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CONTEXT OF THE ASSESSMENT

On November 6, 2000, a team of six persons visited and evaluated the service
named on the cover of this report. All members of this team were participants in an
intensive workshop on the assessment of the Social Role Valorization® quality of human
services by means of the PASSING tool, to be described later, This workshop was
conducted by Darcy Elks and her associates, and sponsored by Keystone Residence,
Lancaster, Pennsylvania.

The participants in the workshop were all workers in a variety of human services
(though mostly in mental retardation). and came from many different locales. A list of the
members of the team that assessed this service can be found on the back of the cover sheet
of this report, and a brief description of their backgrounds preceded this section, This team
also visited and assessed one other service as part of its training experience, and additional
workshop teams also visited and assessed two services each.

A PASSING assessment is an in-depth evaluation of the quality of a service project,
program or even agency. In order to conduct such an assessment, team members must
have access to many and varied sources of information about the service, including
documentary material on it, interviews with service representatives and others who may
have relevant information, and long periods of observation of the program in operation.
However, the assessment team spent only six hours at the service site: three hours in a
formal inquiry with the program director, and the remaining three hours observing,
reviewing individual goals documentation, and spending time with the recipients and
workers. The team also was present when service recipients had their meals. While the
team which assessed this service engaged in all those activities, if the evaluation had been
for real rather than primarily for training purposes, then there would have been even more
extensive evidence collection, including more observation of the program.

While the members of the visiting team were novices in the use of the assessment
tool, every member had previously completed a three- or four-day Social Role
Valorization workshop in which the principles that underly the tool had been taught in
great depth,

* For an explanation of Social Role Valorization, abbreviated SRV, see the article "An
Overview of Social Role Valorization" which is attached to the end of this report as an
appendix. There is also an intermediate-length book which is longer than the article, but shorter
and more up-to-date than the PASSING Manual. The correct reference for this book is:
Woltensberger, W. (1998). A bhrief introduction_to Social Role Valorization: A _high-order
concept for addressing the plight of societally devalued people. and for structuring _human
services (3rd ed.). Syracuse. NY: Training Institute for Human Service Planning, Leadership
and Change Agentry (Syracuse University), It is available for purchase from the Training
Institute, 230 Euclid Avenue, Syracuse, NY 13244-5130, USA. While the 1983 edition of
PASSING embodies this new conceptualization, it still uses the language of normalization,
because the new term SRV had not been coined at the time the PASSING manuscript went to
the publisher for printing.




OVERVIEW OF RENOVA CENTER

According to an agency handout, vas started in 1975 as a pilot
Community Living Arrangement program, and a few years later was turned into an
Intermediate Care Facility for the Mentally Retarded. The agency was started to address
families’ needs in getting assistance and medical care for their handicapped children within

-County,* as at that time families were forced to travel great

distances in order to obtain necessary services or fo visit their children or relatives in

institutions that were far away. In 1995 the agency’s original name {q
) was changed tc— which, according to agency documents, Stanas

or

Center was located within the city limits o . The facility of the
servicewas built by adding a wing to an existing local nursing home (called
'), so that was directly connected to the cafeteria of the nursing

home, Next to this joint building of the two agencies was another building, run by a third
agency, that offered a day program for elderly people. The county prison was across the
street. The direct neighbourhood of the three agencies and the prison consisted of a small
neighbourhood with townhouses and a working-/middle-ctass neighbourhood; a business
area was about one mile away. Historically, the county’s poor house had been located

wherc@pCenter anu.- are today.

According to the agency handout, the wmission of * is "o help
individuals develop to their fullest potential, enhance their quality of life, and ensure their
individual rights, in a caring, home-like atmosphere.'q is seen "as a stepping
stone for individuals to return to the community whenever posstole.

When the team visi(ed.? served 25 residents within an age range from
9 1o 84, with the majority being between ages 30 and 50, but it had recently been decided
that children and teenagers under the age of 18 should not be admitted anymore. Other
admission criteria were, according to the agency director, that service recipients are (a)

severely physically and intellectually impaired, (b) not able to walk and (c) in need of
"active treatment.” However, we observed several people who were able to walk.

Before moving t r, most residents Jived with their families; some lived
in other institutions or a . Some had been living a—ince the

agency was started 25 years ago, others moved in later,

Most residents slept in 4-bed bedrooms, a few in single-bed bedrooms. The facility
also had a kitchen, a "day-room,* a nursing-station, bathrooms, offices for staff, a copy-
room, storage-rooms and large hallways,

The program operated 24-hours a day, 7 days a week and provided nursing care,
medical care with a doctor visiting once a week, different kinds of therapy (e.g.
ocupational-, speech-, music-, physical-, pet-therapy), some recreational activities (e.g.
TV, bingo, boat-rides, fishing-derby. visits to amusement-parks), religious services with a
priest coming in regularly, and other services (e.g., haircuts). Most of these activities took
place inside the facility, some outside and usually in groups. According to the director, the



main program emphasis was on service recipients’ physical care, while other service
activities were secondary to it. When the team visited the service, 13 out of the 25 service
recipients spent their whole day at the facility, 8 service recipients went out for a full-day
day-program (such as school or pre-vocational training), and 4 service recipients went out
for a haif-day day-program,

Overall, the ambiance of the service within the building was very much the kind that
people associate with hospitals and nursing homes. For instance, the physical setting had
many features that were remindful of medical institutions, such as large hallways, the
nursing station, multi-bed bedrooms, the kinds of bathrooms that one would find in
medical settings, and so on. The setting also had an institutional odor; a few staff wore
medical uniforms; a physician came in regularly and. as described above, service recipients
were provided with several kinds of " therapy.”

At the time of the assessment, the agency employed 48 staff: 45 women and 3 men;
80% full-time, 20% part-time. The estimated yearly staff-turnover was 30%. In addition 10
the paid staff, the agency tried to recruit volunteers (individuals and groups) by means of a
slide show and program-tours. Volunteers were asked to visit and help conduct activities
inside the facility, such as pet-therapy or bingo-sessions, or help conduct group excursions
outside the facility. According to the director, the agency had 5 or 6 regular volunteers
and several irregular ones.

THE ASSESSMENT METHOD
Below is a description of the assessment tool and the assessment process.

The Assessinent Tog!

The method of service assessment being applied to the service was the PASSING
technique (Wolfensberger, W., & Thomas, S, [1983]. PASSING (Program Analysis of
Service Systems’ Implementation of. Normalization Goals): Normalization_criteria and
ratings_manual (2nd ed.). Toronto: National Institute on Mental Retardation).

PASSING is different from all other service quality assessment tools in that it looks
at services from a social role perspective, Because the PASSING tool is based on Social
Role Valorization (SRV), reports of PASSING assessments tend to interpret a great many
issues in terms of the constructs that play a major part in SRV. Very prominent among
these is social role discourse. possibly iriciuding the interpretation of the people served in
various deviancy roles, as well as past, present or potential future social roles that are
pasitively valued. This discourse helps one think more clearly about what the roles are of
service recipients, how the negativity of any of their societally devalued roles could be
diminished, how social value might be added 1o the roles that they hold, and/or how they
might be helped to become ensconced in social roles that are positively valued (or at least
less devalued) in society.

Further, it is crucially important to understand that PASSING measures service
quality from the perspective of what is needed by the people who are being served--i.e.,
the service recipients--in order for them to fill valued roles in society. Some services have
recipients who already hold valued roles and places in society, but also are exposed to



greater-than-average risk of losing these. In such cases, one of the major challenges is
usually how to maintain the valued roles of such persons. In other cases, one of the
challenges is to recover for such recipients previously-held valued roles, and in yet others,
replacing negative roles with positive ones is a major issue.

PASSING does not assess administrative or management issues, but rather focuses
solely on programmatic issues. In other words, PASSING users try to step into the shoes
of the people who are being served, and to examine whether service practices are good or
bad from the perspective of what these people need in order to have valued roles in
society. There are all sorts of things that go on in services that are done because of certain
laws, historical momentum, decisions that were made by others prior to the arrival of
current senior personnel, physical facility features, regulations, resource shortages, what
funders require, etc. More often than not, these things are done for nonprogrammatic
reasons, and act as constraints on doing what recipients need rather than as facilitators
thereof. It is precisely because PASSING looks at service quality only from the
perspective of the people who receive it that PASSING does not make allowance for the
various reasons why service quality may be less than optimal. For example, because of
union rules or a shortage of money, a service may not be able to do something for
recipients that needs to be done, and therefore quality may be lower, Many such
constraints on service quality are not the fault of a service provider; some may even have
good rationales behind them. Nor are they irrelevant in terms of understanding the source
of a service shortcoming, and the charting of improvements. But this does not change the
reality that they may have a less than optimal, or even detrimental, impact on the people
who are served. Similarly, PASSING does not make allowance for the fact that some
quality-diminishing conditions are unintentional or may even be the result of servers
intending to do something helpful. As far as recipients are concerned, unintended problems
impact just as severely as intended ones, and may even be more difficult to change.

The appendix, entitled “Overview of PASSING,” explains in more detail that
PASSING is a quantitative instrument that measures service quality on 42 separate quality
elements (i.e., “ratings”), and that each rating is weighted with a certain number of points
that represent its contribution (relative to the other ratings) to overall service quality. In
other words, more important ratings are more heavily weighted. Some ratings are
weighted as high as 50 points, and others as low as 7.

Further, each rating specifies five levels of service quality within the quality domain
that the rating addresses, Each of the five levels of each rating is assigned a percentage of
the total weight for that rating, Level | (representing the poorest service performance in
regard 10 an issue) is weighted with minus 100% of the rating weight; Level 2
(representing poor service performance in regard to an issue) is worth minus 70% of the
rating weight, Level 3 (representing “neutral” performance on an issue) is worth zero;
Level 4 (representing positive service performance in regard to an issue) is worth plus
70% of the rating weight; and Level 5 (representing the “attainable ideal” of service
performance in regard (o an issue) is awarded Pes 100% of the rating weight. Thus,
services receive negaiive points for any Level | or Level 2 performance on a rating; 0
points for any Level 3 rating performances; and positive points for any Level 4 or 5 that
they achieve on a rating. Accordingly, the possible total score (i.e., the sum of scores on



all 42 ratings) that a service might achieve on a PASSING assessment ranges from -1000
to +1000. That is, the best a service could do is *+1000, and the worst a service could do is
-1000,

The so-called “expected” leve] of performance is +695, which is the sum total of all
the next-to-the-best Jevels (all Level 4s) of performance on all 42 ratings, In other words,
services are “expected” to perform clearly positively on each element of PASSING, even
when there is still room for additional improvements in each rating area.

A total overall scorc of zero is called “"minimally acceptable,” meaning that taking alt
12 ratings imo accownt (e, subtracting any negative scores from any positive ones), the
service is doing neither more good than harm, nor more harm than good--at least in overall
balance. There may actually be some areas where harm is being done, but these are
balanced out by some areas in which the service is ‘making a positive contribution to its
clientele.

However, if a total score is less than 0, this means that overall, more harm is done
than good, notwithstanding the possibility that some good may also be taking place in
some rating areas.

Altogether, PASSING is a demanding instrument that sets very high standards for
services. In fact, it compares the practices of a service to an ideal--though one which is
practicably attainable. At the same time, any suboptimal scores do not necessarily imply
that the service is to blame for the shortcomings. Rather, PASSING simply identifies both
the shortcomings and the positive elements of a service, regardless of their cause or
source, when or why, or on whose initiative, As mentioned, some of the shortcomings of a
service might be due to circumstances that are beyond its control,

The Assessment Process

In many ways, a PASSING assessment that is conducted as part of a PASSING
training workshop is the practicum part of a preceding course in Social Role Valorization,
since all participants in a PASSING workshop had been to a three- or four-day Social
Role Valorization course which taught the principles that underpin the assessment tool. A
typical PASSING workshop is a five-day event, and as aforementioned, includes visits and
assessments of two practicum sites. In larger PASSING workshops, the participants are
divided into several teams of (typically) five to ten members, which means that four, six,
eight or more services are assessed, two by each team. with each team being led by a team
leader who had acquired the prerequisite skills in earlier PASSING workshops. Also, in
most cases, each team leader is supervised by an even yet more experienced person who
may be referred to as a “floater” or “senior trainer.” Having first met to clarify the
sequence of assessment activities. and the roles, responsibilities and expectations for each
team member, a team then embarks on the actual PASSING process. (This process
follows standardized procedures, laid-out in Wolfensberger, W, [1983]. Guidelines for
Evaluators During a PASS. PASSING. or Similar Assessment of Human Service Quality.
Toronto: National Institute on Mental Retardation. Assessmients which do not follow
these procedures may lack validity, or comparability 10 other PASSING assessments.) The
usual schedule of assessment activities is the same for each practicum site, as follows.




The team begins by reading documentary material on the service, Then the team
makes a tour of the neighborhood surrounding the service. This tour is typically done by
car, but may also involve walking through the neighborhood. The team then conducts a
lengthy interview of several hours with people in senior positions in the service, such as
the director, supervisors of direct service workers, and sometimes one or more governing
board members. The team then observes the program in operation, and if the service is a
residential one and conditions permit, has a meal at the service with the residents. (At
some day services, the team may also eat a meal with service recipients.) At some point,
the team is given a guided tour of both the interior and exterior of the setting, usually
while the recipients are there. The team may then peruse additional documentary material,
and take the opportunity to talk with other workers and recipients.

After having collected as much information on the service as possible, each team
member spends several hours privately reviewing and organizing this information, and
making his or her own personal preliminary judgment as to the quality of the service on
each of the 42 service quality dimensions {*ratings”) assessed by PASSING. After each
team member has separately completed this individual determination of performance (i.e.,
the level) of the service, the team begins a lengthy and intense intra-team discussion on the
service as a whole, and on its performance on each of the 42 ratings. This discussion is
structured according to a discipline that has evolved over time from earlier evaluation
experiences (since 1969), and which is spelled out in the Guidelines mentioned above, 1t is
called “‘conciliation,” and its object is to verify data and observations, weed out faulty
interpretations, and--if possible--reach a consensus judgment among all team members as
lo the performance of the service on each of the 42 rating issues. However, in training
assessments, such as this one. if a consensus cannot be attained on a particular rating, then
the more experienced team leader has the final say on what the level of the rating should
be. Following the Guidelings. the group process is such that in the light of the team’s total
evidence, individual team members will oflen be persuaded to change their minds about a
quality level that they had previously considered to be'the correct one during their private,
individual, and preliminary level assignments. It “is the team’s eventual conciliated
judgments that are recorded and reported on the Scoresheet/Overall Service Performance
Form, attached to the end of this report,

The conciliation process starts with a lengthy discussion on what the service is, what
its purview is, and the identity of the people that it serves; what they are like, what defines
them, and what their needs are. In this process, the team is not constrained by what a
service claims to be, what its literature says, what its staff say or believe, ete. (PASSING
teams are actually privileged in this regard, because so many service workers never have
the opportunity to spend as much time looking at the identities and needs of the people
they serve in a prolonged collective context, and with the aid of a structured problem-
solving discipline, as PASSING teams do.) After this, the team discusses and analyzes all
of its observations and other information in light of the 42 PASSING ratings, Then the
team tries to identify the major overarching issues that the program faces, the major
strengths and weaknesses of the service as the team perceived them, and what other
noteworthy issues may be, and the recommendations that it would like to offer to the
service. The major issues identified by a team may well be ones that sit “above” a service,



so to speak, that may affect a great many specific things that go on in it, and that may also
affect other services--maybe even an entire class of services,

A PERSPECTIVE ON THE ASSESSMENT FINDINGS:
HOW TO READ THE REPORT

The major emphasis in a PASSING training workshop is to train the participants in
the use of PASSING, and in the application of Social Role Valorization. Agencies which
serve as practicum sites in connection with such training workshops contribute to the
development of more aware and sensitive human service workers and leaders, and thereby
hopefully to a general improvement in, or defense of, human service quality overall and in
the long run. In return, workshop leaders try to provide some feedback about the service’s
quality and operations, usually in the form of a written swnimary of the team’s impressions
and findings, or a longer report. However, whatever form such feedback takes, it cannot
be as extensive, valid, or authoritative as it might be if the assessment had taken place as
an officially commissioned evaluation with fully qualified team members, rather than as a
training exercise. 5

Naturally, because this assessment took place within a training context, and because
all team members except the team leader were novices to the PASSING tool, we do not
feel fully confident of all our findings and recommendations. For instance, since the time
spent by the team in collecting data and conducting observations in a training context is
necessarily limited, errors in some rating level assignments are practically inevitable. As
also spelled out in the aforementioned Guidelines, under non-training conditions, the team
would consist of already qualified raters, and the assessment would have been much more
exhaustive. Perhaps twice as much {or even more) time would have been spent by the
team on site, interviewing service workers and recipients, contacting related agencies and
individuals, and extensively reviewing documentation on the service. With this explanation
in mind, a service should fee! free to attach as much or as little significance to this report
and the assessment results shown on the attached Scoresheet/Overall Service Performance
Form as it feels they merit.

However, it should also be noted that even training assessments and assessment
reports have been found in most cases to be fairly accurate in respect to the global score
and major subscores, and that repeat or concurrent evaluations by different teams have
tended to come up with similar results. Also, some assessment reports have been
extensively utilized by the services assessed, usually helping them in their pursuit of
improvements, as attested to by follow-up evaluations. Even in the case of weaker
assessments and assessment reports, at least some of the team’s ratings and conclusions
can be assumed to have validity.

As one reads the report and the attached Scoresheet/Overall Service Performance
Form, it is almost imperative that one examine the criteria for each rating as spelled out in
the PASSING Manual, mentioned earlier, especially in those areas in which a score was
obtained that the reader finds surprising. Otherwise, the Scoresheet/Overall Service
Performance Form may have little meaning,
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The Scoresheet displays the score attained by the service on each of the 42 ratings in
the instrument, as well as the scores for each cluster of ratings that is related to a
particular topic. The Overall Service Performance Form (on the other side of the
Scoresheet) shows the PASSING score received on each of the five subscores of
PASSING, The Overall Service Performance Form also notes the context or nature of the
assegsment, The major issues in the service as identified by the assessment team, and some
major recommendations of the team for service improvement, may be listed on the Overall
Service Performance Form, or may be discussed at greater length in the text of this report,

Whenever the report makes reference to a specific rating in PASSING, this will be
indicated as follows: the rating number, name, and page in the PASSING Manual on
which the rating appears, will be given in parentheses following the reference or discussion
of the rating in the report. For instance. reference to the beauty of the exterior of the

service setting may be followed by the notation: (R1121 External Setting Aesthetics, p.
65).

FINDINGS AND INTERPRETATIONS

Without conciousness of the service recipients’ needs, it is impossible to assess the
quality of a program. The assessment team spent several hours trying to understand the
service recipients’ life experiences and identities from an existential perspective, and
deducing their needs from these life-experiences and identities, This was done taking into
account not only the knowledge the team had about individual service recipients but also
the teams’ general knowledge about similar people in similar situations.

The next sections are summaries of the teams’ understanding of service recipients’
identities and needs, followed by a description of the "culturally valued analogue® of

A Description of the Life Circumstances of the People Ser_\_'_c_

We will discuss specifically nine aspects of recipients’ identities and life
circumstances as the team percieved them,

Impairment as Life-Defining

As already mentioned, all service recipients were severely impaired. For example,
most people used wheelchairs and did not communicate verbally; all had hmited
intellectual capacities; several people had feeding tubes, several had diabetes, several had
seizures, and very likely, some people had other health- problems as well.

Being so severely impaired means, among other things, the following:
(a) that service recipients depend heavily on other people’s support for almost all activities
in life, and the quality of this support determines largely their well-being, how they will
perceive the world and what kinds of opportunities are afforded to them in life;
(b) that they depend on individualized adaptive equipment; and
(¢) that they have to spend much more of their daily time on personal care and other basic
things that everybody needs and does, in part just to stay alive.
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The team found that being impaired became the one overall life defining
characteristic for all service recipients, vastly more so than in the case of many other
people with impairments, This is the case not only in the terms described above, but also in
the way they were perceived by others; perceiving the impairments of the recipients, the
other individual characteristics of the recipients largely became invisible to other people.
As a result the service recipients’ individual goals and desires in life got mostly reduced in
the minds of observers to achieving some very minor improvements in just one or two
exremely narrow competency domains (e.g., holding a spoon or a cup).

Deindividualization

As service recipients were doing almost everything in life in a group, had very
similar belongings, slept in rooms that were very similar and had very similar daily
schedules, they could very easily be perceived as members of an apparently homogenous
group with its members lacking any individual characteristics, personality, likes, dislikes,
interests, feelings and so on,

Loss of Control

If service recipients ever had a little bit of control over their lives, such as, for
example being able to influence when and what to eat, when to go to the bathroom, when
to sleep, how or with whom to spend their time, which clothes to buy and wear, etc., they
lost it entirely. All such and similar descisions were fully taken by others, and no support
was offered to enable service recipients to have at jeast some influence in such personal
areas of life, which, by the way, are all things that typical adults in American society take
for granted.

Rejection

Another consequence of their condition was, that service recipients got rejected by
others because other people tended to focus entirely on the negative aspect of the
impairment and tended to feel uncomfortable having them around, maybe not knowing
how to communicate, or be, with them.

Isolation and Paid Relationships

Very obvious was also service recipients’ isolation and their lack of companions and
friends; although some people still got more or less frequent visits from family members,
nobody (as far as we were able to determine) had non-handicapped friends. Paid staff saw
themselves in the role of a friend or even an ”advocate,” which means that in service
recipients’ lives, relationships that normally are freely given got replaced by paid ones.

Segregation, Congregation and Imposition of Devalued Roles

The rejection just mentioned in turn led to segregation, with service recipients
spending almost all their time and all of their few activities with other handicapped people,
living in a place where society’s unwanted people are congregated together in large
numbers--historically and presently. Up to one point in their lives, service recipients had
been family members, living at home with their parents and sometimes siblings, probably
having had at least a few other valued roles besides being a son, daughter, sister or
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brother, such as a friend or a church member. The home got replaced by an institution (or
several institutions, in cases where people lived in other institutions before moving to
P, and the previous valued social roles (if any)} got replaced by devalued

nes when service recipients became patients, burdens, eternal infants, objects that can be
moved around and positioned--to name just a few of their devalued roles. These devalued

roles were expressed by a huge number of negative images which surrounded the service
recipients,

Impoverishment

Another common life experience for all service recipients was their impoverishment:
all had only very little in the way of personal belongings; in fact, all of a person’s
belongings could be put in just one rather small bin.

Life-Wasting

Another very dominant life experience was the fact that service recipients spent
much of their time doing nothing but waiting and dozing. About half of them did not even
have a daily occupation outsid

Likely lmpact of Life-Experiences

In the team’s opinion, all these experiences must have had a profoundly negative
impact on service recipients” identities. For example, being rejected often leads to a feeling
of insecurity, unwantedness and worthlessness; segregation, congregation and inactivity
lead to a lack of experience in typical environments with typical people, and a lack of
opportunities to develop competencies and potentials; inactivity also often leads to a
feeling of personal uselessness, and the feeling that there are no prospects in one’s life, and
that life is not really worth living; the lack of freely given relationships contributes not only
to extreme [oneliness, but also to strangers getting a lot of influence in one’s very personal
matters and--if one is handicapped--in all areas of life; basically, life often gets
compartmentalized into all kinds of little sections that professionals can work on, and
people whose life is compartmentalized in such ways often feel very dependent, lost, and
at the mercy of strangers; the lack of valued roles leads people to adapt to the devalued
roles they are expected to fill, and to behave as if they really were infants, patients,
burdens, objects, etc., especially if these expectations are very strong and if people are not
offered any positive alternatives. As it is impossible to be without roles, people go along
with negative roles instead of not having any roles at all,

Overall, one can say, that service recipients were not only very impaired, but also
very vulnerable on an ongoing basis in many ways. In fact, a lot of what might be seen as a
part of their original impairment really might have been created and/or aggravated by their
life experiences and life circumstances.

The Needs of the People Served bx—

The list of needs outlined below is not exhaustive, but attempts to provide an
overview of the major needs of the service recipients. The team identified the following
seven needs as the most important ones and assumed that by addressing these needs, other
less important needs will very likely get addressed in the process as well,
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1. A place to live, Ideally this would be a real home which gives residents a sense of
belonging, stability and safety, and which expresses their personalities and lifestyles.
Positive ways to address this need would be. for the children and teenagers among service
recipients, a home with their natural parents, and if that is not possible, with a couple or
family who replace the natural family (e.g., adoptive or foster parents). For the adults
among service recipients, it could be a shared living situation with either family members
or with other people they like, who might share common interests. Another aspect of a
good home would be that residents would not be isolated within their house or apartment,
but would be well connected within the surrounding community, with people coming to
visit and with the availability of a wide range of accessible and relevant community
resources nearby,

2. Maximally feasible bodily well-being and restoration of health and functioning.
Positive ways to address these needs for health and bodily well-being would include, for
instance, good personal care and support, through people who know service recipients
well and who support them in the long run; good medical care through competent
physicians or specialists; individualized adaptive equipment; healthy and tasteful
noutrishment; and so on.

3. A place in the real world, i.e., belonging, acceptance and valued participation.
Positive ways to address these needs would be (a) through friendships and other
relationships with valued, non-handicapped people, which are individualized and
respectful; (b) through common activities with typical people, that take place in typical
places, that are age- and culturally-appropriate as well as meaningful, and in which service
recipients fill valued social roles; and (¢) through an individualized support system that is
committed to a person's growth and adapts to the person’s individual way of
communication, and that might consist of a combination of family members, friends,
neighbours and professionals,

4. Development of individual interests and potentials, as well as being active.
Positive ways to adress these needs would be through school, work, activities at home,
recreational activities or other meaningful, stimulating and challenging activities, that are
age- and culturally-appropriate.

5. Development and expression of a positive unique identity and individuality. Ways
to address this need would be, for instance, through service providers efforts to get to
know individual service recipients well and understand their individual needs,
vulnerabilities, likes, dislikes, interests, wishes for the future, and so on, and to offer
activities and support in an individualized fashion; through helping service reipients to
project a culturally valued and individual personal appearance, which in turn will help
other people to see and treat them as individuals; to help service recipients to acquire a
range of age- and culturally-appropriate personal possessions that show who they are; to
help service recipients to decorate their own in space in an individualized way, and so on.

6. To the degree that service recipients are able to exercise autonomy and control in
a responsible way, the team thought that they need more control over personal matters. A
positive way to address this need would be to offer different alternatives to service
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recipients, to support them to choose the better alternative while still also protecting
people from harmful choices.

7. Being respected by other people. Ways in which this need for respect could be
addressed by a service provider are, for instance, by using respectful language to talk with
or about recipients, to serve them in a dignifying way, and so on.

The Culturally Valued Analogues of

In order to understand what follows, readers have to understand that PASSING
judges programs against the so called "culturally valued analogues.*“ A culturally valued
analogue is a way of addressing the needs or wants of valued people. It is a way that is
usually familiar to most people and viewed by most as positive. It can serve as a model
for meeting the needs and wants of sacietally devalued people and for the recipients of a
service for such people. So, based on the inventory of important needs, we now look at
how these needs could be addressed in a way that they would likely be addressed, if
service recipients were highly valued members of society, &

For instance, one of the culturally valued analogues of would be a
valued household. In such a household a service recipient would live with other people
who are highly valued in society. To the degree that help by family members was
insufficient, the person would have stafl. employed by the family, assigned to him or her,
These employees would be paid well, because one would try to keep them for a long
period of time; workers would dress well and in turn help the recipient to dress in the most
appealing ways in order to project the most positive personal appearance. Prost,enc
devices would be used in a way that made them as little obvious as possible; and the
wheelchair, the recipient would be using. would ressemble an ordinary chair. The recipient
would participate as much as possible in the household activities and would get every
assistance necessary to participate in activities outside of the home and to interact with the
many different valued people who would be part of his or her life. Other members of the
household would make sure that the person sees the best phyicians and specialists and
receives the best possible medical treatment.

Another culturally valued analogue would be a residential facility with the residents
living in apartments that would be furnished like the homes of well-to-do families. The
meals that would be provided would be of a similar quality than those in wealthy
households. Residents would be treated very well and respectfully and offered a wide
range of very individualized services in all areas--inside and outside of their homes-- in
which they needed assistance.

Even if living situations as the ones described above were not available, most people
would still value an ordinagy bouschold and see it as a culturally valued analogue for a
i'a"'litil such as nd would generally prefer it over living at(D

The judgement of what the best ways of serving people are, does not imply that the
service that gets evaluated has to provide exactly this kind of a service or do all the things

described above; but it is important to keep the culturally valued analogues in mind, so
that services can come as close to them as possible. All this also implies that in the
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following section Aill not be judged against programs that one would
consider being a "good nursing homes* or "good nursing home-like agencies,” but against
living situations and services that attempt to address recipents’ needs in an ideal but still
realistic fashion.

Program Strengths and Weaknesses

The following seghl ill provide a description of the major strengths and
weaknesses of hat emerged from the assessment team’s analysis of the
program. The sections™ about strengths and weaknesses will be followed by
recommendations.

Program Strengths

The assessme regrets to report that it was only able to identify a few positive
aspects of all of them relatively minor strengths compared to the overall
weaknesses of the program,

The first asset of * the fact that the service is directed at people from
the area, trying to prevent them having to move away from the area where they live and

where their families live.

Secondly, the team observed some caring staff, who worked hard trying to do as
much as they could for individual service recipients in a setting, and within currently
existing stuctures, that make it amost impossible to do the right thing, as will be explained
shortly.

Thirdly, service recipients’ need for day activities outside o* was
recognized by the agency, and the team was told that efforts were being made o advocate
for other services to provide support in the area of work or other meaningful day
activities,

Fourthly, the agency had recently decided to stop admitting children and teenagers,
and to only serve adults. Some of the rationales why the team thought that this is a
positive development will be offered below in the section which includes grouping issues.

Fifthly. some of the staff seemed to have a sense of some of the shortcomings of
* which is one of the prerequisites for positive change.

Major Program Weaknesses

This part of the report may be diffcult to read for ”wﬁ, because, as
already explained, it is based on very different assumptions about what service recipients’
needs aregand how they should be addressed, compared to the assumptions on which

eemed to operate, However, as already mentioned, the assessment team
felt that some people working at (G PIIP!rcady had a sense of at least some of the

shortcomings of the program; so the following sections might be useful to get a clearer
understanding of these. :

Most of the program weaknesses fell into the category of failure to address service
recipients’ needs. The following sections explain the needs of the service recipients that
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the evaluation team believed were not being . the program. To a large degree, these
shortfalls had something to do with nctioning as an institution rather than

a home,

Institutional environment and practices instead of real homes. As already explained,
the assessment team thought that service recipients needed real homes like other people,
and not just a place that is "homelike” or that is oriented towards being a good nursing
home.

The fact that eally is not a home but an institution was expressed by
a large number of different aspects of the program. For instance, in a real home one would
not expect large hallways, staff offices, a copy room, a nursing station or floors totally
without carpet {R1132 Internal Setting Appearance Congruity With Culturally Valued
Analogue, p. 97), One would not expect 25 people of all ages living together and sharing
bedrooms, being served by so many (in this case, 48) staff. In a home, one would not
expect virtually all Tife functions that one would usually engage in outside of a home (ec.g.,
medical care, therapy, religious services, haircare and recreational activities) provided
within it, but people would go out to get these services or activities elsewhere (R131
Culture-Appropriate Separation of Program Functions, p.243). In a real home, one would
not expect people eating in shifts because there is not enough space at the table.

One underlying assumption of the program here seemed to be that fhe one most
important thing handicapped people need is nursing care and other kinds of medical
treatment (e.g., therapy) within a medicalized setting, while everything else is secondary or
not very important for them. This assumption, and the associated practices, also made it
clear to everybody (staff, visitors and the service recipients themselves) that handicapped
people are very different from everybody else, as they do not seem to need a home like
everybody else does, maybe on the assumption that they do not really notice where they
are anyway.

Grouping together into one residence such a large number of people, who are
already very vulnerable to being perceived negatively, without non-handicapped people
who are not staff, conveyed the strong message that handicapped people belong together,
are really "better off with their own kind." and should be segregated and congregated
(R1231 Image Projection of Intra-Service Client Grouping--Social Value, p.189).
Additionally, the high number of residents, and the high number of staff coming and going
in shifts, created an enormous complexity for everybady involved; it scemed to make it
impossible for service recipients 1o relate to so many different people and to feel at home.
In fact, there were almost no interactions to be seen among residents, For stafT, it seemed
almost impossible to manage the group in a way that still treated residents as individuals
(R2211 Competency-Related Intra-Service Grouping--Size, p. 409).

Grouping handicapped children and adults together violated cultural norms as well,
because in American society, only extended families (which are increasingly rare) might
show such a big age range, andbclearly was not a family, One underlying
assumption of this age-inappropriate way of grouping might have been that handicapped

adults and children are very similar, with the adults maybe being eternal children and the
children being as hopeless as the adults. Another assumption might have been that children
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with impairments are unable to learn, and therefore grouping them with handicapped
adults as models would be alright because not much development would be expected from
either. So the messages projected here were that people with impairments are childlike,
hopeless and without any potential for learning and development (R1232 Image Projection
of Intra-Service Grouping--Age Image, p.199),

The team also found that ” service recipients lived in an artificial
world that deprived them not only of a real home, but also of the opportunity to learn
skills that are needed in a home, and in living adaptively with other people in a home, or at
least to learn as much in these areas as their individual impairments permit. As already
mentioned, it is widely known that people adapt 1o the environment they live in, and
imitate the behaviours of people they live with. This means that *csidems
had no positive models for adaptive functioning, insofar as not only all residents were
severely handicapped, but the more severely handicapped people were even in the
majority, and the less severely handicapped people who might have served as positive
models to others were in the minority. Service recipients also did not live in an
environment in which skills and behaviours needed in a home could be elicited and
strengthened. So all they could do was to adapt to the institution and to the odd ways

people in institutions generally behave (R2212 Competency-Related Intra-Service
Grouping--Composition, p. 419),

By addressing the need for a home by offering an institution,- not
only contributed to the wounding experience of service recipients, but also perpetuated the
long historic tradition of segregation and congregation of handicapped people. Many of
the program weaknesses described further below were more or less logical consequences
of offering service recipients an institutional environment and practices instead of real
homes.

Clinging to an institutional identity seemed to be particularly remarkable in a state
such as Pennsylvania, that has moved away from institutions and even from large group

homes, and in which there are bound to be many examples of less institutionalized ways of
serving people such as those living al*

Personal care subordinated to agency routines. Although personal care was seen as
the most important program activity by staff, the assessment team felt that generally the
service practices gave service recipients only relatively basic minimum care, A service
providing good personal care in people’s homes (and not in a hospital) would be expected,
for instance, to care for a service recipient’s appearance so that it would be at least
consistent with cultural expectations for valued people’s personal appearance in American
society; efforts would be made that the assistance would be given by people of the same
sex, if it included support in very intimate areas; the personal care would be very
individualized, and service recipients would get assistance when they need it and hopefully
from people who know them well because they stay for a long period of time. All this is
especially important with people who can do so little for themselves and are so dependent
on other people’s support.

In regard to personal appearance, the assessment team found that some service
recipients wore typical attire that one would expect for people their age, whereas the
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personal appearance of many others showed extreme shortcomings, For instance, it was
hard to tell whether some people were men or women because of their attire and haircuts;
none of the ladies wore any jewellery or make-up, which a lot of women their age would
typically do; many people had bad teeth and it looked as if they had not been to a dentist
for a long time; there was no attention paid at all to people’s drooling or bad postures; and
after having been to the bathroom in the early evening, people sat with only a white sheet
wrapped around the lower parts of their bodies, There were no mirrors in which service
recipients could see themselves (R141 Program Address of Client Personal Impression
Impact, p. 277).

In addition, about half of the service recipients ,were men while with a few
exceptions, most employees were women, who provided very intimate care to these men.

In regard to the program routines, service recipients’ individual care seemed very
much subordinate to the agency routines, which means that they had to go to the
bathroom in shifts, were bathed in shifts, were fed in shifts, etc., and at times when it was
on the agency schedule--almost like in a factory, where workers would break tasks into
little pieces and finish the same parts of the whole process at a time before proceeding to
the next parts of the process, As it takes time to get to know service recipients and their
physical needs well in order to adress them in an individualized fashion, the staff turnover
was a major obstacle to high quality personal care.

The team found that the low quality care not only had a negative impact on service
recipients’ physical well-being, but also contributed tremendously to their being negatively
perceived by other people, and very probably to their own negative self-image and low
competencies as well. For instance, as alluded to before, the poor care in regard to
personal appearance made service recipients’ impairments seem overwhelming, which
means that other people might not even be able to perceive other characteristics of the
individual person besides his or her impairment, This in turn will contribute to further
rejection, and decreases the likelihood of positive contacts with valued people, because
most people do not want to be around somebody in whom they see only characteristics
that are widely devalued by society,

The assessment team thought that program routines not only deindividualized
service recipients, but also put them in the role of objects handled by staff, Paying no
attention to service recipients’ sex (i.e. as male or female) made one think that they were
seen as totally asexual beings. and it seems very likely that being treated that way will not
help to develop adequate identities as men or women (R225 Promotion of Client Socio-
Sexual Identity, p. 461),

Open questions about medical care. Very obviously, receiving good medical

treatment can be life-defining for people with severe impairments. However, our team
found it difficult to evaluate the efforts being made by the agency, because

stafl” was very concerned not to give medical information about individual service
recipients to team-members. In any case, the agency .should make sure that, as much as
possible, service recipients’ medical needs are properly adressed by competent physicians,
specialists and other parties outsicle the service, rather than on site.
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One area in which medical treatment was obviously inappropriate was service
recipients’ dental care, as mentionned above. The team also questionned whether all of the
people who had feeding tubes really needed them, and why several service recipients
needed so much medication. Both measures might serve to make service recipients’
management eagier, because certain medications make people quiet, and feeding-tubes can
save a lot of time that otherwise would be needed in assisting people in eating normally,
Taking into account in what ways service recipients’ physical care was subjected to the
agency’s schedule, these conclusions did not seem to be far-fetched to team members.
However, if this is the case, we want to emphasize here that these kinds of "treatment®
harm people’s health and might even lead to their earlier death, as, for instance, feeding-
tubes can cause serious infections, and mind-drugs often have a devastating impact not
only on people’s minds, but on virtually all vital organs as well.

In addition, the question occured to us whether many recipients were functioning
below their capacities due to the drugs they were on,

Group management, and lack of prerequisites for fostering relationships with non-
devalued and unpaid people. The need for friendships and other kinds of relationships is
one of the most profound human needs and touches every aspect of our lives, For
instance, friendships contribute to a sense of meaning and to joy in life; they help people 1o
develop a positive self:image as a person who is liked and loved by others and able to
contribute 10 other people and to society. People with many friendships and other kind of
relationships have many more opportunities to be involved in different kinds of activities
and to experience new things which, in turn, contributes to the enhancement of their
competencies. Particularly important in this case is that people whose friends are valued
members of society are much more likely, than those who do not have these kinds of
friendships, to be protected from social. physical and emotional harm that quite often is
done to handicapped people. Also, people are judged by the company they keep, which
means that if they have valued and competent people as their friends, then it is very likely
that they themselves are also seen as belonging, as enjoyable to be with, and so on.
Therefore it is important that handicapped people have opportunities, and receive active
Support, to meet people and develop friendships.

Although the agency sees itself as "a stepping stone for individuals to return to the
community” and there were some efforts being made by staff to involve residents in
activities "in the community,” and 10 recruit volunteers to participate in activities with

residents, the assessment team foundghat the need for contacts and friendships with valued
people was not properly adresse or the following reasons.

L. First, important prerequisites for the facilitation of positive interactions with
valued people were lacking, due to circumstances described below.

a. The assimilation potential of the surrounding neighbourhood was extremely low,
Assimilation potential refers to the likelihood that a-community and its valued citizens
have the capacity to integrate service recipients. Serving a rather large number of people
with very obvious impairments, and being located next to the county prison and next to
two services for several hundred elderly people who are alsc devalued by society

‘could not expect the surrounding neighbourhood to be very open Lo meeting and
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getting to know service recipients, because there are simply many more devalued people
congregated than the surrounding social systems could integrate (R122 Service-
Neighborhood Assimilation Potential, p.175),

b, In addition, the agency was located on a piece of land where historically, society’s
devalued people have been segregated and congregated in a poor house, and where they
are congrepated and segregated to this very day, by the prison,
an ing so close to each other. So i is very likely that in the minds of a
typical citizen, the location is seen the way it has been for a long time: as the
place where the "others" live, the ones from whom one should keep a distance because
they might be sick, dangerous or just very unpleasant to be with (R1152 Image Projection
of Setting--History, p. 141 and R!21 Image Projection of Program-to- Program
Juxtaposition, p. 165),

¢. For people in wheelchairs it seemed almost impossible to visit community
resources without transportation, even if accompanied by a non-handicapped person: first,
the service recipient and histher visitor would have to use a side- or back-entrance to get
out of the facility because the main entrance has steps; secondly, one would have to go
around the prison on a street without sidewalks and with rather fast traffic in order to get
to the buisness district where one would find some community resources, The assessment
team found that, apart from these extreme inconveniences for residents and their visitors,
there was the unspoken message that residents should stay where they are (R2111 Setting
Accessibility-Clients & Families, p. 345).

d. The facility itself was not very welcoming for visitors. For example, residents
could not have guests for dinner because there was simply not enough sitting space for the
guests; and the "day-room* where service recipients spent their days was so overcrowded
with people in wheelchairs that additional people had a hard time finding a place to sit.
Besides that, there were no privacy opiions in the facility, which meant, for instance, that
while the assessment team was there, a mother sat in the entrance hall visiting with her
son,

2, Secondly, apart from the lack of prerequisites for positive interactions with valued
people, the ways in which the agency tried to involve service recipients with other people
was seen as problematic in three ways by the assessment team.

a. Contacts and activities with non-handicapped people were not fostered on an
indvidualized basis, so that these might have the chance to get to know an individual
service recipient, but always conducted in groups, e.g., with many of the service recipients
"going out in the community" together, This had contributed to their rejection by valued
community members; for instance, we were told, that residents were not welcomed in the
local church any more; in turn, this necessitated bringing more religious activities into the
residence.

The agency also invited groups to tour the program, hoping to recruit volunteers,
but residents played no positive roles in such tours, as they apparently received no support
at all to interact with their visitors in a positive fashion or to participate in showing visitors
around. So these program tours did not seem (o do much to foster positive interactions
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with valued people coming as guests to visit, but may even have put residents in the role
of animals in a zoo or circus, who are being viewed or do some performing for the
Visitors.

b, Additionally, a major part of the activities in which volunteers would be engaged
with service recipients must be seen as rather odd and childish by typical citizens, which
could create and reinforce volunteers' perception that service recipients are eternal
children, different from other people, not able to participate in "real” activities, etc. For
instance, when visiting somebody in his or her home one would not expect to have to push
adults in a swing. to witness a "parachute-play,” or to play bingo with a whole group of
people. Typical adults would rarely go to an amusement park or participate in a fishing-
derby, or would be more likely to go there with their children if they had any.

c. The agency actively fostered contacts and relationships with other people who are
devalued by society. For instance, it engaged service recipients in activities with younger
residents from( D5 reinforcing the stereotype that devalued people belong
together. As nursing home residents quite often are imaged as being nearly dead or are
waiting to die, one can expect that this devastating image will transfer t
residents as well, because not only did the two groups spend time together but both
agencies were located in the same building. Therefore it is very likely that outside
observers will percieve both recipient groups as aquivalent. The following observation
might exceed the purview of this report, but as - residents get older and
therefore perceived as even more "like™ the nursing home residents, ordinary public
officials might start to question that there have to be two seperate agencies.

Summing up, it may be said that it is impossible for an agency to be "a stepping
stone for individuals to return to the community* if it is outside of the real comunity in a
culturally-alien environment with culturally-inappropriate structures and routines, and with
people who are excluded from the "community” themselves, because within such
structures service recipients will never learn to be "ready" to act appropriately outside of
these structures, while people who come from the outside will always have a hard time
perceiving them other than in the odd and negative ways the agency presents them.

Inactivity and low expectations. Having meaningful things to do is important for all
people, because the kinds of activities we are engaged in will influence the interests and
competencies that we develop, which people we will meet, how we perceive ourselves and
get perceived by others, and what our place in the world is. Activities in and around a
typical home might include things such as the following:

- housekeeping, shopping, cooking, gardening;

- other efforts to make the home nice and comfortable and to let it reflect who the
people are that live in there;

- sharing meals together;

- engaging in one’s personal interests and hobbies, such as listening to one’s music,
reading, putting together a photo-album, etc.;

- going out for evening and weekend-activities, for example to sports-events,
concerts, movie-theatres, to Church, for a walk, to visit friends or family-members,
to participate in a group that is formed around a particular activity,
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« having conversations with one’s neighbours, and sometimes helping them out with
special tasks or by lending items;

- having guests over for dinner or to spend a weekend;

- celebrating feast-days, birthdays and other special events,

Because the service recipients were severely impaired, what they actually can do
themselves is limited, but varies from person to person. Nevertheless, a residential service
such as can be expected to help service recipients to be included and to
find their place within such activities, It can also hélp the people who surround service
recipients to perceive their individual gifts and interests, and to find ways to draw on it
while doing things together.

The assessment team found that the need for meaningful activities was not addressed
by *bccause first of all, very few activities were offered: and secondly, those
activities that were offered were not very relevant for service recipients because they had
little to do with what one would be doing in a home, or what would help service recipients
find their places in a real home. This was expressed by the following:

1. Residents spent most of their time in the service being "positioned* in the "day-
room®, doing nothing, while their minds were being filled with nonsense from the running
TV set; additionally, they had to take long mid-day "rests® in their beds, and were gotten
ready for bed as early as 8:30 in the evening, This means essentially that their time and life
was being wasted, and that competencies they might have had prior to moving into

@ :itcr were very apt to be lost.

2, The program’s expectations in regard to individual residents’ goals, activities and
futures were extremely low, and entirely focussed on improving a very limited aspect of a
person’s disability, thus putting the disability above everything else. This was expressed in
the documentation of residents’ individual goals: "Doing goals™ meant, for example, that
residents should learn things like how to handle a spoon, and were trained in doing so.
One could ask, what sense does it make to learn to hold a spoon if a person is deprived
from most other positive things that people typically experience in their lives? There might
be very little motivation to learn to hold a spoon if it does not lead to something else. In
addition, the individual goals documentation of the different service recipients were all
very similar,

3. The few activities and routines that were offered b vere, as
already mentioned, mostly very culturally- and age-inappropriate, and thus reinforcing of
all kinds of negative stercotypes about service recipients, such as that they were patients,
eternal children, objects, worthless and not able to distinguish items of value. For instance,
a woman was given an old advertisement section of a newspaper to "read” and when she
did not like it she was given some more meaningless riewspaper sections--the kind one
would put into a reycle bin; or another woman, who was in her 80th, was read from a
children’s book (R132 Image Projection of Program Activities & Activity Timing, p. 253;
R232 Intensity of Activities & Avtivity Timing, p. 485),

Stripping _possessions trom _recipients.  Having a certain amount of personal
possessions is very important for most people in American society because they contribute
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to a feeling of security, and not only in a material sense. Possessions define what people
can do in life and which competencies or interests they can develop. People express their
identity in part through their possessions in showing others who they are, what roles and
positions they occupy in life, and so on. Having a normative amount of valued possessions
projects the image that people are valued members of society.

The assessment team found tha~did not address the need for

personal possessions; to the contrary, it even contributed to the stripping of possessions
from its clientele. For instance, service recipients could bring almost none of their own
possessions and furniture when moving into the facility because there was only a very
limited amount of space for them, In fact, most service recipients’ personal space was
reduced to a bed and some wall- and floor-space around this bed, plus a small bin in which
all individual belongings should be stored. All the money residents had left for personal
expenses was $ 30/month, we were told. Additionally, the agency was legally responsible
for the finances of several of its clients, which to the assessment team seemed to involve a
conflict of interest.

All residents had only very few possessions, and the ones they were encouraged by
the agency to have were mostly infant toys and other items that one would expect children
to possess. Most items were of relatively little value. Additionally there was not much
difference in different people’s possessions: they were all very sirnilar,

The messages given here are that people with impairments are poor, worthless and
not able to distinguish items by value, that they are child- or even infant-like, and that they
are all the same. The assessment team also found that in stripping possessions from people
and replacing these by similar items for everybody, the agency also took away service
recipients’ personal history and their individual identity, and presented them as an
undistinguishable mass of beings--one could say without history and without a real future.
Made almast nothing made service recipients even more dependent on the agency than
they already were (R142 Image-Related Personal Possessions, p. 287 and R233
Competency-Related Personal Possessions, p. 497).

Mass-management. As handicapped people generally are very much at risk of being
deindividualized, the development and expression of the uniqueness of each service
recipient should be actively supported by a human service, Many issues of
deindividualization have already been addressed; so here are a few additional points,

There were some minor individualization efforts being made by agency-personnel,
e.g., one employee spent some time in individual activities with individual service
recipients, several staff tried to offer service recipients other kinds of food if they did not
like the one that was offered to them in the first place, and the individual goals
documentation included a decription of some likes and dislikes of individual service
recipients, However, the assessment team found that the deindividualization that service
recipients were subjected to was overwhelming. This was expressed by many different
aspects of the program, and though most of them have already been mentioned, we list
them here in order to emphasize to what degree the deindividualization took place.
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1. The physical environment. As already said, most service recipients had no
individual private space, and as a consequence, no options for privacy. All bedrooms

looked very similar; with very few exceptions, all service recipients slept in the same type
of hospital beds; they all had their names posted above their beds in big letters; and the
decoration of the wall space above their beds that agency personnel thought to be
individualizing also looked extremely similar to outside observers.

2. The agency’s schedules and routines. As already mentioned, the daily schedules
were much the same for everybody; basic physical care was provided in shifts, service
recipients’ clothes were purchased twice a year for everybody by designated staff, and so
on.

3. Service recipients possessions. The bins in which their personal possessions were
stored were identical, except that the owner's names were written on them,

4. Activities, As described above, these were conducted mostly in groups; all service
recipients were provided with very similar childiike items and activities; and and when
nothing happend, service recipients spent their time in the day room, waiting in a group.

5. Service recipients’ individual goals and_individual program plans. These were all
very similar in that they all focussed entirely on a small aspect of somebody’s functional
abilities that should be enhanced or maintained. This means basicaily that all service
recipients were expected to have pretty much the same goals for their futures, and these
futures were not expected to be very different from the present,

To put it somewhat harshly: considering all the different ways valued people in
American society typically live and express their individuality and comparing this with the
degree of deindividualization these service recipients had to live with, it can be concluded
that they were not seen and treated as individual human beings, but rather as commodities
o be mass-managed by a human service agency, and stored in a facility (R215
Individualizing Features of Setting, p. 395 and R224 Program Support for Client
Individualization, p, 451).

Control by the agency. People with such severe impairments depend almost entirely
on other people from their support system and their circle of friends to understand what
their needs, and their vulnerabilities and ways of communication, are, in order to develop a
sense of being more in charge over their lifes. This usually takes time and effort, including
on the part of servers,

Areas in which service recipients easily could have at least some influence include,
for example, when to go to the bathroom or to bed. how and with whom to spend their
time, what and when to eat and drink, where to go, and so on.

The assessment team found that being deindividualized in such an enormous way, as
described above, also stripped service recipients’ lives of almost all occasions in which
they actually could experience at least some influence over some aspects of their lifes, The
agency controlled virtually every aspect of service recipient’s life; service recipients could
not even enter all areas within their "home™, as there were off-limit areas into which only
staff was allowed. As with many other shortcomings we already mentionned, this seemed
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to be a quite logical consequence of providing recipients with an institutional environment
and institutional practices instead of real homes, because, out of necessity, institutions
have to have off-limit areas, since they would not be managable otherwise,

The team also observed several occasions in which service recipients very clearly
expressed their discomfort, but staff’s only reaction was to make sure that the person
stopped bothering other people. The worst of these occasions occured when a service
recipient was held down by three or four staff in order to stop him from being physically
agressive, and then was left to sit alone somewhere. Among other things, agressiveness
quite often is a result of a person’s great frustration, and can then be seen as a way of
communicating that something is fundamentally wrong in a person’s life which the person
is not able to expess in a more adaptive fashion, or where nobody responds to the person’s
other ways of communicating it.

Other negative imagery and multiple devalued social roles, People’s welfare
depends extensively on the social roles they occupy, which means that people who fill

roles that are positively valued by others will generally be afforded the good things in life
by them, whereas people who fill roles that are devalued by others will typically get badly
treated by them, So a human service should heip its recipients to fill as many valued roles
as possible, and to reduce the negativity of those devalued roles recipients are yet not able
to escape or give up. In any case, human services should not unnecessarily impose
negative role expectancies on their recipients if they want them to be perceived and treated
positively by ather people, and if they want them to learn to act adaptively within valued
roles. People can be helped to enter more valued social roles, or value can be added to
their already existing roles, by (a) enhancing their competencies that they need to fill these
roles, by (b) motivating people to wse their already existing competencies, and by (¢)
enhancing their social image. The image issue has been addressed many times before in
this report, and is particularly relevant t‘ox_ residents, because the less it is
possible to convey competencies to people, the more important it becomes to convey
positive images about them, so that other people perceive them positively and therefore
help them fill valued roles. One of the big contributions of Social Role Valorization has
been to clarify this and to bring it into people’s consciousness. This also very much
explains why in PASSING, there are more ratings concerned with imagery than with
competency.

Image messages about service recipients are conveyed, for instance, through the
physical environment they live in and its surroundings. through whatever other people they
are seen as being associated with, through the activities they are engaged in, through
language used to speak to or about them, through their personal possessions, their
personal appearance, through an agency's funding sources, program and location names,
and so on. Readers might draw parallels with business firms and reflect on what kinds of
images these are very routinely trying to project about themselves and their products, in
order to show themselves in the most positive light possible.

Although there are roles that can only be filled by people who already have certain
competencies, there are also a lot of valued roles that do snof require a lot of
competencies. For instance, service recipients could very well fill roles such as a family
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member, a friend, a good neighbour, a church member, a sports fan, a tenant, a music
lover, a club member, a customer, a guest, a host, a housemate, and so on,

The assessment team was able to determine only extremely few valued roles that
service recipients were stil] holding, such as being a son or g brother. As aiready described
in the section about the need for non-paid relationships, did not do much
to support these kinds of valued family roles. In contrast, all service recipients had quite a
large range of very devalued roles imposed on them, which was expressed by many
aspects of the agency and its programing, and the big amount of negative imagery that
surrounded service recipients. Some of them might have been applied largely
unconsciously by agency personnel. A few examples follow,

l. The role of "patients,* already refered to in the paragraph that described
and expressed, for instance, through a nursing-station, hospital beds, different
kinds of therapy given to service residents, hospital Uiforms that some of the staff were
wearing, the way staff equated service recipients with their impairments (and called them,
for example, "non-verbals®, "non-ambs* or "tube-feeders™),

2. The role of “eternal children™ or "infants,"* expressed, for instance, through infant
toys and wall-decorations, the reading from a children’s book and other kinds of activities
that one would typically offer to children, but not to adults; and expressed as well through
a poem in an agency handout with the title, "Heaven’s Very Special Child.*

3. The role of "objects,” expressed, for instance, through the way people were
"positioned” in the "day-room* doing nothing for a long time; or through their
management according to the agency’s schedule, when being moved around for feeding,
getting their food and medication more or less thrown down their feeding-tubes, receiving

eardrops or haircuts (during dinner!) or being moved to the bathrooom and gotten ready
for bed.

4. The role of a "burden of charity," expressed, for instance, through donation-signs
in the hallway or through some of the agency’s funding sources.

5. The role of & "menace* who threatens him- or herself and others, expressed, for
instance, through physical restraints (a child was sitting with his hands bound together),
the holding down by several staff of a man who expressed his anger and discomfort
physically, and the consequent warning to team-members that he is dangerous while
calling him "little bastard“ (by the way, this gentleman was dressed in a way that was
remindful of a prison-uniform). As mentioned above, there are many ways to project an
image message and a devalued role. Sometimes the explicit verbal formulation can impact
much more forcefully on an observer then a message sent by an environment or an activity,
which was the case here.

6. The role of "others* or society’s outcasts, expressed, for instance, through the
agency’s location at a place where people who are devalued for different reasons are
congregated together; expressed also through the lack of care about people’s personal
appearance which made them look odd, unpleasant, and made their handicaps more visible
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than they ought to be; and expressed as well through the already mentioned poem
("Heaven’s Very Special Child"),

7. The role of "object of ridicule®, expressed through clown-pictures.

8. Death-imaged roles, such as the "nearly-dead” or "better-off-dead.” Thesge roles
were expressed, for example, through a plaque in the entrance-hall which showed the
names of already dead service recipients and very obviously left space for the ones that
were poing to die; they were also expressed through the proximity to the nursing home
which is usually a last place for people before they die; they were expressed through staff
using the term "travel boxes for the equipment in which some residences sat or lay (one
might ask where people might travel to in a box if not to their graves?); and through the
situation during a fire-alarm, when nobody bothered to help service recipients to get out of
the building but staft’s first reaction was to leave.

The team found that the ways in which service recipients were presented to other
people by the agency, and the expectancies that were held about them, were
overwhelmingly negative: who would want to be around such people, or even do
something positive for them. if one were not getting paid in doing so? And what
alternatives do service recipients have in their situation than to adapt to these negative
role-expectancies and start becoming patients, children, objects, menaces or persons who
are waiting to die?

Especially when people are cast into multiple devalued roles, one can expect a great
deal of harm being done to them; and whenever people are cast into death-roles, one can
expect that there are forces at work which threaten and/or shorten their lijes.

Disrespect. At this point, it does not seem to be necessary to elaborate in great
detail why the assessment team thought that the agency did not address service recipients’
need for respect: it is very hard to maintain one's dignity, and to be respected by other
people, if one does not have a home, friends, something meaningful to do; sits around with
a towel wrapped around when strangers come to visit; gets deindividualized and stripped
of one’s possessions, has all kinds of negative roles imposed, and can observe one’s empty
space on the agency’s death plaque,

Quite aside from all the other good reasons for fostering respect, there is one
particular reason why it is important, which is that if staff can not be sustained in holding
respect for the residents, then they will almost unavoidably treat service recipients badly
which in turn diminishes their own moral identity, And as experience in human services has
shown, this often happens permanently and irreversibly,

Recommendations

The team spent considerable time trying to see how service recipients needs could be
effectively addressed. The following recommendations focus only on the most important
points which, if implemented, would be very likely to result in positive changes in other
areas as well,

On the one hand, we could offer a lot of recommendations of how to mak (I
-a better institution.* Some things discussed above already imply what could be
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done. For instance, staff could use a more respectful language; residents could be involved
in activities that are age- and culturally-appropriate; the wall-decorations that carry
negative images could be exchanged for ones that project positive ones; better personal
care could be provided; and so on. On the other hand, the team concluded that even with
these improvements, the program would still be unsalvagable, which means that most of
the recipients’ needs could never be addressed within an institutional structure such as

and a lot of the problems described above would still exist. Probably, such
a program would never be able 10 get a good score ar a PASSING evaluation. We
therefore recommend to close down the program after having found or created better
living arrangements for individual service recipients,-and after perhaps having evolved a
different mission for the agency.

Whatever the agency descides to do (enhance the quality of the existing program or
close down the program and offer another one instead), we suggest the following two
measures first,

staff and administration should strive to become more conscious
and more honest about the social realities that people with impairments face.
Consideration of the social realities of having an impairment represents a fundamentally
different mindset than the common perspective which locates the problems faced by
impaired people solely within the impaired person. Focus on people’s impairments alone,
and the related unconsciousness of social realities, leads people to de facto blame service
recipients for the bad situation they are in, and detoxifies the roles that society, human
service agencies and other parties play in creating and maintaining their negative life
circumstances. Human service workes quite often believe that they do good things for
recipients, even when in fact, the opposite is the case, and they are being used by interests
that are clearly not the recipient’s. This contributes not only to the oppression of devalued
people but also decreases rationality and moral judgement on the part of service workers.
It is beyond the scope of this report to offer analysis of the broad societal dynamics of
devaluation, of the ways that those dynamics (and other negative ones, such as economic
ones) shape service systems and service agencies, and of how the broad dynamics and
service patterns commonly have a negative impact on the lifes of devalued people, The
team can recommend that service leadership personnel attend Social Role Valorization
workshops to study, and then to consider. the reality and impact of societal devaluation.
This, in turn, would allow for a better understanding and fuller consideration of the issues

described in this report.

Z*IMT and leadership should acknowledge that knowing individual
service recipients’ backgrounds, identities. needs and vulnerabilities a the most central
prerequisite® for offering relevant services to people. Therefore, if' one wants positive
changes to happen, they should be based on an intimate knowledge of individual service
recipients.

The sections that follow will deal with descisions to be made by the agency if it
decided to close down the currently existing program, and possibly to start a new one.

Generally, all program activities should stay within the purview of a residential
service. Purview refers to the scope, or limit of influence, in service recipients’ lives that
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would generally be perceived as being appropriate for a particular kind of service or
agency in order to address recipients’ needs. For instance, people wouid expect a
restaurant only to serve food to people, but not also to repair shoes--although the
customers might very well have a need for shoe repair as well. Very similarly, a vocational
program would not be expected to provide housing, or vice versa.

So, in regard to an agency such (NN the general purview would be to
gither provide, and/or arrange/mediate for living situations that come as close to the

culturally valued analogues as possible.

So if the agency decided to close down the existing program and to start a new one,
the following questions would have to be considered, and descisions would have to be
taken accordingly.

1. It should be determined which people any new program should serve, what kinds
of services would be most relevant to their most pressing needs and should therefore be
offered, and in which ways these services should be provided in order to be effective,
culturally valued and not harmful,

For instance, the agency would have to decide whether to serve adults, or children,
and to what extent their families as well, If it decided to serve children and their families,
then the next step would be to determine whether to offer support to already existing
families; or the agency could arrange living situations for children who do not have
families with whom they can Iié; ot it coutd do bath. Support to families and children
might include such things as providing families with information and/or conacts to other
people or organisations that might be helpful; providing or arranging for good physical
care for the children, if not offered by family members themselves; providing respite for
family members; fostering and supporting contacts and relationships for the children with
non-handicapped peers and possibly other valued people who might be important in the
children’s tives: heiping the children to develop and exercise personal interests; supporting
parents to ensure that their children’s schooling needs are properly addressed; and so on.
Arranging for living situations for children who do not have families is what a child-
placement agency would do, and would include, for instance, finding adoptive or foster
parents who are able and willing to provide a pood home and good parenting for
individual children; matching children and parents well, providing the support necessary 10
make a placement successful (such as the kinds of support described above) and arranging
for safeguards and support in case a placement is not working well.

If the agency decided to serve adults, then it would have to determine whether it
wants to offer a program that supports others to provide services (i.e., to arrange for and
support individual living situations for service recipients with valued non-handicapped
people--which could be family-members, other people who want to share a house or an
apartment, a residential cooperative or a community), or if it wants to operate a program
or project itself, such as, for instance, small group homes.

Although a single-person household would be consistent with the culturally valued
analogue, as many valued people in American society nowadays live alone, the team
thought that it would not be an advisable option for current service recipients, Taking into
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account their impairments and their consequent dependence on more competent people,
living alone would very likely result, first of all, in loneliness and inactivity, as recipients
are dependent on other people’s support for almost all activities in life, and secondly very
likely in failure and/or a lot of harm happening to them, as nobody might be present when
the person needed help.

In the first case (i.e., supporting others to provide services), the agency would either
have to find already existing agency settings or communities which would be appropriate
for individual recipients to live in, and help the person to get settled there; or it would have
to offer similar services as described above, such as recruitment and screening of people
who would be able and willing to engage in a shared living situation with a person who is
handicapped; to match the two (or more) people well; to provide necessary support to
make the fiving situation work well; and to arrange for safeguards, supports and fali-backs
in case it is not working.

If the agency wanted to help start a residential cooperative, there would be
considerations that have to do with finding the handicapped people who want to live in it,
and finding and supporting the group of people who are interested in developing and
implementing the project together, which might consist of handicapped people themselves,
family members and other interested non-handicapped valued people. The agency’s role
here would be that of a consultant who would assist the group in clarifying the goals and
priorities of the project, and in implementing them one step after the other, For instance,
after having developed a clear picture of what the project should be like, the group might
need assistance with how to deal with all the issues around finding the right building, or
constructing a new one; with where and how 1o apply for funding; with identifying the
needs and necessary supports of individual residents to make the living situation work well
tor them; with developing a circle of (unpaid and paid) support for individual residents;
with the recruitment of' the suitable non-handicapped people to live in the cooperative or
with a handicapped person: with how to help residents to develop friendships and
relationships with other people in the cooperative and in the larger community; with how
to get access to relevant community reéources; and so on.

In the second case (i.e., operating a residential project), the agency would have to
find the right people to live together, to rent or purchase the right building in the right
neighbourhood, and to engage residential staff to provide needed services, such as
personal care, support to develop relationships outside the home, and so on.

Whatever service model the agency wants to implement, it might be heipful for
leadership personel and staff to visit already exist ing programs and projects in other places
in order to learn about their ways of providing services.

2. After having developed a clear picture of what to offer to which group of
recipients and in which ways, then of course those curre_m* recipients would
have to be identified who would nor be served best by the planned service model, and
alternative living situations and support would have to be found for them as well.
Theretfore, the agency would need to cooperate with other existing agencies in the area
that are in a position to provide the needed services.
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The last section will discuss some issues that will arise, regardless of which service
model(s) the agency might decide to offer.

The first issue is finding valued people who would be interested to get to know, and
to be involved with, individual service recipients, even though they do not reside together,
A starting peint here could be- q staff using their own contacts and
friendships to individuals and groups within the community; and to introduce service
recipients to, and foster relationships with, these people on an individualized basis.

Instead of recruiting volunteers to serve the agency, volunteers could be encouraged
and supported to engage service recipients directly and personally in activities that the
volunteers themselves enjoy doing, and to introduce them to their own circles.

Additionally, there should be much more support and encouragement for family
members to visit and spend time with their handicapped members; and families who have
lost contact to their handicapped members should be encouraged and supported to resume
the relationship.

Sometimes, just one meaningful relationship with one person (e.g., being in the
valued role of a friend) opens the door to other relationships and to other good things in a
person’s life, A socially valued person being in an enjoyable and reciprocable relationship
with an impaired person in valued contexts and valued settings can often help other people
to give up their negative sterotypes, and to see at least this one handicapped person as a
person and as similar to themselves in many important ways, even if they still hold negative
stereotypes against handicapped people as a class. This means, that such relationships
should be (a) freely-given and unpaid, (b) fostered on a one-to-one basis, and (c) take
place in valued settings in which other valued people also interact with each other,

Secondly, it is very important that the agency becomes conscious about the images
that surround service recipients, and strives to replace negative images by positive ones.
As already explained, this is especially important when one tries to get valued people
involved with service recipients, and when helping service recipients to enter valued social
roles, because people treat other people. and offer opportunities to other people, very
much according to how they perceive them, and according to what they hold in their
minds about them. Therefore it is important to present service recipients in the most
positive--but still realistic--fashion.

Areas that are especially important here are that recipients project a positive
personal appearance; that they are seen as being engaged in activities that are culturally
valued and appropriate for their ages; that these activities happen in typical places and with
valued people who are not staff, and that the language that is used to speak with service
recipients or to refer to them is respectful,

Thirdly, the ways in which physical care is offered to service recipients should be
reconsidered, As already described, good physical care would not mean to straitjacket a
person 1o an agency’s schedule, but would be very indivdualized and would be offered
when the person needs it, and as often and as long as the person needs it. It would be
offered by people being sensitive to that person and willing to stay for a long time, and
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therefore get to know the person well. And if assistance in very intimate areas is needed, it
would preferably be provided by people of the same sex,

Of course, at least some support that now is seen as part of recipents’ personal care
offered by paid staff (such as, for instance, assistance with eating) may not have to be
offered by paid staff if the person lived in a shared living situation with other valued and
competent people, but might be provided by the people with whom recipients live, So paid
staff’s time could be spent much more effectively in areas in which services are not offered
naturally.

Fourthly, as mentioned, because the best possible maintenance of health is of critical
importance for people with such severe impairments, and.good medical care can be life-
saving, there should be special emphasis in ensuring that recipients medical needs are
properly addressed by appropriate parties. and that medical means are nof used for
purposes that are non-medical in nature {such as feeding tubes replacing people taking the
time to administer food to somebody naturally).

