IRU�WKRVH�ZRUNLQJ�LQ�WKH�ÀHOG�

-LOO�:RUUDOO
+RQRUDU\�5HVHDUFK�$VVRFLDWH�0DVVH\�8QLYHUVLW\�DQG�VRFLDO�ZRUN�FRQVXOWDQW�

 

Hearing the person with dementia: Person-centred approaches to communication for fam-

ilies and caregivers��%HUQLH�0F&DUWK\��������-HVVLFD�.LQJVOH\��/RQGRQ�DQG�3KLODGHOSKLD��
(�ERRN������SDJHV�

7KLV�LV�D�SUDFWLFDO�ERRN�WR�DVVLVW�SHRSOH�FDULQJ�IRU�WKRVH�ZLWK�GHPHQWLD��,W�FRYHUV�WKH�EUDLQ�
DQG� LWV� HͿHFW� RQ� ODQJXDJH�DQG�EHKDYLRXU� LQ�SHRSOH�ZLWK�GHPHQWLD�� ,W� WDONV� DERXW�SHU-
VRQ�FHQWUHG�FDUH�DQG�WKH�QHHG�WR�EH�ÁH[LEOH�WR�LQGLYLGXDO�QHHGV�UDWKHU�WKDQ�DSSO\�D�¶RQH�
VL]H�ÀWV�DOO·�DSSURDFK��&RPPXQLFDWLRQ�ZDV�FRYHUHG�LQ�GHSWK��ZLWK�WKH�XQGHUO\LQJ�WKHPHV�
EHLQJ�DURXQG�UHVSHFW��FXOWXUDO�VHQVLWLYLW\��ÁH[LELOLW\��DWWDFKPHQW�VW\OH�DQG�DGDSWDWLRQ��$OVR�
FRYHUHG�ZDV�WKH�QHHG�WR�EH�DZDUH�RI�\RXUVHOI�²�NQRZLQJ�\RXU�OLPLWV��DFNQRZOHGJLQJ�DOO�WKH�
HPRWLRQV�DURXQG�WKH�SHUVRQ�\RX�FDUH�IRU�²�JRRG�DQG�EDG�²�EHLQJ�DZDUH�RI�\RXU�ERXQGDULHV�
DQG�NQRZLQJ�\RXU�UHVRXUFHV�

(DFK�FKDSWHU�LQFOXGHG�D�UHÁHFWLYH�H[HUFLVH�DW�WKH�HQG�ZKLFK�ZRXOG�PDNH�LW�XVHIXO�IRU�
VXSSRUW�JURXSV�DV�ZHOO�DV�LQGLYLGXDO�XVH��

7KH� LQIRUPDWLRQ�ZDV�HDV\� WR�UHDG�DQG�SUDFWLFDO��7KH�RYHUDOO� WRQH�EHLQJ�UHVSHFWIXO�RI�
WKH�SHUVRQ�ZLWK�GHPHQWLD�ZDV�RQH�,�UHDOO\�OLNHG��DV�ZHOO�DV�WKH�QHHG�WR�DGDSW�WR�LQGLYLGXDO�
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QHHGV�DQG�WKH�GHYHORSPHQW�RI�WKH�GLVHDVH��)RU�H[DPSOH��LQ�YHUEDO�FRPPXQLFDWLRQ�WKH�ERRN�
WDONHG�DERXW�QHHGLQJ�WR�VLPSOLI\�VWDWHPHQWV�DQG�NHHS�VHQWHQFHV� WR�RQH� LGHD��%XW� LW�DOVR�
UHPLQGHG�XV�QRW�WR�WDON�WR�WKH�SHUVRQ�DV�WKRXJK�WKH\�ZHUH�D�FKLOG��,�DOVR�OLNHG�WKDW�WKH�ERRN�
DFNQRZOHGJHG�WKDW�WKH�FDUH�JLYHU·V�IHHOLQJV�WRZDUGV�WKH�SHUVRQ�FDQ�EH�PL[HG�DV�WKLV�FDQ�EH�
D�SDUWLFXODU�FKDOOHQJH�

7KHUH�ZHUH�D�IHZ�WKLQJV�WKDW�FRXOG�LPSURYH�WKLV�ERRN��7KH�ERRN�DSSHDUHG�WR�EH�RQH�
that had been originally written for the paid care worker in a residential facility, that had 
EHHQ�DGDSWHG�IRU�IDPLO\�FDUHUV��$W�WLPHV�LW�DVVXPHV�WKH�UHDGHU�LV�D�VWDͿ�PHPEHU�LQ�D�IDFLOLW\��
ZKLFK�LV�QRW�DOZD\V�KHOSIXO��7KH�VHFWLRQ�RQ�REWDLQLQJ�D�OLIH�KLVWRU\�FRQWDLQV�D�PRGHO�IRU�
ZULWLQJ�RQH·V�RZQ�OLIH�VWRU\��7KLV�LV�YHU\�GHWDLOHG�ZKLFK�PD\�SURYH�D�EDUULHU�IRU�VRPH��,Q�WKH�
FKDSWHU�WKDW�GHDOW�ZLWK�FDUHJLYHU�OLPLWV��LW�FRXOG�KDYH�EHHQ�XVHIXO�WR�LQFOXGH�D�IHZ�FRPPRQ�
H[DPSOHV�RI�SHRSOH�ZKR�DUH�QHDULQJ�WKHLU�WROHUDQFH�OHYHO��VXFK�DV�EHLQJ�LPSDWLHQW��FURVV�
HWF���7KH�IRXU�¶SLOODUV·�RI�JRRG�KHDOWK�²�IULHQGV��IRRG��VOHHS�DQG�H[HUFLVH�²�DUH�RIWHQ�WKH�YHU\�
WKLQJV�WKDW�FDQQRW�EH�PDLQWDLQHG�E\�IDPLO\�FDUHUV�GXH�WR�WKH�GHPDQGV�RI�WKH�GLVHDVH�DQG�D�
FDUHJLYHU�UHDGLQJ�WKLV�PLJKW�EH�LQFOLQHG�WR�DQ�LQYROXQWDU\�VQRUW�RI�GHULVLRQ�

6LQFH�,�ZRUN�LQ�WKH�ÀHOG�RI�GHPHQWLD��,�KDYH�UHDG�VHYHUDO�ERRNV�RQ�WKH�VXEMHFW��)HZ�WKDW�
,�KDYH�UHDG�IRFXV�VR�FRPSOHWHO\�RQ�FRPPXQLFDWLRQ�DV�WKLV�RQH�GRHV��7KLV�FRPELQHG�ZLWK�
LWV�HDV\�WR�UHDG�DQG�SUDFWLFDO�VW\OH�PDNHV�LW�D�XVHIXO�ERRN�WR�KDYH��$�ODUJH�SHUFHQWDJH�RI�
WKH�EHKDYLRXUDO�SUREOHPV�ZH�VHH�LQ�GHPHQWLD�FDQ�EH�RYHUFRPH�E\�FDUHUV�FRPPXQLFDWLQJ�
GLͿHUHQWO\��ZLWKRXW�WKH�QHHG�IRU�PHGLFDWLRQ�RU�DQ\�RWKHU�PDQDJHPHQW�VWUDWHJLHV�

%HFDXVH�RI�LWV�WKHPH�RI�UHVSHFW��WKLV�ERRN�VLWV�FRPIRUWDEO\�ZLWK�$1=$6:�VWDQGDUGV�RI�
SUDFWLFH��,�ZRXOG�GHÀQLWHO\�UHFRPPHQG�WKLV�ERRN�WR�DQ\RQH�ZRUNLQJ�LQ�WKH�ÀHOG�RI�GHPHQ-
WLD��ZKHWKHU�LQ�D�SDLG�FDSDFLW\�RU�DV�D�IULHQG�RU�IDPLO\�PHPEHU��,W�LV�UHDGLO\�DYDLODEOH�LQ�
$XVWUDOLD�DQG�1HZ�=HDODQG��HLWKHU�IURP�D�ORFDO�ERRNVKRS�RU�GLUHFW�IURP�)RRWSULQW�%RRNV�

&D]�7KRPVHQ
&DSLWDO�DQG�&RDVW�'LVWULFW�+HDOWK�%RDUG�

+DYH�\RX�ÀOOHG�D�EXFNHW�WRGD\"�$�JXLGH�WR�GDLO\�KDSSLQHVV��:ULWWHQ�E\�&DURO�0F&ORXG��
LOOXVWUDWHG�E\�'DYLG�0HVVLQJ��)LUVW�SXEOLVKHG�������5HSULQWHG�������)HUQ�3UHVV��1RUWKYLOOH��
3DSHUEDFN�����SDJHV�

7KLV�LV�D�GHOLJKWIXO�ERRN�WKDW�LV�D�XVHIXO�UHVRXUFH�IRU�SDUHQWV��WHDFKHUV�DQG�FRXQVHOORUV��RU�
DQ\RQH�ZKR�KDV�HYHU�KDG�DQ\�GHDOLQJV�ZLWK�FKLOGUHQ�IURP�DERXW�DJH�WZR�XSZDUG�

7KH�ERRN�ZDV�LQVSLUHG�E\�D�SDUHQWLQJ�ZRUNVKRS�WKDW�WKH�DXWKRU�DWWHQGHG�LQ�WKH�HDUO\�
����V��+HUH�VKH�ÀUVW�KHDUG�WKH�FRQFHSW�RI�LQYLVLEOH�EXFNHWV�ZKLFK�UHSUHVHQW�D�FKLOG·V�HPRWLRQDO�
KHDOWK��7KH�FRQFHSW�KDV�WXUQHG�LQWR�FKLOGUHQ�KDYLQJ�WKH�DELOLW\�WR�EH�EXFNHW�ÀOOHUV�RU�EXFNHW�
GLSSHUV�²�FKLOGUHQ�ZKR�ÀOO�RWKHUV�EXFNHWV�ZLWK�ORYH�DQG�FDUH�ÀQG�WKDW�WKHLU�EXFNHWV�DUH�DOVR�
ÀOOHG��7KH�PRUDO�DURXQG�EXFNHW�GLSSHUV�LV�D�VLPSOH�EXW�HͿHFWLYH�RQH�DQG�FKLOGUHQ�TXLFNO\�
OHDUQ�WKDW�EXOOLHV�DUH�EXFNHW�GLSSHUV�ZKR�VD\�RU�GR�PHDQ�WKLQJV�WKDW�PDNH�RWKHUV�IHHO�EDG�

7KH�ERRN�DOORZV�IRU�WKH�UHDGHU�WR�HQFRXUDJH�FKLOGUHQ�WR�WKLQN�DERXW�KRZ�WKH\�FDQ�ÀOO�
WKHLU�EXFNHW�DV�ZHOO�DV�RWKHUV·��,WV�VWUHQJWK�LV�LQ�LWV�VLPSOLFLW\��7KH�DUW�ZRUN�LV�MXVW�GHOLJKWIXO�
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,I�\RX�DUH�D�VWUHQJWK�EDVHG�SUDFWLWLRQHU��,�VWURQJO\�UHFRPPHQG�\RX�EX\�WKLV�ERRN��,W·V�QRW�
DYDLODEOH�LQ�ERRNVWRUHV��EXW�\RX�FDQ�SXUFKDVH�LW�RQOLQH�WKURXJK�$PD]RQ��+DSS\�UHDGLQJ�
DQG�KDSS\�EXFNHW�ÀOOLQJ�

0DXUHHQ�0DFDQQ��%6:��0$1=$6:
�5HJLVWHUHG��6HQLRU�&OLQLFDO�6RFLDO�:RUNHU�������&KLOG��$GROHVFHQW�DQG�)DPLO\�0HQWDO�+HDOWK�6HUYLFH��3DOPHUVWRQ�1RUWK�

(ͿHFWLYH�VXSHUYLVLRQ�LQ�VRFLDO�ZRUN��.DWH�+RZH�DQG�,YDQ�*UD\��/HDUQLQJ�0DWWHUV������SDJHV��

7KLV�ERRN�DLPV�WR�FRQWULEXWH� WR�DQ� LPSURYHPHQW� LQ�VXSHUYLVRU\�SUDFWLFH�DQG�FRPSULVHV�
WKUHH�PDLQ�VHFWLRQV��7KH�ÀUVW�LV�FRQFHUQHG�ZLWK�WKH�IXQGDPHQWDO�FRQFHSWV�RI�VXSHUYLVLRQ�
DQG�FRQWDLQV�WKUHH�FKDSWHUV�WKDW�IRFXV�RQ�WKH�HVVHQWLDO�SULQFLSOHV�DQG�ÀUVW�VWHSV��VWUDWHJLHV�
LQ�VXSHUYLVLRQ��DQG�SRZHU�DQG�OHDGHUVKLS��7KHVH�ÀUVW�WKUHH�FKDSWHUV�DUH�FRQFHUQHG�ZLWK�
XQGHUVWDQGLQJ��RUJDQLVLQJ�DQG�HVWDEOLVKLQJ�VXSHUYLVLRQ�DQG�SURYLGH�D�EULHI�LQWURGXFWLRQ�
WR�WKH�WRSLF�

6HFWLRQ�WZR�SHUWDLQV�WR�WKH�UHODWLRQDO�DVSHFWV�RI�VXSHUYLVLRQ��ZLWK�WKH�FKDSWHUV�H[SORULQJ�
WKH�PDQDJHPHQW�DQG� OHDGHUVKLS�RI� VHOI�� WKH� VXSHUYLVRU\� UHODWLRQVKLS�DQG�ZRUNLQJ�ZLWK�
GL΀FXOWLHV��7KLV�VHFWLRQ�LV�HVVHQWLDOO\�IRFXVHG�RQ�HQJDJLQJ�DV�VXSHUYLVRU�ZLWK�VXSHUYLVHHV�
DQG�FRQWDLQV�DQ�HFOHFWLF�PL[�RI�PDWHULDO��ZKLFK�GUDZV�IURP�ZHOO�NQRZQ�VRXUFHV��

7KH�WKLUG�DQG�ÀQDO�VHFWLRQ�GLVFXVVHV�WKH�RUJDQLVDWLRQDO�FRQWH[W�DQG�FRQWDLQV�WZR�FKDSWHUV��
7KH�ÀUVW�RI�WKHVH�LV�FRQFHUQHG�ZLWK�WKH�GHYHORSPHQW�RI�D�OHDUQLQJ�FXOWXUH��ZKLOH��WKH�VHFRQG�
ORRNV�DW�GHYHORSLQJ�VXSHUYLVLRQ�SUDFWLFH��2YHUDOO��WKLV�VHFWLRQ�DLPV�WR�IRVWHU�WKH�GHYHORSPHQW�
RI�SURIHVVLRQDO�VXSHUYLVLRQ�FXOWXUH�ZLWKLQ�VRFLDO�VHUYLFH�RUJDQLVDWLRQV��

7KH�VWUHQJWKV�RI�WKLV�ERRN�DUH�LWV�FOHDU��FRQFLVH�IRUPDW�DQG�WKH�SUDFWLFDO�DGYLFH�LW�RͿHUV�
WR�QHZ�VXSHUYLVRUV�DQG�WKH�JXLGDQFH�JLYHQ�UHJDUGLQJ�VXSHUYLVRU\�VHOI�GHYHORSPHQW�DV�ZHOO�
DV�RUJDQLVDWLRQDO�GHYHORSPHQW�WKURXJK�VXSHUYLVLRQ��

7KDW�VDLG��WKHUH�DUH�VHYHUDO�DUHDV�ZKHUH�WKH�ERRN�FRXOG�EH�VWUHQJWKHQHG��7KH�ÀUVW�RI�WKHVH�
LV�WKH�FKDSWHU�RQ�HVVHQWLDO�SULQFLSOHV�DQG�ÀUVW�VWHSV��ZKLFK�QHHGHG�PRUH�GHYHORSPHQW�ZLWK�
UHJDUG�WR�WKH�GHÀQLWLRQV�DQG�W\SHV�RI�VXSHUYLVLRQ��7KH�EULHI�GLVFXVVLRQ�DERXW�VXSHUYLVRU\�
WUDGLWLRQV�ZDV�ZHDN�DQG�UHIHUUHG�WR�PDQDJHULDO�DQG�SV\FKRWKHUDSHXWLF�WUDGLWLRQV��UDWKHU�WKDQ�
emphasising the organisational or professional traditions which have been most  apparent  
in the  shifts  in emphasis   between   the   administrative   and   professional   development   
DVSHFWV���RI�VXSHUYLVLRQ��.DGXVKLQ�DQG�+DUNQHVV��������0XQVRQ��������2·'RQRJKXH�DQG�
7VXL��������7VXL���������

7KH�VHFRQG�DUHD�ZKHUH�WKH�ERRN�FRXOG�KDYH�EHHQ�VWUHQJWKHQHG�LV�LQ�WHUPV�RI�LWV�GLVFXV-
VLRQ�RI�WKH�VXSHUYLVLRQ�UHVHDUFK��ZKLFK�DSDUW�IURP�D�FRPPHQW�LQ�WKH�LQWURGXFWLRQ�ZKLFK�
VWDWHV�WKDW��¶6XSHUYLVLRQ�KDV�QRW�EHHQ�ZHOO�UHVHDUFKHG«�·�LV�QRW�GLVFXVVHG��7KLV�LV�SDUWLFX-
ODUO\�GLVDSSRLQWLQJ�JLYHQ�WKDW�WKHUH�LV�UHVHDUFK�HYLGHQFH�WKDW��D��VSHFLÀHG�ZKDW�VXSHUYLVLRQ�
LQYROYHV��KRZ�LW�KDV�HYROYHG��KRZ�LW� LV�SUDFWLVHG��DQG�WKH�SUHIHUHQFHV��VDWLVIDFWLRQ�DQG�
YLHZV�RI�VXSHUYLVHHV�DQG�VXSHUYLVRUV�UHJDUGLQJ�WKH�TXDOLW\�RI�VXSHUYLVLRQ��E��HPSKDVLVHG�
WKH�UROH�VXSHUYLVLRQ�KDV�LQ�WKH�FKLOG�ZHOIDUH�ÀHOG�UHJDUGLQJ�WKH�RYHUVLJKW�RI�FDVHZRUN�WR�
HQVXUH�WKH�VDIHW\�RI�FKLOGUHQ��PDQDJH�ULVN�DQG�UHJXODWH�WKH�HͿHFWV�RI�WKH�HPRWLRQDO�QDWXUH�
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RI�WKH�ZRUN��F��LGHQWLÀHV�WKDW�WKH�SURYLVLRQ�RI�HPRWLRQDO�VXSSRUW�E\�VXSHUYLVRUV�ZLWKLQ�D�
WUXVWLQJ�UHODWLRQVKLS�PLWLJDWHV�WKH�HͿHFWV�RI�ZRUN�VWUHVV��DQG�LV�SRVLWLYHO\�UHODWHG�WR�MRE�
VDWLVIDFWLRQ��DQG�G��VXJJHVWV�WKDW�ZKHUH�VXSHUYLVRU\�DWWHQWLRQ�LV�IRFXVHG�RQ�FOLHQW�LVVXHV�
ZLWKLQ�VXSHUYLVLRQ�WKHUH�LV�D�JUHDWHU�OLNHOLKRRG�RI�EHWWHU�FOLHQW�RXWFRPHV��2·'RQRJKXH�
DQG�7VXL���������

�7KLV�ERRN� LV�FOHDUO\�ZULWWHQ� IRU�D�%ULWLVK�DXGLHQFH�DQG� LW�FRQFHSWXDOLVHV�VXSHUYLVLRQ�
within a traditional organisational hierarchical relationship, which means that it does not 
KDYH�SOXUDOLW\�RI�IRUPDWV�QRU�WKH�DWWHQWLRQ�WR�FXOWXUDO�LVVXHV�WKDW�ZH�KDYH�LQ�$RWHDURD�1HZ�
=HDODQG��*LYHQ�WKH�FRQFHUQV�,�KDYH�RXWOLQHG�DERYH��,�GR�QRW�UHFRPPHQG�WKLV�ERRN��
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Social psychology��6DXO�.DVVLQ��6WHYHQ�)HLQ��+D]HO�5RVH�0DUNXV��%HOPRQW�&$��:DGVZRUWK��
&HQJDJH�/HDUQLQJ���������WK�HGLWLRQ��+DUGEDFN������SDJHV�SOXV�JORVVDU\��UHIHUHQFHV�DQG�
indices.

7KH�GLVFLSOLQH�RI�VRFLDO�SV\FKRORJ\�LV�D�VLJQLÀFDQW�VRXUFH�RI�NQRZOHGJH�IRU�VRFLDO�ZRUN�DERXW�
KXPDQ�VRFLDO�LQWHUDFWLRQ�DQG�VRFLDO�EHKDYLRXU��7KLV�LV�D�UHYLVHG�HGLWLRQ�RI�D�WH[W�ERRN�FRY-
HULQJ�WKH�ÀHOG�RI�VRFLDO�SV\FKRORJ\�DQG�FRPHV�ZLWK�D�&'�520�RI�DGGLWLRQDO�WHDFKLQJ�DQG�
VXSSRUW�PDWHULDO��,W�LV�GHVFULEHG�E\�WKH�DXWKRUV�DV�D�VLJQLÀFDQW�XSGDWH�DQG�LQFOXGHV�UHFHQW�
GHYHORSPHQWV�LQ�WKH�ÀHOG�DV�ZHOO�DV�PDLQWDLQLQJ�KLVWRULFDO�RYHUYLHZ�RI�WKH�VRFLDO�SV\FKRORJ\�
WKHRULHV�DQG�UHVHDUFK��7KH�DXWKRUV�FRQWLQXH�WR�UHYLVH�DQG�XSGDWH�WKH�WH[W�LQ�RUGHU�WR�SURYLGH�
DQ�RYHUYLHZ�RI�WKH�PRVW�XS�WR�GDWH�VFKRODUVKLS��7KHUH�LV�D�VXEVWDQWLDO�OLVW�RI�UHYLVHG�RU�QHZ�
FKDSWHUV�DQG�WRSLF�DUHDV�LQ�WKLV�HGLWLRQ��LQFOXGLQJ�VRFLDO�QHXURVFLHQFH��FXOWXUDO�SHUVSHFWLYHV�
LQ�VRFLDO�SV\FKRORJ\�DQG�FXOWXUDO�LQÁXHQFHV�RQ�VRFLDO�LGHQWLW\��JURXS�G\QDPLFV�FKDOOHQJHV�
SRVHG�E\�¶YLUWXDO�WHDPV·��SRVLWLYH�HPRWLRQV�DV�EXLOGLQJ�EORFNV�IRU�HPRWLRQ�IRFXVHG�FRSLQJ��
DQG�HͿHFWV�RI�VRFLDO�UHMHFWLRQ�DQG�RVWUDFLVP�RQ�DJJUHVVLRQ��7KH�UHYLVLRQV�XVH�FXUUHQW�HYHQWV�DV�
H[DPSOHV�DQG�FDVH�VWXGLHV�WR�H[SORUH�VRFLDO�SV\FKRORJ\�SULQFLSOHV��ZLWK�WKH�DLP�RI�EULQJLQJ�
WKH�SULQFLSOHV�DOLYH�DQG�FRQQHFWLQJ�WKHRU\�ZLWK�UHDO�OLIH�

$V�D� VXE�GLVFLSOLQH�RI�SV\FKRORJ\�� VRFLDO�SV\FKRORJ\� VWDUWV�ZLWK� WKH� LQGLYLGXDO��7KH�
DXWKRUV�GHÀQH�VRFLDO�SV\FKRORJ\�DV��¶«WKH�VFLHQWLÀF�VWXG\�RI�KRZ�LQGLYLGXDOV�WKLQN��IHHO�
DQG�EHKDYH�LQ�D�VRFLDO�FRQWH[W�·� ,W� LV�FORVHO\�DOOLHG�WR�VRFLDO�ZRUN�WKHRU\��DOWKRXJK�LW�KDV�
WUDGLWLRQDOO\�EHHQ�PRUH�H[SHULPHQWDOO\�IRFXVHG��7KLV�WH[W�UHYLHZV�PDQ\�RI�WKH�QRZ�FODVVLF�
VRFLDO�SV\FKRORJ\�H[SHULPHQWV��LQFOXGLQJ�WKH�0LOJUDP�H[SHULPHQW�RQ�GHVWUXFWLYH�REHGLHQFH��
,W�DOVR�GLVFXVVHV�VRPH�RI�WKH�IDOO�RXW�DQG�YLHZV�RI�WKH�H[SHULPHQW�DQG�LWV�LPSOLFDWLRQV�LQ�WKH�
��VW�FHQWXU\��7KH�ZULWLQJ�VW\OH�LV�DFFHVVLEOH�DQG�SOHQWLIXO�H[DPSOHV�DQG�ÀJXUHV�DVVLVW�ZLWK�
WKH�DXWKRUV·�SURMHFW�RI�EULQJLQJ�WKH�VXEMHFW�DUHD�DOLYH�DQG�PDNLQJ�LW�UHOHYDQW�
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:KLOH�WKH�WRSLF�DUHD�LV�VLJQLÀFDQW�IRU�VRFLDO�ZRUNHUV��WKLV�SDUWLFXODU�WH[W�LV�OLNHO\�WR�EH�RI�
OLPLWHG�XVHIXOQHVV�IRU�VRFLDO�ZRUNHUV�LQ�1HZ�=HDODQG��,W�JLYHV�D�FRPSUHKHQVLYH�RYHUYLHZ�
RI�WKH�VXEMHFW�DUHD�WKDW�PD\�EH�LQ�JUHDWHU�GHWDLO�WKDQ�GHVLUHG�E\�VRFLDO�ZRUNHUV�LQ�SUDFWLFH��
7KHUH�KDV�EHHQ�D��WK�HGLWLRQ�SXEOLVKHG�VXEVHTXHQW�WR�WKH�HGLWLRQ�DYDLODEOH�IRU�UHYLHZ��$V�
ZLWK�PDQ\�WH[W�ERRN�SXEOLFDWLRQV�WKHUH�DUH�IUHTXHQW�UHYLVLRQV�DQG�LW�PD\�EH�XVHIXO�WR�HYDO-
XDWH�WKH�PRVW�UHFHQW�HGLWLRQ�LI�LW�LV�EHLQJ�FRQVLGHUHG�DV�D�WHDFKLQJ�WH[W��

0RVW�RI�WKH�VRFLDO��OHJDO�DQG�FXOWXUDO�H[DPSOHV�DUH�GUDZQ�IURP�1RUWK�$PHULFDQ�VRFLHW\��
7KLV�LV�ÀWWLQJ�IRU�D�WH[WERRN�GHVLJQHG�IRU�WHDFKLQJ�LQ�WKH�8QLWHG�6WDWHV�FRQWH[W��EXW�LW�EHFRPHV�
D�GLVWLQFW�EDUULHU�WR�LWV�XVHIXOQHVV�RXWVLGH�RI�WKLV�FRQWH[W��1HZ�=HDODQG�UHDGHUV�DUH�OLNHO\�
WR�ÀQG�WKH�ODFN�RI�UHIHUHQFHV�UHOHYDQW�WR�1HZ�=HDODQG��0DRUL�DQG�3DFLÀF�WR�EH�D�GLVDGYDQ-
WDJH��$OWKRXJK�LW�LV�D�WKRURXJK�DQG�VXEVWDQWLDO�FRXUVH�WH[W��WKLV�ZLOO�OLPLW�LWV�XVHIXOQHVV�IRU�
WHDFKLQJ�LQ�1HZ�=HDODQG�LQ�HLWKHU�VRFLDO�ZRUN�RU�SV\FKRORJ\�SURJUDPPHV�

-XVWLQ�&DQW\��
%6:��5HJLVWHUHG�6RFLDO�:RUNHU��3K'�)HOORZ��6RFLDO�3V\FKLDWU\�DQG�3RSXODWLRQ�0HQWDO�+HDOWK�5HVHDUFK�8QLW��
8QLYHUVLW\�RI�2WDJR��:HOOLQJWRQ�

Social work & ICT��,��6KDZ�	�$��+LOO��������6DJH��/RQGRQ������SDJHV��SDSHUEDFN�

7KLV�ERRN�LV�DSWO\�GHVFULEHG�DV�VWXGHQW�IULHQGO\��SUDFWLFDO�DQG�LQWHQGHG�WR�FRQVLGHU�ZK\�
,&7�LV�XVHG�DQG�KRZ�WKLV�DͿHFWV�VRFLDO�ZRUN�SUDFWLFH��7DUJHWHG�PDLQO\�DW�D�VWXGHQW�DXGLHQFH�
6RFLDO�:RUN�	�,&7��FULWLTXHV�KRZ�LQIRUPDWLRQ�DQG�FRPPXQLFDWLRQ�WHFKQRORJLHV�KDYH�EH-
FRPH�LQFUHDVLQJO\�HQWZLQHG�LQ�VRFLDO�ZRUN��SUDFWLFH��,W�LV�D�ZHOFRPH�DGGLWLRQ�WR�WKH�VRFLDO�
ZRUN�OLWHUDWXUH�

7KH�ERRN�LV�GLYLGHG�LQWR�VHYHQ�FKDSWHUV�SOXV�DQ�LQWURGXFWLRQ�ZKLFK�RXWOLQHV�WKH�DXWKRUV·�
DLPV�DQG�FKDSWHU�VWUXFWXUH��&KDSWHU�RQH�H[DPLQHV�KRZ�,&7V�PD\�EH�GHYHORSHG�DQG�XWLOLVHG�
LQ�D�ZD\�WKDW�FRQQHFW�ZLWK�WKH�YDOXHV�RI�VRFLDO�ZRUN��WKXV�FRQWULEXWLQJ�WR�¶EHVW�SUDFWLFH·�DFURVV�
WKH�VRFLDO�ZRUN�SURIHVVLRQ��$WWHQWLRQ�LV�GUDZQ�WR�VHUYLFH�XVHU�OHG�GHYHORSPHQWV�DQG�LVVXHV�
RI�SULYDF\��VHFXULW\�DQG�FRQÀGHQWLDOLW\�DQG�FRQVHQW��&KDSWHU�WZR�GHWDLOV�KRZ�DQG�ZK\�,&7V�
DUH�XVHG�LQ�VRFLDO�ZRUN�DQG�RXWOLQHV�VHYHUDO�WHFKQRORJLHV�XVHG�LQ�SUDFWLFH�VHWWLQJV��7KH�QH[W�
FKDSWHU�FRQVLGHUV�WKH�XVH�RI�,&7V�DQG�WKHLU�SRWHQWLDO�LPSDFW�RQ�VHUYLFH�XVHUV��FLWL]HQV�DQG�
FDUHUV��([DPSOHV�IURP�WKH�8QLWHG�.LQJGRP�LOOXVWUDWH�VRPH�RI�WKH�DGYDQWDJHV�DQG�FKDOOHQJHV�
DVVRFLDWHG�ZLWK�,&7V�WKDW�DUH�OHG�E\�WKHVH�LQGLYLGXDOV�RU�JURXSV��

&KDSWHU�IRXU�WDNHV�D�PRUH�GHWDLOHG�ORRN�DW�WHFKQRORJ\�DQG�SURIHVVLRQDO�SUDFWLFH��$JDLQ�
WKLV�FKDSWHU�SULPDULO\�IRFXVHV�RQ�H[DPSOHV�IURP�WKH�DXWKRUV·�FRQWH[W�ZKLFK�PD\�EH�XQIDPLO-
LDU�WR�WKH�UHDGHU��)RFXVLQJ�RQ�WKUHH�H[DPSOHV�RI�WHFKQRORJLHV��VHYHUDO�FRQFHUQV�IURP�VRFLDO�
ZRUN�DJHQFLHV�DUH�RXWOLQHG�LQ�&KDSWHU�ÀYH��5HDGHUV�PD\�ÀQG�LQWHUHVWLQJ�SDUDOOHOV�LQ�WKH�
FRQFHUQ�WKDW�,&7V�PD\�GHWUDFW�IURP�FOLHQW�QDUUDWLYHV�DQG�GR�QRW�RIWHQ�DOORZ�IRU�ÁH[LELOLW\�
LQ�DVVHVVPHQWV�DQG�UHFRUG�NHHSLQJ��&KDOOHQJHV�DURXQG�VKDULQJ�RI�GDWD�DFURVV�DJHQFLHV�DUH�
DOVR�H[DPLQHG�DQG�DJDLQ�KDYH�UHOHYDQFH�IRU�RXU�ORFDO�FRQWH[W��&KDSWHU�VL[�H[SORUHV�KRZ�
VWXGHQWV��WHUWLDU\�VWDͿ�DQG�DJHQF\�VWDͿ�FDQ�HQGHDYRXU�WR�XWLOLVH�,&7V�LQ�ZD\V�WKDW�DUH�FRO-
ODERUDWLYH��ÁH[LEOH�DQG�SUDFWLFH�OHG��4XHVWLRQV�DUH�UDLVHG�DV�WR�WKH�OHYHO�RI�,&7�NQRZOHGJH�
DQG�H[SHULHQFH�VWXGHQWV�VKRXOG�EH�H[SHFWHG�WR�KDYH��KRZ�VRFLDO�ZRUN�HGXFDWLRQ�FDQ�VKDSH�
WKH�GHYHORSPHQW�RI�:HE�����WRROV�DV�ZHOO�DV�YLFH�YHUVD�DQG�ZKDW�WKH�IXWXUH�RI�VRFLDO�ZRUN�
HGXFDWLRQ�PLJKW�EH� HQYLVLRQHG� LQ� UHVSHFW�RI� ,&7V�� ,&7V�DQG�SUDFWLFH�EDVHG� OHDUQLQJ��RU�
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SODFHPHQWV��LV�H[SORUHG�LQ�WKH�ÀQDO�FKDSWHU�DQG�FRQVLGHUDWLRQ�JLYHQ�WR�OHDUQLQJ�ZLWK�¶YLUWXDO·�
VHUYLFH�XVHUV��RQOLQH�JURXS�OHDUQLQJ��XVH�RI�HPRWLRQ�DQG�RQOLQH�DVVHVVPHQW��,QWHUHVWLQJO\�
WKH�DXWKRUV�VXJJHVW�WKDW�PRQLWRULQJ�DQG�DVVHVVPHQW�RI�LQGLYLGXDO�OHDUQLQJ�RQ�SODFHPHQW�LV�
QRW�RFFXUULQJ�RQOLQH�LQ�WKH�8.��ZKLFK�LV�LQ�FRQWUDVW�WR�WKH�FXUUHQW�SUDFWLFH�RI�PDQ\�VRFLDO�
SURJUDPPHV�LQ�1HZ�=HDODQG�

$�FULWLFDO�DSSURDFK�LV�WDNHQ�WKURXJKRXW�DQG�UHDGHUV�DUH�HQFRXUDJHG�WR�FRQVLGHU�TXHVWLRQV�
DQG�HQJDJH�LQ�SUDFWLFDO�WDVNV�DW�WKH�HQG�RI�HDFK�FKDSWHU��:KLOVW�WDNLQJ�D�SULPDULO\�8.�FHQWULF�
DSSURDFK��WKH�DXWKRUV�GR�HQGHDYRXU�WR�LQFRUSRUDWH�VRPH�H[DPSOHV�RI�,&7�DQG�VRFLDO�ZRUN�
IURP�1RUWK�$PHULFD��'HVSLWH�VRPH�FRQWH[WXDO�GLͿHUHQFHV��VHYHUDO�SDUDOOHOV�FDQ�EH�PDGH�
ZLWK�WKH�FXUUHQW�$RWHDURD�1HZ�=HDODQG�HQYLURQPHQW��2YHUDOO��WKLV�LV�D�VKRUW�ERRN�ZKLFK�
FDQ�EH�EURZVHG�IRU�WRSLFV�WKDW�PD\�SLTXH�D�UHDGHU·V�LQWHUHVW�

'U�.DWKU\Q�+D\�
6HQLRU�/HFWXUHU��0DVVH\�8QLYHUVLW\�

Social work with substance abusers��$QQD�1HOVRQ���������/RQGRQ��6DJH������SDJHV�LQFOXG-

ing references and index.

7KLV�ERRN�PDNHV�D�YDOXDEOH�FRQWULEXWLRQ�WR�WKH�UHDOLW\�WKDW�PRVW�VRFLDO�ZRUNHUV�LQ�1HZ�
=HDODQG�IDFH�WKH�LPSDFW�RI�VXEVWDQFH�DEXVH�RQ�FOLHQWV�DQG�WKHLU�ZKDQDX��$QQD�1HOVRQ�LV�D�
1HZ�=HDODQG�VRFLDO�ZRUNHU�LQ�WKLV�ÀHOG�ZKR�KDV�UHFHQWO\�UHWXUQHG�WR�$RWHDURD�1HZ�=HDODQG�
IURP�JDLQLQJ�IXUWKHU�H[SHULHQFH�LQ�WKH�8.�DQG�ZURWH�WKLV�ZKLOVW�WXWRULQJ�LQ�WKH�VXEMHFW�DW�
6RXWK�%DQN�8QLYHUVLW\��/RQGRQ�

7KH�ERRN�LV�LQ�IRXU�SDUWV�

�7KH�KLVWRULFDO�DQG�FRQWHPSRUDU\�FRQWH[W�RI�WKH�XVH�RI�PLQG�DOWHULQJ�VXEVWDQFHV�LQ�WKH�:HVWHUQ�ZRUOG
7KH�DXWKRU�VWUHVVHV�WKH�LPSRUWDQFH�RI�SDUWQHUVKLS�LQ�ZRUNLQJ�ZLWK�SHRSOH�ZKR�KDYH�VXFK�
FRPSOH[�QHHGV��ERWK�DW�DQ�LQGLYLGXDO�OHYHO�DQG�EHWZHHQ�VHUYLFHV��6KH�DFNQRZOHGJHV�WKH�
GL΀FXOW\�RI�WKLV�ZKHUH�VRFLDO�ZRUNHUV�DUH�ZLWK�VWDWXWRU\�DXWKRULWLHV�VXFK�DV�&RUUHFWLRQV�
DQG�&<)��,W�VHHPV�WKDW�%ULWDLQ�LV�VORZHU�DW�PRYLQJ�WR�VHH�WKH�SUREOHP�DV�SULPDULO\�D�KHDOWK�
LVVXH�UDWKHU�WKDQ�D�FULPLQDO�RQH�

(DFK�GUXJ�JURXS�LV�WKHQ�FRYHUHG�ZHOO�ZLWK�WKHLU�HͿHFWV�DQG�SRWHQWLDO�IRU�LQGXFLQJ�GH-
SHQGHQFH��

�7KH�GLYHUVH�SRSXODWLRQV�DͿHFWHG�E\�VXEVWDQFH�DEXVH��DFURVV�WKH�OLIH�VSDQ��JHQGHU��FULPLQDO�SRSXODWLRQV��
PLQRULW\�HWKQLF�JURXSV�DQG�VH[XDO�RULHQWDWLRQ
7KHVH�SRSXODWLRQV�DUH�EULHÁ\�FRYHUHG��3DUWLFXODUO\�KHOSIXO�ZDV�WKH�QHZ�PLJUDQW�ZLWK�WKHLU�
HWKQLF�GUXJV�RI�FKRLFH��3DUW\�SLOOV�ZHUH�QRW�FRYHUHG�DV�D�VHSDUDWH�JURXS�DQG�SHUKDSV�SDUW\�
SLOO�XVH�LV�YLHZHG�GLͿHUHQWO\�LQ�WKH�8.�

Concepts and models for social work practice
7KH�DXWKRU�WKHQ�VHWV�DERXW�RXWOLQLQJ�WKH�PRGHOV�RI� ¶WUHDWPHQW·� WKDW�VRFLDO�ZRUNHUV�QHHG�
WR�PDVWHU��,W� LV�SUHIDFHG�ZLWK�D�VPDOO�GLVFXVVLRQ�RQ�H[SDQGLQJ�WKH�WHUP�¶UHFRYHU\·�DZD\�
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IURP�WKH�QDUURZ�FRQÀQHV�RI�DEVWLQHQFH�SURJUDPPHV�WRZDUG�D�PRUH�JHQHUDO�PHQWDO�KHDOWK�
XQGHUVWDQGLQJ��,�ZRXOG�KDYH�FKDQJHG�WKH�RUGHU�IRU�HDVH�RI�WUDQVLWLRQ���%ULHI�,QWHUYHQWLRQ��
6FUHHQLQJ��+DUP�5HGXFWLRQ��0RWLYDWLRQDO�,QWHUYLHZLQJ�DQG�5HODSVH�3UHYHQWLRQ��7KHUH�LV�
QR�GRXEW�WKDW�VRFLDO�ZRUNHUV�FDQ�EH�DW�WKH�FXWWLQJ�HGJH�RI�LQGLYLGXDO�KHDOWK�SURPRWLRQ�ZLWK�
WKHVH�PRGHOV�

Social work practice settings, viz. Disabilities, dual-diagnosis, parental and health care
7KH�FKDOOHQJHV�LQKHUHQW�LQ�WKH�SUDFWLFH�VHWWLQJV�RXWOLQHG�DUH�D�JRRG�PDWFK�ZLWK�WKH�1HZ�
=HDODQG�FRQWH[W��7KH�DXWKRU�VXJJHVWV�WKDW�VRFLDO�ZRUNHUV�GR�WKHLU�EHVW�WR�ÀOO�LQ�WKH�JDSV�
ZKHUH�WKHVH�SRSXODWLRQV�IDOO�EHWZHHQ�VHUYLFHV��7KH�FDVH�VWXGLHV� IRU�HDFK�SRSXODWLRQ�DUH�
SURMHFW�EDVHG��UDWKHU�WKDQ�RQ�D�VDPSOH�RI�LQGLYLGXDOV�

'HVLJQHG�SULPDULO\�IRU�VWXGHQWV��HDFK�FKDSWHU�KDV�D�FOHDU�LQWURGXFWLRQ�DQG�VXPPDU\�ZLWK�
UHÁHFWLYH�TXHVWLRQV�DQG�VXJJHVWLRQV�IRU�IXUWKHU�UHDGLQJ��,W�LV�DQ�H[FHOOHQW�VPDOO�UHIHUHQFH�
ZRUN�IRU�DQ\�VRFLDO�ZRUNHU�LQ�WKH�ÀHOG�VXVSHFWLQJ�WKDW�VXEVWDQFH�DEXVH�PD\�EH�DͿHFWLQJ�
WKRVH�WKH\�ZRUN�ZLWK�

Brent Diack,
&OLQLFDO�&DVH�:RUNHU��7KH�6DOYDWLRQ�$UP\�0DQXNDX�%ULGJH�3URJUDPPH�

&ROODERUDWLYH�IDPLO\�ZRUN��$�SUDFWLFDO�JXLGH�WR�ZRUNLQJ�ZLWK�IDPLOLHV�LQ�WKH�KXPDQ�VHU-
vices��&KULV�7URWWHU��3XEOLVKHG�E\�$OOHQ�	�8QZLQ��1HZ�6RXWK�:DOHV��������
7KLV�ERRN�LV�����SDJHV�ORQJ�DQG�LV�GLYLGHG�LQWR�HLJKW�FKDSWHUV��7KH�FKDSWHUV�FRYHU�WKH�VL[�
VWHSV�RI�WKH�&ROODERUDWLYH�)DPLO\�:RUN�PRGHO�DV�ZHOO�DV�GLVFXVVLQJ�ZK\�WKLV�QHZ�PRGHO�LV�
QHHGHG�LQ�WRGD\·V�FXUUHQW�HQYLURQPHQW��7UDGLWLRQDO�DQG�UHFHQW�IDPLO\�WKHUDS\�PRGHOV�DUH�
GLVFXVVHG�DQG�ZKDW�,�OLNHG�DERXW�WKLV�VHFWLRQ�LV�WKDW�WKH�DXWKRU�LV�UHVSHFWIXO�RI�WKHVH�WKHUDSLHV��
:KLOH�WKH�QHZ�PRGHO�GRHV�QRW�DOLJQ�WR�D�SDUWLFXODU�WKHRU\��LW�LV�DQ�HYLGHQFH�EDVHG�PRGHO�
RI�SUDFWLFH�DQG�WKHUH�LV�DFNQRZOHGJPHQW�WKDW�WKH�DXWKRU�XVHV�PDQ\�FRQFHSWV�DQG�LGHDV�RI�
RWKHU�WKHRULHV�LQ�KLV�PRGHO��

7KH�&ROODERUDWLYH�)DPLO\�:RUN�PRGHO�FRQWDLQV�VL[�EDVLF�VWHSV��UXOHV�²�VHWWLQJ�JURXQG�
UXOHV��LGHQWLI\LQJ�LVVXHV�²�WKDW�ZH�ZRXOG�OLNH�WR�FKDQJH��GHFLGLQJ�²�ZKDW�WR�ZRUN�RQ�ÀUVW��
JRDOV�²�ZKDW�GR�ZH�ZDQW�WR�DFKLHYH"��H[SORUH�²�WKH�LVVXH�LQ�PRUH�GHWDLO��VWUDWHJLHV�DFWLYLWLHV�²�
ZRUN�RXW�ZD\V�RI�DFKLHYLQJ�WKH�JRDOV��:KDW�WKH�DXWKRU�VWDWHV�WKDW�SRVLWLRQV�WKH�&ROODERUDWLYH�
)DPLO\�0RGHO�DSDUW�IURP�RWKHUV�LV�LWV�VWHS�E\�VWHS�VWUXFWXUH��WKH�VWURQJ�IRFXV�RQ�WKH�¶IDPLO\�
DV�WKH�H[SHUW·�DQG�WKH�¶ZRUNHU�DV�WKH�FRDFK·��DORQJ�ZLWK�WKH�ODQJXDJH�XVHG�WKURXJKRXW�WKH�
PRGHO�EHLQJ�HYHU\GD\�ODQJXDJH�HDVLO\�XQGHUVWRRG�E\�IDPLOLHV�DQG�SUDFWLWLRQHUV��

7KLV�ERRN�LV�DERXW�ZRUNLQJ�ZLWK�IDPLOLHV�ZKR�KDYH�SUREOHPV�DQG�LW�KDV�SULPDULO\�EHHQ�
GHYHORSHG�ZLWK�IDPLOLHV�ZKR�DUH�RIWHQ�LQYROXQWDU\�FOLHQWV��7KLV�LV�YHU\�GLͿHUHQW�WR�IDPLOLHV�
ZKR�DUH�VHHNLQJ�DVVLVWDQFH�WKHPVHOYHV�DQG�UHTXLUHV�D�GLͿHUHQW�DSSURDFK���$V�VXFK�WKHUH�LV�D�
ELJ�IRFXV�RQ�SUHSDULQJ�IDPLOLHV�IRU�IDPLO\�ZRUN��HQVXULQJ�WKH\�XQGHUVWDQG�ZKDW�ZLOO�RFFXU�
DQG�ZKDW�KDSSHQV�LI�LW�GRHV�QRW�JR�WR�SODQ��

7KH�PRGHO�LV�GHVLJQHG�WR�EH�XQGHUVWRRG�E\�SUDFWLWLRQHUV�DQG�IDPLOLHV�DOLNH���,W�LV�UHFRP-
PHQGHG��KRZHYHU��IRU�XVH�E\�SURIHVVLRQDOV�LQ�WKH�ÀHOG��7KH�ERRN�LV�SUDFWLFDO�DQG�WKH�VWHSV�
FDQ�EH�VXFFHVVIXOO\�DSSOLHG�E\�H[SHULHQFHG�FOLQLFLDQV��RU�QHZ�FOLQLFLDQV�ORRNLQJ�WR�JDLQ�VNLOOV�
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DQG�FRQÀGHQFH��7KH�ERRN�LQFOXGHV�UDWLQJ�VFDOHV��JHQRJUDPV�DQG�PDQ\�VHVVLRQ�WUDQVFULSWV�
RI�HDFK�VWDJH�RI�WKH�PRGHO�

,Q�FRQFOXVLRQ��WKH�ERRN�SXUSRUWV�WR�JLYH�UHDGHUV�D�VWHS�E\�VWHS�SUDFWLFDO�DQG�DFKLHYDEOH�
PRGHO�WR�HͿHFWLYHO\�HQJDJH�ZLWK�IDPLOLHV�DQG�,�EHOLHYH�WKDW�WKLV�ERRN�DFKLHYHV�ZKDW�LW�VHWV�
RXW�WR�GR��,�WKLQN�WKLV�ZRXOG�EH�D�XVHIXO�JXLGH�IRU�FOLQLFLDQV�ZKR�ZDQW�WR�HQJDJH�LQ�IDPLO\�
ZRUN��,W�ZRXOG�SDUWLFXODUO\�VXLW�WKRVH�ZKR�OLNH�WR�ZRUN�LQ�D�VWHS�E\�VWHS��GRFXPHQWHG�VW\OH�
DQG�DOVR�WKRVH�QHZ�WR�IDPLO\�ZRUN�WKDW�DUH�ORRNLQJ�IRU�VNLOOV�DQG�FRQÀGHQFH�WR�¶JLYH�LW�D�JR·�

 
:HQG\�)UDVHU
&KLOG��$GROHVFHQW�DQG�)DPLO\�0HQWDO�+HDOWK�6RFLDO�:RUNHU��3DOPHUVWRQ�1RUWK��

The art of the sale: Learning from the masters about the business of life��3�'��%URXJKWRQ��
������1HZ�<RUN��3HQJXLQ�
7R�VHOO�LV�KXPDQ��7KH�VXUSULVLQJ�WUXWK�DERXW�SHUVXDGLQJ��FRQYLQFLQJ��DQG�LQÁXHQFLQJ�RWKHUV. 
'�+��3LQN��������(GLQEXUJK��8.��&DQRQJDWH�

7KHVH�DUH�YHU\�LQWHUHVWLQJ�ERRNV�DQG��DUJXDEO\��WKH\�DUH�KLJKO\�UHOHYDQW�WR�ZKR�VRFLDO�ZRUN-
HUV�WKLQN�WKH\�DUH�DQG�WR�ZKDW�WKH\�WKLQN�WKDW�WKH\�GR��$W�ÀUVW�EUXVK��WKLV�PD\�DSSHDU�DV�D�
VWUDQJH�WKLQJ�WR�VD\��DQG�SRVVLEO\�LW�ZLOO�EH�JUHHWHG�DV�DQ�RͿHQVLYH�RU�LJQRUDQW�DVVHUWLRQ��
6DOHV��DIWHU�DOO��KDYH�D�PHGLD�KLVWRU\�RI�JODG�KDQGHUV�ZKR�UHGXFH�HYHU\�UHODWLRQVKLS�WR�D�
PRQH\�PDNLQJ�FRQQHFWLRQ��%URXJKWRQ��������DQG�3LQN��������FRQWHQG��KRZHYHU��WKDW�WKLV�
LV�D�OLPLWHG��VXSHUÀFLDO�DQG�GDWHG�YLHZ��&RQVWDQWO\��HYHU\�RQH�RI�XV�LV�HQJDJHG�LQ�VHOOLQJ�
LGHDV�WR�RWKHU�SHRSOH�DQG�WR�RXUVHOYHV��,Q�HGXFDWLRQ��KHDOWK�DQG�ZHOIDUH�FOLHQWV�WUDGH�WLPH��
DWWHQWLRQ�DQG�HͿRUW�IRU�NQRZOHGJH��VNLOOV�DQG�ZHOOEHLQJ��3LQN�SRLQWV�WR�PDMRU�ZRUNSODFH�
WUDQVIRUPDWLRQV�ZKLFK�KDYH�PDGH�XV�DOO�VDOHVSHRSOH��DQG�ZKLFK�PD\�PHDQ��¶«OLYLQJ�XQHDVLO\�
LQ�D�QHLJKERXUKRRG�\RX�PLJKW�KDYH�WKRXJKW�ZDV�IRU�VRPHRQH�HOVH·��S�������7KHVH�FKDQJHV�
DUH�WKH�JURZWK�RI�HQWUHSUHQHXUVKLS��WKH�LQFUHDVLQJ�H[SHFWDWLRQ�IRU�HODVWLFLW\�LQ�ZRUN�UROHV��
DQG�WKH�H[SDQVLRQ�RI�KHDOWK�DQG�HGXFDWLRQ��HG�PHG��VHUYLFHV�

Nevertheless, at least as important as any workplace changes is the ever-increasing avail-
DELOLW\�RI�NQRZOHGJH�WKURXJK�HOHFWURQLF�PHGLXPV��7KLV�PHDQV�WKDW�VDOHVSHRSOH�DQG�RWKHU�
RFFXSDWLRQV��LQFOXGLQJ�PHGLFDO�SUDFWLWLRQHUV��QR�ORQJHU�FRQWURO�LQIRUPDWLRQ��DQG�WKH\�QHHG�
WR�SRVLWLRQ�WKHPVHOYHV�GLͿHUHQWO\�LQ�UHODWLRQ�WR�LW��6HULRXV�VDOHV��FRQFHUQLQJ�RWKHU�WKDQ�OLIH·V�
QHFHVVLWLHV��ZLOO�LQFUHDVLQJO\�EH�FKDUDFWHULVHG�E\�FRQVXOWDWLYH�DQG�FROODERUDWLYH�SUDFWLFHV�
DQG�WKHVH�UHTXLUH�OLVWHQLQJ�DQG�HPSDWK\��DQG�GHYHORSLQJ�DQG�PDLQWDLQLQJ�UHODWLRQVKLSV��,W�
also means that there is another commonality across all of the new service professions and 
LW�LV�FRSLQJ�ZLWK�UHEXͿV�DQG�UHSXGLDWLRQV��3LQN�VD\V�WKDW�WKH�PRVW�SURPLQHQW�WRSRJUDSKLFDO�
IHDWXUH�RI�WKH�ZRUOG�RI�VHOOLQJ�LV�WKH��¶GHHS�DQG�PHQDFLQJ�RFHDQ·�RI�UHMHFWLRQ��S�������+XPDQ�
VHUYLFH�ZRUN��LQ�P\�H[SHULHQFH�DW�OHDVW��LV�W\SLFDOO\�DERXW�VPDOO�JDLQV��UHYHUVDOV�DQG�ODUJH�
LQYHVWPHQWV�RI�WLPH�

,W�FDQ�EH�D�FKDOOHQJLQJ�LQWHOOHFWXDO�H[SHULHQFH�WR�GLVWLQJXLVK�VRFLDO�ZRUN�IURP�VDOHV��$�
GHWHUPLQLQJ�GLͿHUHQFH�FRXOG�EH�WKDW�VRFLDO�ZRUNHUV�VXSSRUW�SHRSOH�WR�LGHQWLI\�DQG�SXUVXH�
WKHLU�RZQ�YDOXHV�UDWKHU�WKDQ�PHUHO\�¶VHOOLQJ·�WKHP�D�VFULSW��RU�KDYLQJ�WKHP�DGRSW�WKH�DJHQW·V�
YLHZ�RI�WKH�ZRUOG��%XW��ZKDW�DERXW�WKH�LGHD�RI�¶WKH�FXVWRPHU�LV�DOZD\V�ULJKW·"��$QG��DV�ZHOO��
ERWK�%URXJKWRQ�DQG�3LQN�VXJJHVW�WKDW�VDOHV�FDQ�EH�D�WUDQVFHQGHQW�H[SHULHQFH�IRU�VHOOHU�DQG�
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EX\HU��6XUHO\��VRFLDO�ZRUN�LV�D�PXFK�PRUH�VNLOIXO�DFWLYLW\�WKDQ�VHOOLQJ�VLQFH�LW�FDQ�WDNH�XS�
WR�D�GHFDGH�RI�D�SHUVRQ·V�OLIH�WR�DFTXLUH�GRFWRUDO�OHYHO�TXDOLÀFDWLRQV��0D\EH��EXW�MXVW�KRZ�
relevant to daily work activities is all of that pre-service preparation that a worker has to 
XQGHUJR"��/DVWO\��KXPDQ�VHUYLFH�ZRUNHUV�KDYH�ORQJ�WHUP�UHODWLRQVKLSV�ZLWK�FOLHQWV�WKDW�DUH�
QRW�WHUPLQDWHG�ZKHQ�WKHUH�DUH�LQVX΀FLHQW�UHWXUQV�IRU�WKH�VRFLDO�ZRUNHU��$JDLQ��WKLV�SRLQW�RI�
GLͿHUHQFH�LV�XQOLNHO\�WR�VXUYLYH�FORVH�VFUXWLQ\��:KR�NQRZV�SUHFLVHO\�KRZ�ORQJ�D�VXSSRUWLYH�
HQJDJHPHQW�ZLWK�D�FOLHQW�VKRXOG�EH��DQG�KRZ�RIWHQ�GR�WKHVH�UHODWLRQVKLSV�SHUVLVW�ZKHQ�WKH\�
VKRXOG�KDYH�EHHQ�FRQFOXGHG�PXFK�HDUOLHU"�

,W�LV�SUREDEOH�WKDW�WKH�FRPSDULVRQ�RI�VDOHV�DQG�VRFLDO�ZRUN�LV�VLPSOLVWLF�DQG�UHGXFWLRQLVW��
,�KDG�WKH�H[SHULHQFH�LQ�WKH�����V�RI�ZRUNLQJ�LQ�D�KXPDQ�VHUYLFH�DJHQF\�WKDW�IXQFWLRQHG�
DFFRUGLQJ�WR�FRPPHUFLDO�SULQFLSOHV�DQG�LW�WDXJKW�PH�WKDW�LW�LV�DFWXDOO\�WKH�PXFK�YDXQWHG�
SULYDWH�VHFWRU�WKDW�KDV�OHVVRQV�WR�OHDUQ�IURP�ZHOO�UXQ�VWDWH�DJHQFLHV��1RQHWKHOHVV��WKH�SDUDOOHOV�
EHWZHHQ�WKH�WZR�DFWLYLWLHV�DUH�FORVH�HQRXJK��,W�LV�OLNHO\�WKDW�WKH�QHZ�ZRUOG�RI�VDOHV�FRXOG�EH�
LQVWUXFWLYH�IRU�VRFLDO�ZRUN��)RU�LQVWDQFH��LW�LV�VXJJHVWHG�WKDW�WKH�EHVW�VDOHVSHRSOH�DUH�UHDOO\�
FOHDU�DERXW�ZKDW�WKH\�DUH�GRLQJ��0RUHRYHU��DFFRUGLQJ�WR�%URXJKWRQ��WKH\�FDUH�HQRXJK�WR�EH�
HPSDWKHWLF��EXW�WKH\�DUH�DOVR�VX΀FLHQWO\�FRPSHWLWLYH�WR�FORVH�D�GHDO��)RU�¶FORVLQJ·�ZH�PLJKW�
UHDG�DFKLHYH�D�FRQVWUXFWLYH�RXWFRPH�IRU�WKH�FOLHQW�� ,QFUHDVLQJO\��VDOHV�SHRSOH�DUH�WDONLQJ�
DERXW�WKH�¶FXVWRPHU�H[SHULHQFH·�DQG�DERXW�H[FHHGLQJ�FXVWRPHU�H[SHFWDWLRQV��:KDW�LV�WKH�
FOLHQW�H[SHULHQFH�UHDOO\�OLNH�IRU�WKH�SHRSOH�ZKR�FRQVXOW�XV��DQG�GR�ZH�KHOS�WKHP�WR�DFKLHYH�
PRUH�WKDQ�WKH\�KRSHG�IRU"

3LQN�VD\V� WKDW�D�FRPSHWHQW�VDOHVSHUVRQ�ZLOO�EH�DOHUW� WR�D�FOLHQW·V� ¶VRFLDO�FDUWRJUDSK\·�
DQG�ZLOO�PDS�WKLV�SHUVRQ·V�UHODWLRQVKLSV�ZLWK�RWKHUV��%URXJKWRQ�DOVR�WDONV�DERXW�VDOHV�DV�
HVVHQWLDOO\�EHLQJ�FRQFHUQHG�ZLWK�WKH�PDQDJHPHQW�RI�HQHUJ\��,Q�VXP��ZKDW�ZH�KDYH�KHUH�LV�
D�FRQWH[WXDO�YLHZ�RI�KXPDQ�EHKDYLRXU��DQG�DQ�DFFRPSDQ\LQJ�LPSHUDWLYH�WR�JHW�RXW�RI�WKH�
R΀FH�DQG�WR�HQJDJH�ZLWK�VRFLDO�QHWZRUNV�IRU�HYHU\RQH·V�EHQHÀW��5HFLSURFLW\�LV�DOVR�NH\�WR�
DSSUHFLDWLQJ�UHODWLRQVKLSV��DQG�WKH�ZRUOG�RI�VDOHV�SODFHV�WKLV�IDFW�LQ�VWDUN�UHOLHI��,Q�DGGLWLRQ��
LW�XQGHUOLQHV�WKH�LPSRUWDQFH�RI�RSWLPLVP��DQG�WKH�QHHG�WR�FRXQWHU�IUXVWUDWLRQ�DQG�GHVSDLU�
ZLWK�JHQHURVLW\�DQG�KRSH��7KHVH�SRVLWLYH�UHVSRQVHV�DUH�HYHQ�PRUH� LPSRUWDQW� LQ�KXPDQ�
VHUYLFH�ZRUN�ZKHUH�WKHUH�FDQ�EH�PXFK�SHUVRQDO�DQJXLVK��%URXJKWRQ�DQG�3LQN�PDNH�FOHDU�
that the world of sales is increasingly adopting social science knowledge and strategies, and 
LQ�GRLQJ�VR�WKHVH�ERRNV�KDYH�D�FDSDFLW\�WR�SURPSW�QHZ�GHEDWH�DERXW�ZKR�VRFLDO�ZRUNHUV�
DUH�DQG�ZKDW�WKH\�GR�

'U�3HWHU�6WDQOH\�
7DXUDQJD�




