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INTRODUCTION

Background of the Assessment

On the 2nd and 3rd of November, 1994, a team of seven (7) 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
normalization * quality of human services. This workshop was sponsored by the
New Hampshire Alliance for Values Based Training. The method of service
assessment being taught in the workshop was the PASSING technique
(Wolfensberger, W., & Thomas, S. PASSING {Program Analysis of Service Systems’
Implementation of Normalization Goals) : Normalization criteria and ratings
manual. (2nd ed.) Toronto: National Institute on Mental Retardation, 1983.) The
participants in the workshop were all workers in a variety of human services (but
especially in mental retardation services), and came from three states (New
Hampshire, Pennsylvania and Massachusetts). A list of the members of the team
that assessed this service can be found after the Table of Contents page of the report.
This team also visited and assessed one other service as part of its training
experience, and 2 additional workshop teams also visited and assessed two services
each.

* Since 1983, normalization has been reconceptualized and renamed as Social Role
Valorization, abbreviated SRV. For references that explain this development, see
the enclosed “Brief Overview and Introduction to the Principle of Normalization.”
(Appendix A) However, while PASSING embodies this new conceptualization, it
still uses the language of normalization, because the new term has not yet been
coined at the time of PASSING’s publication.
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Overview of the Assessed Service

s a small sheltered workshop

hereafter referred to a

locate
component of a larger non-profit agency, Th
ereafter referred to as
community Tesidential and vocational services.
‘as been in existence since 1991. It is a weaving program for clients of
@D |t currently serves six individuals, ranging in age from 27 to 55, of which four
are women and two are men. The individuals have various impairments,
including mental retardation, Down'’s Syndrome, seizure disorders, hearing and
verbal impairments, and one person labeled as mentally ill.
is located right off of a main street in a busy shopping area, among many
different shops, stores, restaurants and offices within easy walking distance. The
exterior of the shop is typical and matches that of the other shops in the area. The
interior is divided into three main areas - a front display area with the shop goods
on sale, a work area with 7 looms and a desk, and a break area with a small table and
chairs. The back of the shop has a storage area with shelves, and a bathroom.
Products sold include hats, scarves, handbags, rugs, placemats and
Christmas wall hangings. Proceeds from sales of goods are distributed as follows -
50% to the artisan, 50% t or materials purchase and overhead cost. In
addition, artisans agree to assist in the operation of the store, including such duties
as housekeeping, stocking and sales.‘agrees to assist the artisans to develop the
necessary skills to carry out these responsibilities.
Three individuals in staff roles work at@iii} two full-time and one part-time.
They range in age from 36 to 40, two women and one man. Some of the prior work
experience of staff includes: working with abused teenagers, being a schoolteacher
for young children, working in a day care, working at a summer camp for children
with developmental disabilities, and being a staff trainer at a manufacturing
company. Two individuals volunteer a&m a weekly basis, both women. (P
provides substitute staff t{r an as-needed basis.

provides educational,




THE ASSESSMENT TOOL, PASSING: ASSUMPTIONS, PURPOSES,
STRUCTURES AND INTENDED USES

Explanation of the Assessment Process

A PASSING: assessment is an in-depth evaluation of a service's quality. Inorder 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. The team
which assessed this service engaged in all those activities. However, if the evaluation had been for real
rether than primarily for training purposes, then there would have been even more extensive data

collection.

A typical schedule of assessment activities is as follows. First, the team meets to clarify roles,
responsibilities, expectations for each team member, and the assessment schedule. Then, after reading
documentary material on the service the team makes a tour of the neighborhood surrounding the
service. This tour is typically done by car, but may involve walking through the neighborhood too.
Then, the team conducts a lengthy interview of several hours with responsible service personnel, such as
the director, direct service staff, and sometimes one or more board members. The team then observes
the program in operation, and if conditions permit, has a meal at the service--if possible, with the clients.
At some point, the team is given a guided tour through both the interior and exterior of the setting. The
team may peruse additional documentary material, and has an opportunity to talk with clients and other

staff,

After having collected as much information on the service as possible, each team member spends 2
to 3 hours privately reviewing this information, and determining on a preliminary basis what the quality
of the service is on a 5-level scale on each of the 42 service dimensions (“ratings”) assessed by
PASSING Level I represents the poorest level of performance, and Level 5 represents the optimal level
of service quality on an issue. After each team member has completed this individual assignment of
rating levels, the team begins its lengthy intra-team discussion on the service as a whole, and on its
performance on each of the 42 ratings. This process is called “conciliation,” and during this process, the
team attempts to reach a consensus judgment as to the service performance of each of the rating issues.
This means that in the light of the team’s total evidence, team members will sometimes have to change
their minds about a level that they had previously considered to be the correct one during their private,
individual and preliminary tevel assignments. It is the team’s consensus judgments which are recorded
and reported on the Scoresheet/Overall Service Performance Form, attached to the end of this report.

Conciliation starts with a lengthy discussion on what the service is and who are the people it serves:
what are they like, what defines them, what do they need. (PASSING teams are actually privileged in
this regard, because so many services never have the opportunity to spend as much time looking in a
structured and prolonged collective context at the identities of the people they serve and their needs, as
PASSING teams do. Many services and service staff members have never had such an opportunity.)
After this, the team discusses and analyzes all of its observations and other information in light of those
42 PASSING ratings. Then the team elaborates the major strengths of the service as it perceived them,
the major recommendations that need to be offered to the service, and the major overarching issues, t.e.,
issues that sit “above” a service, so to speak, and affect a great many more specific things that go on in

it.
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Explanation of PASSING Scoring and Application

Appendix B, “Overview of PASSING." explains that PASSING is a quantitative instrument that
measures service quality on 42 separate elements or “ratings,” and that each rating is weighted with a
certain number of points, representing its contribution (relative to the other ratings) to overall service
quality. Some ratings are weighted as low as 7, and others as high as 50. The sum of all the weights of

all 42 ratings is 1000.

Further, each of the 5 levels of each rating is assigned a percentage of the total weight for that
rating. Level | (representing the poorest service performance in regard to an issue) is weighted minus
100% of the rating weight. Leve] 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
weighted 0. Level 4 (representing positive service performance in regard to an issue) is worth plus 70%
of the rating weight. Level 5 (representing the “attainable ideal” of service performance in regard to an
issue) is awarded plus 100% of the rating weight. Thus, services receive negative pomts for any Level |
or Level 2 performance on a rating; O points for any Level 3 rating performances: and positive points for
any Levels 4 or 5 that they achieve on ratings. Accordingly, the possible score 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” level of performance is
+695. which is the sum total of all the next-to-the-best levels (all Level 4's) of performance on all the
ratings. In other words, services are “expected” to perform positively on each element of PASSING,
even though there would still be room for some minor improvements in each rating area.

A total score of zero is called “minimally acceptable,” meaning that, taking ail 42 issues into
account (i.e., subtracting negative from positive scores), the service is doing neither more good that

harm, nor more harm that good. There may actually be some areas where harm is being done, but these
are balanced out by some areas in which the service is doing positively. Any total score less that 0
means that overall, more harm is done than good, even though some good may also be taking place in

some areas.

It is important to note that PASSING does not assess admunistrative or management issues
PASSING looks only at programmatic issues. 1.e., what gets done to and with the people who are
served in the light of what these people really need. There are all sorts of other things that go on in a
service that have to do with administration and management, that are done because of certain laws or
regulations, that are not done because of certain shortages, etc. Often, these things act as constraints on
programmatic quality. A simple example is that not enough money may be allocated to do what the
people being served need. But lack of finances 15 a legal, iegislative, administrative or management

Issue, as opposed 1o a programmatic one

Another aspect of PASSING is that it measures service quality from the perspective of what is
needed by the people who are served in order for them to play valued roles in society (if they do not
have one to begin with), or 1n order for them to maintain a valued place 1n society (if they already have
one), because under certain conditions valued people may become devalued Thus, PASSING.asks the
people who are using it to step into the shoes of 1he people who are being served, and 10 examine
whether service practices are good or bad from the perspective of what these peopie need to have

valued roles and identities in socrely



Consistent with the above rationales, PASSING does not accommodate for the various reasons
why things may be less that optimal--precisely because it looks at service'quality from the perspective of
the people who receive it. For example, as mentioned, a shortage of money often means that things are
not as good as they should be. But from the perspective of the person who receives the service, that is
irretevant, at least in the sense that it does not change the actual (usually detrimental) outcome. Such
realities are not irrelevant in terms of understanding the source of a problem and charting improvements,
but they also do not change the reality of what really happens to the client. Another example: some
services may not be able to do something that needs to be done because of union rules. Again, form the
perspective of the actual impact on the people who are served, that reality cannot be taken into account

in judging the quality of whatever is done by the service.

Lastly, PASSING is a demanding instrument, with very high standards for services. It compares
service practices to an ideal, though one which is practicably obtainable. At the same time, the practice
of applying PASSING to a service is not meant to be one of assigning blame for shortcomings and the
good elements of a service, regardless of where they came from, or why, or on whose initiative.



The Derivation of an Assessment Consensus

It is the standard practice in PASSING assessments that after a team studies
descriptive documents on the service being assessed, visits the service site,
interviews various service personnel and clients, and thus collects considerable
data, each team member privately and separately assigns a level to each of the 42
PASSING ratings. This individual assignment of rating levels is usually a long
process (up to three hours), and may take place while the team is still at the service
site. Team members assign rating levels by reviewing their notes and checking the
criteria for each rating spelled out in the PASSING Normalization Criteria and
Ratings Manual. After each team member has completed this task, the entire team
reassembles at the training workshop site, and spends anywhere from 8 to 24 hours
reviewing each rating, discussing the data on the service that are relevant to it, and
reconciling any differences among team members until a clear consensus or
judgment on the service’s performance on the rafing is reached. It is the final
consensus or judgment which is recorded and reported on the Scoresheet/ Overall
Service Performance Form, attached to the end of this report.




RESULTS AND INTERPRETATIONS

A Perspective on the Assessment Findings:
How to Read the Resultant Report

The major emphasis in a PASSING training workshop is on the training ‘of the participants in use of
PASSING and in Social Role Valorization. Agencies which serve as practica 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 improvernent in 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 summary of the team’s impressions and findings, such as this report. However,
whatever form such feedback takes, it cannot be as extensive, valid, or authontative as it might be if the
assessment had taken place under circumstances other than as a training exercise.

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 the findings
as reported on the attached Scoresheet/Overall Service Perforrance Form. Since the time spent by the team
in collecting data and conducting observations in a training context is necessarily lirnited, errors in some rating
level assignments are practically inevitable. 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 documentation on the service. With this
explanation in mind, a service should feel 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 most assessments and assessment reports have been found to be
accurate in at least most of their findings; and of these, some assessment reports have been extensively
utilized by the services assessed. Even in the case of weaker assessments and assessment reports, at least
some of the team’s conclusions usually have validity.

As one reads the report and attached Scoresheet/Overall Service Performance Form, it is almost
imperative that one examine the criteria for each rating as spelled out in the PASSING Ratings Manual,
mentioned earlier, especially in those areas in which a very high, very low or negative, or otherwise
unexpected score was obtained. Otherwise, the Scoresheet/Overall Service Performance Form may have

little meaning.

The Scoresheet shows the score attained by the service on each rating in the instrument, as well as the
scores for each cluster and section of ratings in the instrument. The Overall Service Performance Form
shows the total PASSING score received by the service, its performance in various rating clusters and rating
sections, and the scores the service received on each of the five subscores of PASSING. The Overall
Service Performance Form also shows the context of the assessment, lists the major issues in the service as
identified by the assessment team, and lists the major ssues in the service as identified by the assessment
team, and lists some major recommendations of the team for service improvement

Whenever the report makes reference to a specific rating in PASSING, this will be indicated as foilows
The rating number, name, and page in the PASSING Ratings 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 comfort of the service setting would be followed by (R213 Physical Comfort of Setting, p. 375)



Global Quantitative Scores

eceived a total PASSING score of -313, which is within the
“Below Acceptable; Poor” range. This report will more fully explain how the team
came to this score. Since PASSING is an instrument which is relatively new, it is
impossible to determine where this program scored in comparison to most other
programs assessed.

In PASSING, there are a variety of sub-scores, broken down by rating areas, as
described in the section of this report entitled “Overview of PASSING”, Appendix B.
The program received a relatively better sub-score, “Good; Expected”, in one area:
Physical Setting of Service, as it relates to Social Image Enhancement..

For a breakdown by rating, please consult the PASSING Scoresheet/Overall
Service Performance Form, found at the end of this report.
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MAJOR FINDINGS_AND INTERPRETATIONS

Foundation Discussion

Before detailing the major findings of the team regarding @@ it makes sense
to “set the stage” by describing the process used by the team to identify these
findings. As part of the team conciliation process described in the section of the
report entitled “Explanation of the Assessment Process”, the team held a
“foundation discussion” centered on the six individuals served A
foundation discussion typically asks the following questions:

L Who are the people served (factually & existentially)?

IL. What do these people need? What are their overall needs? What are

their most pressing needs?

.  What would ideally meet these needs?

IV. What ate the people served actually getting from the service (factually

& existentially)?

V.  What are the discrepancies, if any, between what people need and what

they are actually getting?

For clarity purposes of this report, I will summarize the team’s discussion
around questions I and II. The “Major Strengths” section of this report will speak to
some degree to questions Il and III, while the “Major Issues” section of the report
will address questions IV and V.

Who are the people served?

Six people receive services fro * The individuals all live within a 20
mile radius One person is fro the rest fro All

are semi-emploved and receive money based on the sale of their artwork. have
various living situations (e.g., living in staffed apartments, being in a supported
living situation with a family, living in a group home). The six individuals range
in independence in terms of living skills. All six people have varying levels of
family involvement. Three individuals have legal guardians. Most have moved
several times in their lives. At least one person was institutionalized at a young
age, and at least one person is on various medications. All six individuals were
attractively dressed and groomed, and were amenable to the team’s visit.

Existentially, the team felt that the theme of “clienthood” is prevalent in the
lives of all six individuals. Each individual has been a client of the human service
system almost all their lives. This has had and still has far reaching implications in
the lives of the individuals. They are all dependent on the human service system
for virtually everything - food, shelter, money, education, relationships, community
activities, employment, etc. This dependence has been constantly reinforced
throughout their lives. The team felt that these people are not expected to ever
leave the service system entirely.

* This information is additional to the information given in the section of the
report entitled “Overview of the Assessed Service”.
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This leads to another facet of clienthood - these individuals have suffered an
impoverishment of typical experiences. The six people served do not share the
common experiences of most valued people; e.g., going to school, getting a job,
making friends, getting married, buying a car, opening a bank account or going on
vacation. Related to this, the human service system and society in general typically
has held low expectations for these individuals. Such low expectations have meant
that they will never leave the service system, hold a full-time job, go to college, buy
a house or a car, get married or have children. All these are life events that most
valued people typically take for granted.

Also, the six individuals have had limited experience with true relationships.
The team felt a true relationship was a freely given relationship, one that develops
and grows naturally over time, with give and take occurring between the two people
in the relationship. Most of the people in the client’s lives are paid to be there. This
in itself is not inherently harmful; however, when the preponderance of
relationships in an individual’s life are on a paid basis, this is harmful to that
individual. Having only paid relationships in your life implies discontinuity in
your life, as well as an imbalance in how your relationships are structured. Staff
people frequently come and go in clients’ lives; for example, if they change jobs or
move. Staff also tend to hold almost all the power in any paid relationship with a
client.

These people have been “tossed around” their whole lives, without any voice
in, or control over, how their lives progressed. In addition, they have had very
limited formal education, if any, and are starved for meaningful work in their lives.
They have never been given the opportunity for true work, which in this society is
so life-defining. One result of a limited education and limited work experiences and
opportunities is that these six individuals live in forced poverty. They are
dependent on government money essentially for their survival.

What do they need?

What do the above themes tell us about these six individuals? If people are
living lives of clienthood and dependency, then they need to have control over
their own lives and to be more independent. They do not need to fulfill the role of
client as the major role in their lives. As with all people, they may need to receive
services, but they do not need to be controlled and made dependent by the service
system. Also, they need responsibility over their own lives. For some individuals
who have difficulty communicating, they may need help to communicate or strong
advocacy efforts from someone who understands them, and can speak for them and
in their best interests.

If these people are impoverished in terms of life experiences, they need to
have typical life experiences. If they are living in forced poverty, they need to be able
to earn money and have meaningful gainful employment. The team felt that some
of the individuals needed the chance to practice and cultivate their artistry, to give
them the meaningful work and sense of pride and purpose most of these
individuals were missing. If they have been part of a large service system all their
lives, they need the opportunity to express their individuality and to become part of
their local communities. For individuals who have had no deep relationships, they

12.



need long-lasting, committed true relationships, as described above in the section
entitled Who are the people served. This implies that all their relationships should
not be with paid staff or other devalued clients, but genuine relationships with
valued individuals as well.

From the above described needs, the team identified the most pressing needs
for these six individuals as the following: meaningful and ongoing relationships, to
have control and independence in their lives, and the ability and opportunity to
communicate and to be understood. This last need may imply a further need for
strong advocacy efforts on a particular person’s behalf.

13.



Major Strengths

The Concept Behin- An Artists” Coop

Following the foundation discussion, the team identified areas wherdi is
meeting the needs of the six individuals who receive services. To accomplish this,
the team used the concept of the culturally valued analogue, hereafter referred to as
CVA. The CVA is what valued members of society typically expect and receive in
their lives. For example, valued members of society typically expect to live in a
home. Although home can take many different forms (e.g., apartment, house,
condominium), there are basic characteristics of home that most valued members of
society would agree upon. This concept is useful in determining how relevant and
effective services are for devalued people.

The team felt one major strength of @i is the concept ol general,
driven by the commitment and caring of the two staff members who originally
came up with the idea to star- To better understand this finding, it makes
sense to explain the team’s concept of theii behin QPR fter visitin and
conducting interviews with staff and clients, the team conceptualize as an
artists’ coop. This concept of the artists’ coop helped the team to discern what type(s)
of services as providing, and to determine if and how as meeting the
needs of the six individuals served.

The team described an artists’ coop as a group of artists who share
communality in one {or more) of the following three areas: a forum for selling their
art, a common residence, and/or a studio in which to practice their art(s). Typically,
different types of artwork will be practiced within a coop; e.g., pottery, weaving,
painting. Each artist makes his/her work individually (either in a common studio
or a private studio) and owns their individual works. Each artist makes money
based on their artwork that is sold. The artist usually gets a percentage of the sale
and the coop gets the rest, to cover mutual expenses (e.g., rent, advertising).

In this society, art talent is typically valued. Artists are considered fairly
intellectual, with a wide range of educational backgrounds (both formal and
informal). Artists are also considered: eccentric, individualists, independent, free
wheeling and non-conformists.

The team felt the artists’ coop concept could be used to effectively meet the
needs of the six individuals. It would provide them with an opportunity for
meaningful work as well as a chance to express their artistry. The coop could
provide financial independence to the individuals. A coop would give the
individuals the chance to develop and express their own individuality. It would
provide various opportunities to form meaningful relationships, which in turn
could lead to increased opportunities for communication and understanding. All
these potential benefits of a coop would add together to give individuals more
control over and independence in their lives.

t up very much along the lines of an artists’ coop. The six artisans at
@ :i.:c 2 common forum for producing and selling their art. Each artisan gets a
percentage of the sale of their artwork. The artisans are encouraged to work on their
own designs. The six artisans have a chance to meet and form relationships with
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other people (e.g., other artists, customers, etc.). This is only a broad outline of il)-
many of the aforementioned general statements will be described in more detail
through the rest of this report. In general, however, the concept of an artists’ coop
has a great number of important potential benefits for the people served.

The team also recognized and appreciated the pioneer drive and caring of the
two staff persons who originated and created) These two individuals obviously
believe in each of the six individuals’ abilities and needs as human beings, and are
committed to helping these six individuals meet their needs through In
addition, the team is very grateful t and@iii} staff for being so open and
welcoming to our visit, which in itself 1s a strength, especially in a work enterprise
that brings one into constant contact with the public.

Quality of the Products and Pride of the Workers

The artists’ coop concept, driven by the caring and commitment of staff, leads
to the next major strength identified by the team; namely, the beautiful artwork
products made by the artists ) The team members were unanimously
impressed by the beauty and quality of all the products in the shop.

The pride and care the artisans took in weaving was obvious to the team.
Individuals were more than happy to show the team what they were working on, as
well as the artwork they had made that was on display in the shop. Not only does
this give these artisans self-esteem in relation to their art, but it images these
individuals as competent artists in the eyes of others.

For most of their lives, these people have been cast by society into negative
roles and stereotypes because of their impairments. One of the stereotypes
associated with devalued people and with people who have mental retardation is
being seen as somehow less than human. People with mental retardation are often
seen as not having the same emotions and feelings as non-impaired people.
However, to see these individuals taking great pride in their art, and fo see them
creating art, which is considered a distinctly human endeavor, does much to
counter these negative stereotypes. The coop also gives the six individuals the
opportunity to develop a sense of their own worth and individuality. Each artisan
reaps the benefits of selling their art - both the fiscal and other personal esteem
benefits. Each piece of art is unique to that artist. The coop gives these individuals
the chance to grow and develop in their chosen art, to express their individuality
through their creativity.

Features in the Phvsical Setting and the Location o

An important component of the artists” coop concept is the location of the
coop, which is another major strength identified by the team. The team realized the
importance of locating an artists’ coop in a particular kind of setting to help ensure
success, and recognized staff’s consciousness and implementation of finding a good
setting and location for the shop.

 a typical shop, located among many other shops, in a definitely upscale
tourist area. The team gav the highest possible rating on location and physical
setting and exterior, due to the ideal location of the shop and staff’s consciousness of
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the importance of physical setting. Keeping in mind the damaging sterectypes
associated with devalued people and people with mental retardation in particular, it
becomes crucial to overcome these stereotypes in as positive a manner as possible.
Physical setting and location is one avenue for accomplishing this.