Fifthly, in case this kind of service is not provided by the people with whom
recipienis live, service recipients should be helped to acquire a culturally- and age-
appropriate amount of possessions. This includes, for instance, that service recipients get
support in acquiring and maintaining possessions. and dealing with their finances through
somebody who does not have a conflict of interest in doing so; that they have enough
personal space in their home to store their possessions in; that they get protected from
possession-stripping, and so on.

Sixtly, the agency should continue to advocate for other services to provide
adequate services in the area of school, work or meaningful day activities,

And seventhly, the team acknowledges that the kinds of services described above are
very chatlenging work for staff, and it is humanly understandable how attitudes and
disciplines might be eroded over time. One of the big contributers to this kind of erosion is
that, quite often, human service workers are asked to do the impossible, For instance, the
question arose whethe ()€ had unfilled staff slots, or what other reasons there
might have been that only relatively few staff were working directly for recipients at the
time of the assessment. Quite often one can observe that within agencies and human
service systems, there are forces at work that lead to a reduction of time and money spent
for direct care staff, in favor of more remote parties or parts of an agency or a human
service system, that has much less influence on the close surroundings of the recipients.

So, a major bulwark against such erosion of human attitudes and disciplines is, first
of ali, constant consciousness-raising and support provided to human service workers; and
secondly, to ensure that there is enough staff, so that individual service workers can, in
fact, offer good services,

As far as the team could determine, all the recommendations sketched above wouid
be within the purview of the agency, if it chuse to redefine itse!f. They might be hard to
impiement, and it might mean that the agency would have to renegotiate with funders, but
they are all things the agency could do. In fact, other agencies all over the country do
exactly these things, and many of them started out pretty much lik
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Global Quantitative Scores

The assessed service received a total PASSING score of -889, which is within the
range of “totally inadequate/disastrous.” Since PASSING assessments first began to be
conducted in 1983, the vast majority of assessed services have attained negative scores,
and even among those that have scored positively, not many have scored very high,

in PASSING, there are a variety of sub-scores, broken down by rating areas, as
described in the aforementioned appendix to this report, entitled “Overview of
PASSING.” The assessed service performed as follows on the PASSING subscores:
Program Relevance: " Totally inadequate™ (-50 in the range of -50 to +50).
Program I[ntensity: "Totally Inadequate™ (-175 in the range of -188 to +188).
Program Integrativeness: " Totally Inadequate™ (-173 in the range of -217 to +217),
Program Image Protection: "Totally Inadequate* (-298 in the range of -339 to +339),
Program I'elicity: " Totally Inadequate™ (-193 in the range of -206 to +206).

For a breakdown of the service’s score on each rating, please consult the
Scoresheet/Overall Service Performance Form, found at the end of the report.

CONCLUSION

People who are familiar with evaluations conducted with PASSING and/or related
or similar instruments such as PASS (Wolfensberger, W., & Glenn, L. [1975; reprinted in
1978]). PASS [Program Analysis of Service Systems]: A method for the quantitative
evaluation of human services [3rd ed.]. Toronto: National Institute on Mental
Retardation) or Mode! Coherency Impact (Wolfensberger, pilot edition) are aware that
reports of such assessments are not ahwvays well-received. Recipients of a report may not
be familiar with the rationales that underlie such a tool, or--in the case of PASS and
PASSING--with its specific ratings and rating clusters; or they may know the rationales,
but disagree with them; or recipients may feel that evidence collection by the team, or
team expertise, were deficient--and on occasion, this is correct. However, while an
assessment by a tully qualified team could be assumed to be competent and accurate, such
an assessment is also very expensive,

No matter how this report is accepted, we routinely recommend that persons
associated with the service assessed (such as board members, service workers, advisors,
sometimes recipients or their families) avail themselves of the opportunity to become more
familiar with PASSING and Social Role Valorization, as can be done by reading the
PASSING Ratings Manual, as well as other publications. Even better would be to
participate in future Social Role Valorization and PASSING workshops.

The team appreciated the cooperation of the servers and recipients at the service,
and their patience at having their routines disrupted, and in dealing with a barrage of
questions. We very much hope that the findings of the team are helpful to the service, and
that some other PASSING team in the future will have a similar opportunity for such a
valuable learning experience.
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A Brief Overview of Social Role

Valorization
Wolf Wolfensberger

Abstract: Soclal roles dominate people’s lives, and people largely percelve them-
selves and each other in terms of their roles. The value people attribute to
various social roles tends to decisively shape their behavior toward persons
whom they see in valued or devalued roles. Those in valued roles tend to be
treated well and those in devalued roles, ill. The most current and recently
revised version of the Social Role Valorization (SRV) schema is presented in
condensed form, showing how social tole theory can be recruited for designing
very powerful practical measures to pursue valued roles for mentally retarded
and other persons or classes at risk of soctal or even socletal devaluatlon, to
upgrade the perceived value of the roles such petsons already oceupy, andfor to
extricate such persons from devalued roles.

Introduction

Soclal Role Valorisation (SRV) is a high-
level and systematie schema, based on social
role theory, for addressing the plight of people
who are devalued by others, and especially by
major sectors of their society. It grew out of the
Wolfensberger formulation of the prineiple of
normalization, the most detailled expositions of
which are found in Wolfensberger {1972),
Wolfensberger and Glenn {1973, 1975}, and
Flynn and Nitsch {1980). In wurn, Wolfens-
berger’s normalization formulation was inspired
by Bengt Nirje's (1969) seminal statement of
the principle of normalization.

Although the normalization principle be-
came foundational to service pracice in men-
tal retardation, and to a lesser extent in other
ficlds, it has been persistently and massively
misinterpreced {e.g., Wolfensherger, 1980; see
also Flynn & Lemay, 1999). This has been less
the case with SRV, and the author hopes that

Ediier's Note. This nuthor has  tong-stsnding tmadition,
explained in his exclice nrticles in AAMR publications, of
not uting people-flat Ianguage. The editor has watved this
requirement In this specific lnsrance.~S. . T.

this overview will further clear up misunder-
standings, especially a5 I try to respond to ear-
lier ¢riticisms and incorporate the fruit of
deliberations by many people since the first—
and until then, only—overview of SRV in this
journal was published (Wolfensberger, 1983).
Since then, SRV has 50 much evolved that it
can no longer be considered a version of nos-
malization, and much less a renaming thereof.

The key premise of SRV is that people’s
welfare depends extensively on the soclal roles
they occupy: People who fill roles that are posi-
tively valued by others will generally be afforded
by the latter the good things of life, but people
who fill roles that are devalued by others wlll
typically get badly treated by them. This im-
plies that in the case of people whose life situa-
tions are very bad, and whose bad situations are
bound up with occupancy of devalued roles,
then if the social roles they are seen as occupy-
ing can somehow be upgraded in the eyes of
percelvers, thelr life conditions will usually
improve, and often dramatically so.

In SRV, there is much discourse about
people, their toles, or their soclal images being
valued or devalued by others. To devalue some |
entity means to attribute low value to it, or less

Un bref survel sur la valorisation des rdles
seclaux

W. Wolfensberger

Les r8les sociaux dominent la vie des gens, et
cenx-ci se pergoivent prandement eux-mémes et
les autres, en fonction de leurs rles. La valeur
attribuée par les pesonnes aux différents rles
soclaux tend 3 fagonner de Fagon déclsive leurs
comportements envers les gens qu'll pergolvent
dans des rdles valorisants ou dévalorisants, Ceux

Mencal Retardation, Apeil 2000 105

dont les rdles sont pergus comme valorisés ont
tendance A &cze bien traleés, alors que ceux done les
t0les sont pergus comme dévalorisés, ne sont pas blen
tealtés, La plus técente version du construle
«Valorisation des edles soclaux» (VRS) est présentée
dans aa forme condensée. Elle permet de volr com-
ment la théorle des rbles soclaux peut tere utilisée
pour mesurer de fagon pratique et efficace Ia
poursulte d'un r8le soclal valorisé ches les pecsonnes
présentant un retard mental ou cher les autres
personnes & risques de dévaluation toclale ou
sociéeale, pour aupmenter Ja valeur pergue des 1les
que ces personnes occupent présentement, et pour
dégager ces personnes de leurs tbles dévalorisés,
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would reduce thelr accident rate and, hence,
improve their performance, whish in SRY is
subsumed under the competency construct.

¥urthermore, in this brief presentation,
relatively lizzle has been said about the vast
number of measures one could pursue on higher
systemic levels, especially the socictal one.
However, cwo things should be clear. (a} There
is a strong feedback foop between changes in
or by individuals, groups, and classes and
changes in and by sectecy. (b) Effors to change
larges socinl systems may have more pay-off but
could make a very long time—and could fatl,
whereas onre has vastly better prospects ot early
succass on the scale of Individuals, groups, spe-
cific agencies, etc. Also, i socieral change is
one’s goal, one should use appropriate, and
raultiple, social change strategies, only some of
which are SRV measures.

Further Resources on Social
Role Valorization

The licerature on SRV and the normaliza-
tion principle is too vast to be dealt with here.
A great deal of It Is teviewed In Flynn and
Lemay (1999), who provide an overview of 25
years of history, thinking, research, and eritique
on these topica. Some of the earlier izersrure
hss been rendered brrelevant by the more te-
cent evolution of SRV as sketched In this ar-
ticle and in more dezall in 2 1998 monograph
{Wolfensberger, 1958). The most up-to-date
lengthy wricten exposltion of SRY Is found in
Race {1999}, and che moat detailed spplication
1o service providers Is found in Wolfenaberger
and Thomas {1983) and s sclll concordant with
the moce recant SKV work. Howsever, the most
dersiled sxposition of SRY is not found In print,
byt st SRV training courses {from introductery
1o advaneed levels) held mostly in the United
States, Canada, and Australia. Thus, people
who want to leam how to spply SRY system-
alcally and to its full potentlal would have to
study it in 3 much more substantial fashton than
is provided here.

Conclusion

Role nruonn»brnubnng&«no!n&:—
tool for analyzing and explaining what happens
te impaired andfor devalued people and for
eraking action measures to protect them from
all sores of bad chings being done o them. Sur-
prisingly, role theory and its findings hsd enly

been moderately exploited to chis purpose prior
to the advent of SRV.

There Is much controversy sbout the valu-
ation of roles, of persons or people, and of the
religious or philosophical construct of penson-
hood. Hewever, one thing Is pacently obvious:
Being in roles valued by a percelver makes it
more lkely that this peteeiver will do good
cather than bad things to and for one. Thus, all
that has been covered botls down to putting
good things—or at [east, less worse things—
about some persan, group, of <luss lnto the
minds of those others who are in a position to
do good (ot less worse) things to them. Ifpeople
have and hold good things in thelr minds about
others, they ate more likely to do good things
to them, just-as if chey hold bad things in thelr
minds about and towsrds others, they are Likely
to do bad things to them. Relatedly, one could
vicw SRY 2z 2 way of helping people to do what
they really should want to do, znd a3 2 way of
working toward 2 soclety In which {in the wotds
of the French personalin Perer Maurin, 1897)
ﬂncﬂ_ﬁmﬂvﬁ_ns_uanoom..ﬂwnimnvﬁm
practice of SRV would accomplish this by mak-
ing It easler for people to value othess, or to at
ledst devalue them less.

However, one could ke away some wrong
\deas from this extremely short presentation. For
instance, although SRV {3 2 rather high-level
conceptual scheme, and 2 pansimontous one at
that {in being able to polnt to 2 vast number of
actions on all levels of sociat orgunimation and
1o Incerporate the theorlzing and findings of
many other empirical theories), It has fts limi-
arions, as do all schemas, These are not de-
ailed In this short article, but no one should
be surprised that SRV will not prevent wars,
defeat ditease, eliminate poverry, correct all
invalid scereotypes, heal all wounds, ot even
climinste mental rexardation or make it 2 val-
ued condition.