Devalued individuals are at risk of being imaged by society as outcasts, as
different from valued people. Furthermore, devalued people are at risk of being
seen as incompetent and not capable of work. By locatinbn a setting that
blends in so nicely with its surroundings, it sends a powerful message that the
individuals working at(@oelong with valued people, that they are part of the
community. The aesthetically pleasing shop exterior says that the people inside care
about such things, and about where they work. As a counter to the incompetent
stereotype associated with devalued people, these six individuals are seen doing
valued work in a valued setting by customers and by the public in general.

Qpportunities for Personal Social Integration

Another major strength identified by the team, which ties into the
importance of physical setting and location, is the opportunity for these six
individuals to be integrated into the surrounding community.ps located in a
resources-rich area, with a great number of opportunities for the six individuals to
interact with the public; e.g., other store and restaurant owners and workers,
tourists, customers and shoppers. The team recognized the staff’s consciousness of
the importance of such interactions and their support towards helping them to
occur.

Devalued people and especially people with mental retardation are often seen
as “happiest being with their own kind”; e.g., other devalued, mentally retarded
people. Beyond this, individuals who are mentally retarded and people labeled with
mental health issues are often viewed as dangerous and as menaces by society.

LocatingJin such a busy area and supporting these six individuals to be
part of the surrounding community is one way to overcome these negative
stereotypes. Choosing this location shows that devalued people have something to
offer to other people. They can form genuine relationships with valued people,
while both contributing to and benefiting from such relationships.

Besides the image considerations, opportunities to form relationships and to
be integrated into the community gave these six individuals a chance to learn, in a
typical and natural fashion, how to interact with other people, what is expected of
them and what can be gained from such interactions. This is a powerful
opportunity to help increase these individuals’ social competencies (e.g., how to
make conversation with people, how to act when meeting someone for the first
time) and to give them valuable social experiences.
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Other Strengths

Staff persons create and support opportunities for the six people to express
their individuality (e.g., each artisan gets an individual loom, each individual
makes trips into the community for lunch or shopping, staff has detailed
knowledge of personal information about each artisan that could only be
gained through long association with the individuals).

Staff persons create and support opportunities for these individuals to express
themselves artistically. Each artisan is supported to choose what they want to
make, to choose their own designs to work on and to choose what materials
to use in making the product.

The individualized approach to teaching each artisan how to weave,
including the use of instructional materials, works very well. Staff regularly
work one-on-one with each artisan as needed on a daily basis

Careful attention is paid to the personal appearance of the individuals. Staff
persons realize that first impressions are extremely powerful. Especially in a
retail shop where contact with the public occurs regularly, clients should
present typical and even highly valued appearances, as one way of
compensating for their devalued status in society.

Ratio of staff to clients, including the male/female ratio, is highly positive.
Having a low staff to client ratio allow for extensive personal attention and
instruction on the part of staff. Also, having both male and female staff
workers not only provides a more typical work environment, but insures that
the male and female clients have strong role models of their own gender to
observe and from whom they can learn.

Physical separation of the coop shop from th e Locatiniiilp away
from@) made it possible for other actions to be taken that would have
positive effects on client’s image enhancement and competency

development. For example, this location set the stage for increased
opportunities for integration of clients into the neighborhood and for the
overwhelmingly positive features in the physical setting and location 0-

— is a good name for a business/artists’ coop.
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Major Issues

The team next identified potential areas wherdiii) could better meet the
needs of the people served, Following each potential need area will be
recommendations specific to that need area. As well, the major recommendations
are summarized later in the report. (See the Table of Contents.)

@1s Trcated as Another Program of @i

Although the team felt the concept of the artists’ coop could be helpful in
meeting the needs of the six individuals, the team also felt that staff were not fully
implementing this concept. This partial implementation negatively affected the
people served in different ways.

’is treated as another ram off Ml rather than as an actual
business/coop. The majority cﬂ clients return t or an hour or more at
the end of each day, to aprortation to their respective homes. They spend
this time waiting with othe clients. Alsdiii staff fill OUP
programmatic forms on each artisan, and are responsible for implementing
orogrammatic plans for each worker. In addition iterature and staff refer to
5 a weaving ram, and often mention connection to. Finally,
nderwrites to ensure it will not fail financially.
What does all this mean for the individuals served b_\.? These practices
strongly reinforce their image as clients of a program. It potentially images these
workers as not serious about, or even capable of, real work and true art, since they
are in a human service program not practicing art as a remunerative trade.

For the people working a ending their day a ends powerful
negative messages about them. By being congregated with other devalued people
and segregated from valued people, it reinforces the stereotype that these people
“are most happy being with theirgwn kind” and cannot or should not be around
valued people. Going back t at the end of each day is obviously a decision
based on making it easier for to operate, not on what is best or most image
enhancing for the people involved. It is purely a transportation logistics decision.
The six individuals” needs or wishes are not taken into account. This decision not
only affects people’s image, but competencies as well. Returning toj§ each day
means these six individuals are again spending a large amount of their time
congregated with other devalued people.

Peer modeling is an extremely powerful form of learning, through the
process of imitation. Spending large amounts of time congregated with only other
devalued people can have two disastrous effects - individuals will have their
negative behavior patterns reinforced, as well as learn new negative behaviors.
Immersing an individual in an environment where they are surrounded by other
individuals demonstrating socially unacceptable and negative actions and behaviors
will lessen any positive competencies that indiviiiil is developing, and replace
them with negative competencies. Returning tc tends to diminish and even
reverse the positive effects of spending part of the day with a few valued individuals

G
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On a larger scale, by financially supportinf,--is ensuring that the
artisans adwill not have the chance or even the choice to take a dignity of risk

step by starting and running their own business. Dignity of risk is something
valued people take for granted - the opportunity to take risky, but potentially greatly
rewarding, chances in their lives. Even if a valued person takes a chance and fails,
that person retains their dignity even in failure.

The link D and the functioning of as a human service program has
other major implications for the people served, which will be described in the
following sections.

Recommendations: Do Not Treatunnther Program u-

1. Incorporat's a business, with the risks, rewards and incentives thereof.
Discontinue being a program of @
2. Staff need to act as artists and/or entrepreneurs, not as program staff (NOTE -

the team felt staff already had the necessary talents to do this but need to
change their views of themselves).

3. Do not become a bigger “program”, but let individual interest and other
business factors (e.g.; the economy) determine the size of the shop.

4. Staff and artisans should be more directed towards building an inventory of
artwork and selling their products.

5, Hire artists to work in the coop, not individuals who are only interested in

leaving th rogram every day, or are joining for other reasons.

Give individuals other choices of art, besides weaving.

Get rid of the disability program images i literature (e.g.; calling.a

weaving pro describing individuals” disabilities, mentioning the

connection tc%)

Refer to@) as an artists” coop, not a program.

Refer to the workers as artisans.

0.  Stop bringing artisans t t the end of the day to await segregated

transportation.

11.  Open the shop during typical business hours; e.g., stay open longer during the
week, stay open on weekends, keep the shop open Christmas week.

12.  Get a cash register or cash box, and specify a “cash area” within the shop to
handle sales.

N

e ®

Isolation from Valued Artists

The team felt another major issue was the decision b ot to include
valued artists within the coop, but only clients of the qfvorkshop program (e
staff made a conscious decision that only devalued people (e.g jents) would
work and sell art afj) This decision only makes sense i 15 viewed as a
therapeutic program, and therefore o eople needing therapy would take part.
This is especially problematic sinc&ould easily be integrated with valued
artists.

The team learned that it is difficult for artists to show their art locally unless
they are a member of the Artisan’s Guild, of which it is hard to become a member.
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‘Would be a perfect opportunity for artists of ail kinds to be able to sell their art,
but especially those who are not Guild members. At least one artist has aske
they could %their goods in the shop. They were turned down because staff

considered brogram for clients only. The consequence of this is that the six
individuals a end up congregated with each other and segregated from valued
people, instead of taking advantage of the many integration opportunities a coop
could offer with valued non disabled artisans. Presently, people spend their entire
day with other devalued people at@i) an @) not including staff, who still
somewhat see themselves in a program role.

By being congregated and segregated in this way, it sends a powerful message
that these six individuals “are happiest being with their own kind,” along with the
other problems associated with congregation described in the issue above.
Congregation robs these six individuals of the opportunity to form relationships
with, and learn from, other artists who share similar interests. Congregation and
segregation continues to limit these individuals’ opportunities for, and experiences
of, true meaningful relationships.

Recommendations: Not Being Isolated from Valued Artists

1. Encourage and support valued artists to work and/or sell their goods at the
coop. This will help diversify the coop and build an inventory. It will
provide valued role models that the devalued artisans can learn from, as well
as teach. It will help provide opportunities for social participation on a
personal level. It will help change the negative images associated with the six
individuals, as well as promote their competencies and skills.

2. Contact artisans who are not Guild members to determine their interest in
joining the coop, as well as their compatibility with the current members of
the coop.

3. Allow the volunteer who does pottery to display her goods in the shop.

Staff Control Ove-

Another aspect eing treated as a.prngram is that staff are
obviously in control at As well-intentioned as staff are, the team still
considers this a major issue. The six individuals have no say in the operation of

They are not represented on the board that decides what artwork will be sold
in the shop. They have no say in day-to-day decisions; e.g., hours of operation, price
setting, advertising.

This has major implications for these people’s images and competencies.
Their lack of true involvement in the coop sends some powerful messages about
them. If people do not have a say in how the coop they belong to is run, they are
obviously incompetent to make any responsible decisions. They do not have any
true knowledge or understanding of art, or what kind of art will sell. They have no
business sense either, since they are not involved in any decisions about store
operations. They do not even have valid opinions, since their advice is not sought,
let alone taken into account. They are obviously incompetent and lesser, unequal
members of the coop.
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is to have more control over their lives, obviously with the proper, and if needed,
hecessary supports. However, this is not happening ad\!one of the
individuals are given the opportunity to participate or contribute to the Co0p in any
significant way. A myriad of opportunities are missed (e.g., helping the artisans
greet customers or handle sales, involving the artisans in inventory purchase) that
could be used to explore people’s strengths or to let them contribute to the coop.
This reinforced people’s dependence on staff and the human service system. It
continued the lifelong trend of impoverished experiences. It did not allow the
people any voice, and control, over thejr work and/or art lives. When staff do not
involve the workers in the running of @ it tells the people that they have no
control and nothing to say about what goes on in their lives, and probably never
will.

Recommendations: Shared Control Overdiily

L. Involve the artisans in all aspects of the business in which they are interested
(e.g., answering the phone, price setting, teaching weaving to new coop
members).

2 Support the six individuals in learning new competencies related to running
a business (e.g., money management, advertising, sales, hiring decisions).

3. Have some, or all, of the artisans join the Review Board. The Review Board

is responsible for screening artisan’s submissions for possible sale =L Y
Currently, no@ilp artisan in on the Review Board.

Casting of Clients into Pity Charity and Qther Negative Roles

The final major issue identified by the team is the imaging of these
individuals as being pitiable and therefore needing charity from others to survive,
This issue again ties into the theme of clienthood discussed previously. Being
totally dependent on the human service system sends the very powerful, negative

Stereotype that people with mental retardation and especially Down'’s Syndrome face
is that of being perceived as a child. Lastly, continued dependence on the service
system helps to ensure that the service recipients will be kept financially
impoverished. Continued dependence on the system often means no opportunities
for jobs, income or self-sufficiency. The implication is that these people can never

be self-sufficient to any degree.

The individuals abeceive funding from Medicaid and Aid to the
Permanently and Totally Disabled (APTD). These types of funding are extremely
negatively imaged - they portray people as being medically ill, as totally incompetent
and of being dependent on the service system for the rest of their lives. The ideas of
pity and charity imply that these individuals do not really deserve these services as
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equal members of our society. s the recipient of money from the annual
Knights of Columbus Tootsie Roll Drive. Not only is this money imaged as pity
charity, but the idea of a Tootsie Roll Drive is also very child-imaged.

The issue described above, that o-eing run as a human service program
not a business, has implications here also. Sinc is not serious about running a
business and making a profit, the six individuals are denied the opportunity to
make a real income. This keeps these individuals in forced poverty.

Recommendations: Casting of Clients into INon-Pity Non-Charity Roles

1. Incorporat as a business. As soon as possible, stop being dependent on
for continued financial survival. Perhaps, get some assistance from the
Small Business Administration and/or local banks.
2. Run@i as a business, not a program. Concentrate on building inventory

and increasing sales, so the artisans can earn a decent income. Try to get these
six individuals off of Medicaid and APTD as soon as possible.

3. Stop taking money from the Knights of Columbus Tootsie Roll Drive, and
educate the local Knights of Columbus organization on@fs purpose and
how they might better help in a more positive manner.
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Other Issues

Support of non-coop functions by@] staff is not coherent with the coop
concept (e.g., tutoring in the shop, trips to the pool and gym taken from the
shop). Valued members of an artists’ coop would not typically support each
other in non-coop functions in their roles as artisans and coop members. The
team felt that in a typical coop, members would be allowed to engage in other
non-coop activities, since the coop concept is flexible in that sense, but
members would not be encouraged or supported to do so. This falls outside
the domain of the coop.

Relationships among the six individuals are almost nonexistent. Artisans are
not encouraged or supported by staff to interact with or form relationships
with the other artisans, even they though share a common interest - art and
weaving.

Transportation is arranged and done by paidfy an staff. This is an
example of a missed opportunity for the artisans to form re ationships with
valued people. Rather than look for people who work in the nearby shops
who would be willing to share rides with th4ii) artisans, staff has chosen
(even unconsciously) to keep the artisans isolated and dependent on the
service system by providing transportation to them.

Artwork on sale is identified by a number, not the artist’s name. This in
another missed opportunity for individualization. Perhaps by identifying
products by the artists” name, the staff a. could facilitate and encourage
the general public to meet and engage with the individual artisans.

Although the interior of the shop is adequate and typical, it could be made
even better, especially to match the exterior of the shop. It could be made
more comfortable and inviting to the general public, to facilitate people
coming into the shop and once they are there, to interact personally with the
artists.
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Recommendations

This section will list the major recommendations of the report.

Recommendations: Do Not Treai@ily as Another Program ol

Incorporat- as a business, with the risks, rewards and incentives thereof.
Discontinue being a program o

Staff need to act as artists and /or en repreneurs, not as program staff (NOTE -
the team felt staff already had the necessary talents to do this but need to
change their views of themselves).

Do not become a bigger “program”, but let individual interest and other
business factors (e.g.; the economy) determine the size of the shop.

Staff and artisans should be more directed towards building an inventory of
artwork and selling their products.

Hire artists to work in the coop, not individuals who are only interested in
leaving the@) program every day, or are joining for other reasons.

Give individuals other choices of art, besides weaving.