Finally,  want to emphasize again that even
though SRV is the practical application of the
knowledge of socla) sclence, such an applica-
tion must be guided by values—and, therefore,
some form of de facto religion. Soclal Role Valo-
cization mines a wide mange of soctology and
psyehology, it explaing an entire range of phe-
nomens arcund soclal valuation and devalua-
tion, it predicts what will happen o people
when they are subjeet to certain valuing or de-*
valuing conditions, and It offers guldance 21 10
what one might be able to do sbout any of this
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if one so chooses, But whom one decides to
value or devalue, and for whom one decldes to
seek more positive roles, valuation, and life
experiences in soclety, and how far one wants
to pursue this—these are all de facto religious
decisions, not sciencific ones, as explained in
mote detail in Wolfensberger {1995).
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Appendix C,

SYRACUSE UNIVERSITY
TRAINING INSTITUTE FOR HUMAN SERVICE PLANNING,
LEADERSHIP AND CHANGE AGENTRY
805 South Crouse Avenue
Syracuse, New York 13244-2280
Telephone 315-443-4264

Revised February . 1989,
June, 1990
September, 1995
OVERVIEW OF “PASSING™

ANORMALIZATION/SOCIAL ROLE VALORIZATION-BASED HUMAN SERVICE EVALUATION TOOL

Introduction

Starting in the summer of 1979, the above Training Institute (TI) developed a new evaluation instrument
based on the implications of Social Role Valorization (Wolfensberger, 1983b, 1984, 1985; Wolfensberger &
Tullman, 1982}, the successor to what was known as the principle of normalization (Wolfensberger, 1972, 1980).
This instrument is called PASSING, which stands for Program Analysis of Service Systems’ Implementation of
Nommalization Goals (Wolfensberger & Thomas, 1980, 1983). It is partially derived from the PASS
(Wolfensberger & Glenn, 1973, 1975) method of service evaluation, which stands for Program Analysis of
Service Systems. PASSING substantially replaces PASS. The residual uses of PASS are described in a separate
flyer on it that may be requested from the Training Institute, free of charge.

PASSING's Purposes

PASSING was designed to try to meet the need for an evaluation method which would be able to do the
following.

L.

Assess the quality of human services in relation to their adherence to Social Role Valorization
(SRV) after normalization had been reconceptualized as SRV. SRV posits as the most
important goal of service the establishment of valued social roles for people who are societally
devalued or at value-risk. However, the term normalization rather than SRV 1s still
encountered in PASSING, because the new term SRV, to reflect the new insights, had not yet
been coined when PASSING was at the printer’s. PASSING thus incorporates the SRV
concept while still using some old normalization language. PASSING assesses only those
aspects of service quality which reflect a program’s adoption and implementation of SRV.

Teach and explicate SRV and its implications very thoroughly and specifically. PASSING is
the most extensive printed resource so far on the SRV concept and its implications.

Be universally applicable, i.¢., applicable to all, or at least most, services to virtually any group
of people.

Have content, format, and procedures that would enable most motivated, literate and reasonably

intelligent people, including ordinary citizens and service recipients, to leam SRV principles and apply
them in the evaluation of human services.

THE TRAINING INSTITUTE IS PART OF

THE DIVISION OF SPECIAL EDUCATION & REHABILITATION OF THE SCHOOL OF EDUCATION.
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5. By virtue of being made accessible to larger numbers of people (no. 4 above), enable agencies and
localities to train a sufficient number of evaluators to be able to conduct regular evaluations of local

services. It should thereby be more feasible to adopt PASSING than PASS in a given locality as an
instrument for regular, ongoing, and repeated evaluations of local services of any type, provided that
PASSING training were available in the area or nearby on a routine basis with PASS, this has been an
obstacle because the amount of training required to bring people to competency as PASS evaluators has been
more than most locales could reasonably undertake, especially on an ongoing basis, so most agencies

that wanted to use PASS have had to depend extensively on recruitment of outside evaluators, which

greatly increased evaluation costs.

6. By enabling a significant proportion of people access to systematic service evaluation with this
instrument, local change agents would be able to foster greater understanding and acceptance of SRV
ideals among local decision-makers and the citizenry.

PASSING’s Characteristics

Altogether, there are 42 “ratings” in PASSING, i.e., 42 separate criteria derived from SRV against which a
service’s performance would be measured. (In PASS, there were 50 ratings, 34 of which were in the
normalization category.) These 42 criteria are organized in PASSING into the following 2x4 schema.

47

SERVICE FEATURES BEING ADDRESSED
FEATURES RELATED FEATURES RELATED
PRIMARILY TO PRIMARILY TO
CLIENT SOCIAL CLIENT COMPETENCY
IMAGE ENHANCEMENT | ENHANCEMENT
PHYSICAL SETTING 11 Ratings 6 Ratings
HUMAN SERVICE-STRUCTURED
GROUPINGS & 7 Ratings 6 Ratings
SERVICE RELATIONSHIPS
SERVICE-STRUCTURED
DOMAINS | ACTIVITIES 3 Ratings 3 Ratings
& OTHER TIME USES
BEING 6 Ratings on
MISCELLANEQUS/OTHER language, no ratings as vet
ASSESSED symbols, & images

All ratings in PASSING are categorized as to whether they primarily affect clients’ image or personal
competencies; these are the two major goals of SRV. Ratings are further subdivided within these two major
categories into one of four service domains: physical setting of service; service-structured groupings and other
relationships among people; activities and other uses of time within a service; and miscellaneous. There are thus
eight potential categories into which a PASSING rating might fall.

Each of the 42 ratings is located in one of the above cells, depending on (a) whether it most affects clients’
social image or personal competency, and (b) the service action or domain through which it may be accomplished,
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Each rating in PASSING consists of five sections:
1. A narrative explanation of the rating issue, called “General Statement of the Issue.”

2. A*Rating Requirements and Examples Chart,” which has four columns: one contains a brief
statement of the rating issue and focus; one gives one or more examples of the rating principle
as actualized in normative society; a third gives one or more examples of the rating principle as
actualized in hypothetical human service situations; and the last provides one or more examples
of human service violations of the rating principle.

3. A “Differentiation From Other Ratings” section, which explains how the rating at hand differs
from other ratings with which it is most likely to be confused.

4. A chart entitled “Suggested Guidelines for Collecting and Using Evidence,” which lists typical
sources of evidence for the rating, some key questions that must be answered in order to make
a judgment on the rating, and some important and often overlooked considerations in regard to
the rating.

5. Criteria for a continuum of five “levels” of service performance (explained below), called
“Criteria and Examples for Rating Level Assignment,”

Each rating in PASSING has five levels, i.¢., statements about a continuum of service quality and service
performance on the particular issue assessed by the rating. Each level represents the same degree of service
quality across all ratings. That is, Level 1 stands for the same level of quality on all 42 ratings; Level 2 stands
for the same level of quality on all ratings; etc.

The rating levels are structured to form a balanced continuum, where the lowest level (Level 1, atrocious
performance) represents the opposite of the highest level (Level 5, the “attainable ideal™), the intermediate levels
(Levels 2 and 4) represent opposites of each other, and the middle level (Level 3) — the fulcrum of the balance—
represents a service performance that is a balance of both strengths and shortcomings, so that the good and the
harm done cancel each other out. The percentages of weight given to a particular rating are distributed the same
way (within rounding error) across the five levels of each rating. Thus, each Level 1 = -100% of the weight
assigned to a rating, each Level 2 = -70%,_ each Level 3 = 0%, each level 4 = +70%, and each Level 5 = +100%
of the weight assigned to a rating.

Level statements of service performance in PASSING are phrased in terms of the likelv impact that service
practices will have on clients’ image or competencies, because it cannot always be known with certainty that a
particular outcome in terms of denigration or enhancement of clients’ image or competencies was caused by any
one particular service feature.

PASSING’s Relationship to Other Materials

PASSING-related materials are published in several volumes, some of which are equally usable with PASS,

1. The core of the series of PASSING-related publications is the Normalization Criteria and Ratings
Manual, which currently also serves as the major text on SRV, It is available from the Citizen
Advocacy Office of Onodaga County (650 James St., 3rd floor, Syracuse, NY 13203, USA;
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telephone 315/472-9190). This manual contains a brief introduction to, and overview of, SRV
discussion of major SRV/normalization issues and goals; and narrative, principles, examples, and
guidelines for each of the 42 ratings that comprise the instrument.

2. The French edition of PASSING was published in 1989, and is entitled PASSING (Programme
d’Analyse des S es de Services Application des Buts de Ia Valorisation des Roles Sociaux):
Manuel des criteres et des mesures de Ia valorisation des roles sociaux. (2ieme ed.) This version of
PASSING incorporates some improvements over the original English version. It is available from: Les
Communications Opell, 665 Bathgate Dr. #2112, Ottawa, Ontario K1K 3Y4, Canada; phone 613/749-6181.

3. Guidelines for Evaluators During a PASS. PASSING., or Similar Assessment of Human Service

Quality. This is essential for the conduct of a valid and reliable assessment. It provides instructions to
evaluators on how to prepare for an assessment, and how to conduct themselves at each stage of an
assessment. Therefore, it is imperative that people obtain this monograph if they will be participating in
a PASSING or PASS assessment, or if they want to become knowledgeable about PASSING and/or
PASS for other reasons.

Quantity discounts on books are available from all the above vendors.

As of mid-1990, a small monograph-length overview of SRV is in preparation. It constitutes a more
extensive introduction than appears in the PASSING Manual, and could be useful as a preparation for learning
PASSING, or for other purposes of intreducing people to SRV. Tt is being published in Swiizerland, and is
available in English, French, German, and Italian. Contact the Training Coordinator at the TI for more
information,

The Training Institute also has available a number of materials useful for teaching people SRV and
PASSING. These include a slide set of approximately 1000 slides, and lecture modules for conducting a standard
2 or 3 day introductory SRV workshop and 2 4 or 5 day introductory PASSING wotkshop. However, these
lecture materials are only released under strictly controlled conditions. Contact the Training Coordinator at the TI
 for more information on the availability of these various teaching materials.

Several other monographs are envisioned (some aiready in draft form), but not vet available, including:
PASSING Handbook, which will be comprised of background/explanatory material on how the instrument is
structured, how to adapt the instrument for use in extraordinary circumstances, explanations of how the ratings
were weighted, etc.; guidelines for written and oral reporting of assessment findings; the arrangements for, and
follow-up on, an assessment with an agency; a manual for PASS/PASSING trainers; a PASS/PASSING theory,
research, and utilization series; etc. This modular approach to publication will permit users to buy only those
parts that are of use or interest to them, as weil as permitting the separate revision of modules so that users do not
have to replace the other parts as well.

A bibliography on SRV, PASSING, and PASS is available from the Training Institute: write for information
on obtaining this bibliography and its current cost.

Special instruction on how to use PASSING in combination with parts of PASS are available from the
Training Institute for $10.

49
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The development of the first edition of PASSING was carried out during 1979-1980 under a contract

between the TI and the County of Dane (Madison, Wisconsin) Developmental Disabilities Services Board, This
edition was never availabie for general distribution. The revision and continued development of PASSING was
supported by a grant from the Research Foundation of the National Easter Seal Society, from which came a
second improved edition that was published for general use by the National Institute on Mental Retardation (now
called the G. Allan Roeher Institute} in Toronto, Ontario (publishers of the Normalization and PASS texts), and
PASSING training is now available through several bodies in a number of countries around the world
(information on request).

For further information about PASSING, or PASSING training materials or workshops, please contact the

Training Coordinator at the Training Institute.

10.
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