Get rid of the disability program images i terature (e.g.; calling@i
weaving program, describing individuals’ disabilities, mentioning the
connection t

Refer t? as an artists’ coop, not a program.

Refer to the workers as artisans.

Stop bringing artisans t Dt the end of the day to await segregated
transportation.

Open the shop during typical business hours; e.g., stay open longer during the
week, stay open on weekends, keep the shop open Christmas week.

Get a cash register or cash box, and specify a “cash area” within the shop to
handle sales.

Recommendations; Not Being Isolated from Valued Artists

Encourage and support valued artists to work and/or sell their goods at the
coop. This will help diversify the coop and build an inventory. It will
provide valued role models that the devalued artisans can learn from, as well
as teach. It will help provide opportunities for social participation on a
personal level. It will help change the negative images associated with the six
individuals, as well as promote their competencies and skills.

Contact artisans who are not Guild members to determine their interest in
joining the coop, as well as their compatibility with the current members of
the coop.

Allow the volunteer who does pottery to display her goods in the shop.
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Recommendations: Shared Control O\g.

Involve the artisans in all aspects of the business in which they are interested
(e.g., answering the phone, price setting, teaching weaving to new coop
members).

Support the six individuals in learning new competencies related to running
a business (e.g., money management, advertising, sales, hiring decisions).
Have some, or all, of the artisans join the Review Board. The Review Board
is responsible for screening artisan’s submissions for possible sale el )
Currently, no artisan in on the Review Board.

Recommendations: Casting of Clients into Non-Pity Non-Charity Roles

Incorporatc. as a business. As soon as possible, stop being dependent on
for continued financial survival. Perhaps, get some assistance from the

Small Business Administration and/or local banks.

Run@iP as a business, not a program. Concentrate on building inventory

and increasing sales, so the artisans can earn a decent income, Try to get these

six individuals off of Medicaid and APTD as soon as possible.

Stop taking money from the Knights of Columbus Tootsie Roll Drive, and

educate the local Knights of Columbus organization or.purpose and

how they might better help in a more positive manner.

25.



Conclusion

People who are familiar with PASSING and/or a related, similar instrument PASS (Wolfensberge:,

W, & Glenn, L. PASS (Program Analysis of Service Systems): A methdd for the quantitative
evaluation of human services. (3rd ed.) Toronto: National Institute on Mental Retardation, 1975;

reprinted in 1978} are aware that PASS and PASSING reports are not always well-received. Recipients
of a report may not be familiar with the rationales that underly PASSING as a whole, or its specific
ratings and rating clusters; or they may know the rationales, but disagree with them. Sometimes,
recipients feel that evidence collection by the team or team expertise were deficient--and on occasion,
this is correct. However, while an assessment by a fully qualified team could be “guaranteed” 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, staff, advisors, sometimes clients 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 perhaps other volumes. Even better
would be to participate in a future PASSING workshop like the one from which this report emanated.

The team appreciated the cooperation of the staff and clients at the service, and their patience at
having their routines disrupted, and in dealing with what must have seemed 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 to enjoy such a valuable learning experience.
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APPENDIX A

Brief Overview and Introduction to the Principle of Normalization

Introduction

The principle of normalization first appeared on the North American scene as a human service concept in the late
1960s. The principle grew out of Scandinavian mental retardation service practices in the late 1960s, and has since
been claborated, universalized, and systematized in North America, most substantially so by Wolfensberger (1972,
1977b and reprinted in 1978, 1980a; Wolfensberger & Glenn, 19734, b, 19752, b: Wolfensberger & Tuliman, 1982), in-
to a universal guiding principle for the design and conduct of virtually any kind of service, However, it is especially
relevant and powerful when applied to services to people who are devalued by the larger society. Unfortunately, the
principle is not widely known outside the field of mental retardation, and is not extensively implemented even where it
is known, even though it is capable of having a most powerful positive impact on the quality of services.

Although people in human services now commonly use the term “normalization,” they often do so in a vague, in-
coherent, superficial, or ill-advised fashion. In fact, a great many people use the term without really having, or pro-
posing, any definition for it. Apart from the many minor, idiosyncratic definitions of normalization, there are three
major definitions of normalization that can be found in the human services literature; those propounded by Bank-
Mikkelsen (1969), Nirje (1969), and Wolfensberger (1972, 1977a, b, 1978, 1930b). PASSING is based on the
Wolfensberger formulation, which is by far the broadest and most systematic one, The most recent-(Wolfensberger &
Tuliman, 1982} version of this Wolfensberger definition formulates normalization as: “As mauch as possible, the use of
culturally valued means in order 19 enable, establish and/or maintain valued social roles for people.” A very brief
definition proposed by Wolfensberger (1980b) to explain normalization relatively simply is, “The use of culturally
valued means in order to enable people to live culturally valued lives.”

The above formulation of the normalization principle is one of the few overarching theories or guiding concep-
tualizations that can be used to govern the design and conduct of virtually any human service, regardless of time,
place, human service area, field, or discipline. [ts single major goal is to create or support socially valued roles for peo-
ple in their society. All other elements and objectives of the theory are really subservient to this end, because if a per-
son’s social role were a societally valued one, then other desirable things would be accorded to that person almost
automatically, at least within the resources and norms of his/her society, Indeed, attributes of the person which might
otherwise be viewed negatively by society might come to be viewed positively. For instance, a person who has
hallucinations that would render the person devalued in some cultures might be held in awe and respect in another
culture (as among certain American Indiarn tribes, or in the Arabian world) for supposedly being favored by God. Or,
in the Far East until recently, a very wealthy person might have his/her hands rendered useless, so that what would be
considered a serious functional impairment in the Western world would there be a sign of the person’s high status —
indeed, so high that everyone would be made aware that the person would have alj ilecessary functions performed for
him/herself by servants and others. In fact, as will be discussed more extensively elsewhere, being seen as filling a
vahued saocial role may be the one thing which prevents a person from becoming devalued because of a characteristic
for which other people who do not have socially valued roles would automatically be devalued. (The issue of social
roles is further discussed later on in this overview in the subsection entitled “The Relevance of Roie Expectancy and
Role Circularity to Deviancy-Making and Deviancy-Unmaking,” and elsewhere in the book in the section entitled "1
Ratings Primarily Related to Social Image Enhancement.”)

In order to understand why normalization calls for the creation and support of socially valued roles and life con-
ditions for people, it is first necessary to understand the concepts of deviancy and devaluation. A person can be con-
sidered “deviant” or devalued when a significant characteristic (a “difference”} of his/hers is negatively valued by the
segment of society that constitutes the majority or thal defines social norms. White numerous differences do exist
among individuals, it must be clearly kept in mind that differentness by itself does not become a deviancy unless/until
it becomes sufficiently negatively value-charged in the minds of observers. Thus, deviancy can be said 10 be in the eyes
of the beholder, and thus is also culturally relative.

While different cultures define different types of differences as deviant, in alil cultures these differences fall into
one or more of three broad categories: (a) physical differences and bodily impairments thai exist from birth, or that
occur later because of disease, old age, or other reasons; (b) overt and covert behaviors (the laiter including religious,
political, and other betiefs); and (¢} attributive identitics of people, such as descent, nationality, the ethnic group from
which a person derives, the language he/she speaks, or even a person's caste regardless of appearance, behavior,
language, ete.

The fact that some people are defined as deviant by their society implies three important things (atmong others).

. Devalued persons will be badly treated. They will usually be accorded less esteem and status than that given 1o
non-devalued citizens. Devalued people are apt to be rejected, even persecuted, and treated in ways which tend to
diminish their dignity, adjustment, growth, competerice, health, weaith, lifespan, etc.

2. The (bad) treatment accorded to devalued persons will take on forms that largely express the societal role
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perception of the devalued person Or group. For instance, if a group of handicapped children are (unconsciously)
viewed ag animals, then they may be Segregated into settings that look like cages and animaj pens, may be located close
to zoos or anima] laboratories, and

Similarly, People perceived tq be social menaces (perhaps for no realistic Teason) may be served in settings that look
forbidding and fortress.like, that have (or appear 1o have) walls, locks, fences angd barred windows, and that are far
removed from the rest of society,

3. How a person js berceived and treateq by others will in turn Strongly determine how that person subsequently
behaves. Therefore, the more consistently person is perceived and treated as deviant, the more likely it is that s/he

and the more. s/he js apt to achieve. ‘

The fact that deviancy ig culturally defined, and therefore relative, opens the door to a two-pronged Strategy of
enabling devalyeq PETSONS to attajn (more) valuad membership in society. One strategy is to reduce (or prevent) the
differentness or stigmata (i.e., the overt signs) which may make a person devalued in the eyes of observers: the second
is to change. societal perceptions and vajues in regard to a devalyed PErson or group so that a given characteristic is no
longer seen as devalued, If 5 human conditjon (including what might be considered an affliction) were vajued in socie-
ty, then it would be less likely that People would do bad things to the “incumbent” of such a conditiop,. Instead, the in-
cumbent wouid be respected; the incumben would have power; other people woulgd tend to ¢ensure.anyone who at-
tempted to harm the Person; the incumbent would be sought out by others as a valuable associate or friend, or at jeast
s a person one would wish to be perceived ag associated with; etc. Indeed, members of society would comrmonly try to
become like those people who are highly vajyeqd. If the most highly vaiued people in society were thoge who had no

bodies of such voluntarily mutilated people or fit them with prostheses, or teach them varioys self-help and other
functional skills, one might actually come to e Seen, condemned, and avoideg as being "deviancy—making.”

In order to attain the goals of Socially valued life conditions and socially vajued roles for (devalued) people, any
number of things can Or must be dope which, for practical and problem-solving burposes, can be divideq into two
large classes: (a) enhancemeny of people’s “social image” or perceived value in the €yes of others, and (b) enhancemen;
of their “competencies.” In our society, image enhancement and competency enhancement €an be assumed to be
generally reciprocally reinforcing, both positively and negatively. That is, a person who is tompetency-impaired is
highly at risk of becoming seep and interpreted as of low value, thys suffering image-impairment; a person who is jm-
paired in image and social vajue js 4pt to be responded to by others in ways that impair/redyce his/her competency.
Both processes work equaliy i the reverse direction; that Is, a person whose social image js positively valued is apt to
be provided with experiences, €xpectancies, and other life conditions which wilt alsp increase his/her Competencies,

themes” which are encountered over and over in normalization theory and application. The development of PASSING
contributed much tg the insight thay normalization can be explained in termg of these seven core themes which capture
and express most or all the uitimage as well as intermediate goals and processes of the principle. These seven core
themes are: the roje and importance of (un)consciousness in human services: the relevance of roje expectancy and role
circularity to dcviancy-making and deviancy-unmaking; the conservatism corollary of Normalization, with jts implica-
tions of positive compensation for People’s devalued or at-risk status; the developmentaj model, and personal com-
petency enhancement; the POwer of imitation; the dynamics and relevance of socjal imagery; and the importance of
societal integration and valued sociaj Participation, Each of the themes will now be explained.

The role of (un)cansciousness i human services, It is well known that for a variety of reasons, humanp beings
typically function with an extremely high degree of unconsciousness. Unconsciousnegs is present in every aspect of

human existence, and affects just about everything that human beings do, including what they eat, wear, and buy,
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expected that a phenomenon which is so prevalent in every other aspect of human existence would aiso be prevalent in
human services. No one is exempt from becoming entrapped into unconsciousness, whether service planner, adminis-
trator, worker, leader, trainer, or client. Some of the things that most people involved in human services tend to be un-
conscious of are: the reality, extent, and dynamics of social devaluation of large numbers of people by large numbers
of people, the nature of the plight of handicapped, devalued, oppressed, poor, needy or wounded people, and the real
functions of many human services.

One dynamic that contributes heavily to the high degree of unconsciousness in human services, and that is so rele-
vant to any efforts at normalization, is the fact that (a) the ideologies which control how services are rendered, (b) the
functions which services are intended to fulfill, and (c) so much of what goes on in human services, are very negative,
because they enact society’s real but destructive intentions or needs, and/or address needs other than the clients’.
Unpleasant realities are apt to be denied and repressed into unconsciousness, especially if they stand in contrast to the
higher values and ideals that people consciously profess. Such denial and repression can take place on a systemic (e.g.,
societal or organizational) level, as well as on a personal/individual one. Thus, entire systems, such as service
agencies, service professions, service sectors (e.g., mental health), and even entire societies, can be totally unconscious
of some of the most important things they are doing.

Normalization incorporates the explicit assumption that consciousness is preferable to unconsciousness, and that
negative feelings and dynamics should, and usually have to, be made conscious in order to be adaptively addressed.
Thus, normalization is extensively concerned with the identification of unconscious (usually negative) dynamics
within human services that contribute to the devaluation and oppression of certain groups of people in a society, and
provides conscious strategies for remediating the devalued social status of such people. Furthermore, normalization-
based service evaluation instruments, such as PASS (Wolfensberger & Gienn, 1973a, b, 1975a, b) and PASSING, have
been deliberately structured so as to reward consciousness on the part of human service personnel. Thus, the optimal
level of service performance (Level 5) on every rating in PASSING requires not only near-ideal implementation of the
normalization issue, but also high consciousness of the issue at stake.

The relevance of role expectancy and role circularity to deviancy-making and deviancy-unmaking. Social roles
which people adopt or impose on each other are among the most powerful social influence and control methods
known. As with unconsciousness, the dynamics of role expectancy and role circularity are ever-present in human life
and are very familiar to just about everyone; in fact, this dynamic is often informally referred to as a “self-fulfilling
prophecy.” When the dynamic of role expectancy is at work, a person or group of people who hold certain (possibly
unconscious) expectancies about the behavior or growth potential of another person or group will create conditions
and circumstances that generally tend to elicit the expected behavior. There are at least five major ways in which role
expectancies can be conveyed to and about a person. These include: the structure of the physical environment of the
person(s); the activities that are offered to, provided for, or demanded of the person(s); the language that is used to
and about the person(s); the other people who are juxtaposed to the person(s); and miscellaneous other imagery and
symbolism that may convey any number of social messages. All of these factors elicit from the person or group who is
the object of the role expectancies an inclination or commitment to act in the expected manner. When the person or
group does act as expected, the expectancies held by others are thereby reinforced and strengthened, which in turn will
strengthen the conformity of the person(s) to the expectancies, and so on, until the expected behaviors have become
very powerfully ingrained.

In the case of socially devalued people, the role expectancies that are imposed upon them are commonly negative
ones, such as the roles of a subhuman (animal, vegetable, or object), menace or object of dread, object of pity or
charity, burden of charity, object of ridicule, sick or diseased organism, and eternal child or chiid-once-again. These
role expectancies have had predictably negative results, i.¢., devalued people by and large live up (or down) to these role
expectancies, acting like animals or menaces, assuming a sick role, becoming less competent than they might be, etc.

In contrast to these traditional negative practices, normalization implies that contributive, positive social roles
should be identified for people at risk (such as those of student, worker, owner, tenant, friend, spouse, citizen, etc.),
and corresponding positive role expectancies should be extended. In order for such role expectancies to be conveyed, a
service should promote: normatively attractive, comfortable, and challenging settings; age-appropriate and challeng-
ing program activities; age-appropriate and culturally-valued personal appearance of clients; as much as feasible,
image-enhancing matches between the needs of clients, the nature of the program, and staff identities; status-
enhancing labels and forms of address for clients; etc. Indeed, as mentioned, the creation of valued social roles is the
highest normalization goal, as almost all other benefits will flow derivatively from it — including both competency
and image enhancement in virtually all areas of people’s identities.

Thus, a human service should do everything within its power (and there is a great deal that any human service can
do) to prevent its clients from being role-cast as devalued (“deviant™). If its clients are, in fact, already devalued, it
should try to break the negative roles that have been imposed on such clients, and to establish such clients in positive
social roles and in as many life areas as possible.

The “conservatism corollary” to the principle of normalization. Most — perhaps all -~ people have some negatively
valued characteristic, but these are usually so few or minor that they do not place a person into a deviant role, or hinder
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“deinstitutionalized mental patient,” “village idiot,” “street person,” etc,
The devaluation of z person who is already at risk of devaluation and rejection is generally dramatically heighten-

observer if one of those people limped, one had an odd hair-do, a third wore odd clothing, etc.; people with such little
oddities are seen on the street all the time. But when a significant proportion of people within g distinct or compact
group have one or more such oddities, then the whole group, including its non-stigmatized members, is apt to be
negatively stereotyped. In fact, it takes an observer only one glance out of the corner of the eye to conclude that g
group of people must be from some nearby human service, group home or institution, that they are “street peopie,” or
something like that, .

Therefore, the conservatism corollary of normalization Posits that the greater the number, severity, and/or variety
of deviancies or stigmata (this is the plural of stigma) of an individual person, or the greater the number of de-
viant/stigmatized persons there are in g group or setting, the more impactful it is to (a) reduce one or a few of the in-
dividual stigmata withjn the group, (b} reduce the Proportion or number of deviant peopie in the group, or (c) balance
{compensate for) the stigmata or deviancies by the presence, or addition, of positively valued manifestations.

ing for a person whao js already devalued, or at risk of devaluation; in fact, that which is merely normal rather than highly
valued can be non-normalizing and deviancy-making for a person at risk. Thus, it is not enough for a service to be merely
neutral in its stance toward the status of devalued persons in the eyes of others; rather, it must seek to effect the most

in greater detail in the section of the book entitled “2 Ratings Primarily Related to Personal Competency Enhancement.”
One most powerful way in which services can greatly increase the likelihood that clients” competencies will, in fact, be
enhanced is to adopt the “developmental model” for service delivery, If properly implemented, the developmental mode!

exhibit socially devalued behaviors, and (¢) served by less competent workers than typically serve valueq people. For in-
stance, handicapped children typically have been denied socialization with adaptive, non-handicappeq peers, and have
instead been served with each other, or with handicapped adults who model handicapped behaviors; mildly impaired per-
sons are often grouped together with a larger number of more severely impaired people, or people who emit more inap-
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. propriate behaviors; etc.

Normalization requires that the dynamic of imitation be capitalized upon in a positive way, especially for the benefit
of devalued persons, so that the models provided to devalued persons are people who function routinely in more ap-
propriate, and hopefully even valued, fashion. Furthermore, normalization implies that one would increase the sense of

~ identification of service clients with valued models, because people are much more apt to imitate those with whom they
identify.

The dynamics and relevance of social imagery. The process of (unconscious) image association is another of the
most effective Jearning and behavioral control mechanisms known, with voluminous documentation of its power in the
psychological and educational literature. The symbols and imagery that have historically been associated with devalued
people relentlessly represent negatively valued elements and qualities, such as animality, illness and death, weakness,
vice, criminality, worthlessness, incapacity, triviality, ridicule, etc. These image associations are often made un-
consciously, but nevertheless strongly influence people’s role expectancies and the social valuation of the persons so im-
aged. Indeed, many common image associations that people have regarding certain devalued people (the blind beggar
with dark glasses, the lazy aborigine, the ugly or unshaven criminal) are passed on for generations, such that even people
who have never witnessed a person who fits the stereotype may nevertheless carry and transmit it.

Normalization implies that the social image of (devalued) people be enhanced, This means that, as much as is honest
and possible, any features of a human service which can convey any image messages about the (devalued) clients should
be positive ones, as further elaborated in the section entitled “1 Ratings Pritnarily Related to Social Image
Enhancement.”

The importance of personal social integration and velued social participation, especially for people at risk of social
devaluation. A reflexive, almost instinctive, universal human response to the presence of a disliked stimulus object
(which can include a disfigured or despised person) is to try to place some distance between oneself and the unpleasant
stimulus. Because societally devalued people are perceived by many others as unpleasant, they are apt to be tejected and
distantianted. Such distantiation almost invariably takes the form of segregation, which has a vast number of negative
effects upon the segregated persons. For example, devaiued people who are segregated are thereby denied normative,
typical experiences that valued members of the culture take for granted; because they are not exposed to normative
growth experiences, the competencies of the segregated persons are often diminished; segregated groups are additionally
negatively irnaged as a result of their segregation, i.e., they are seen as helpless, worthless, dangerous, in “need” of exclu-
sion from society, etc.; especially where handicapped people are segregated together, members of the group commonly
present negative, inappropriate, and socially devalued behavior models to each other, thus increasing the {perceived) de-
viancy of the segregated persons. Similarly, segregation of a societally devalued group has negative effects on society; it
tends to reduce the society’s level of tolerance for diversity; where societal ideals espouse the value of every person, and
of equality among people, the violation of this ideal in practice induces a high degree of collective denial and un-
consciousness; and because segregation tends to make pecple more devalued and more dependent, society often pays a
high financial price for it in many ways, some of them very complex and hidden,

Normalization requires that, to the highest degree and in as many life areas as feasible, a (devalued) person or
group have the opportunity to be personally integrated into the valued life of society. This means that as much as
possible, (devalued) people would be enabled to: live in normative housing within the valued community, and with
(not just near 1o} valued people; be educated with their non-devalued peers; work in the same facilities as ordinary
people; and be invoived in a positive fashion in worship, recreation, shopping, and all the other activities in which
members of saciety engage.

In order for personal valued social integration of a devalued person to be truly successful, a number of supports
must be present and operational, including ideological and administrative support, people who can competently tran-
sact the integration, positive imaging of the persons to be integrated, sufficient back-up service options in case one
level of integration is unsuccessful, supports that will enable the person to remain in the community in the first place
from childhood on, and a comprehensive continuum of service options for peopie in need throughout their lives.

The type of integration implied by normalization theory is very specific: personaf social integration, and valued
social participation. “Physical integration” which consists merely of the physical presence of (devalued) people in the
community, and of services to them, is only a precondition to actual individual valued social participation. However,
PASSING does assess a number of the physical preconditions to, or facilitators of, actual valued social participation,
The latter should not be confused with much of what goes by the name of *“mainstreaming™ or
“deinstitutionalization,” which often consist of placing devalued people into society in ways which are not integrative,
are bound to fail, are apt to result in great harm to the devalued person (and often even to society), and which are real-
ly just another expression of underlying negative attitudes and rejection.

33.




Furthcrmore. different Normalization desiderata sometimes conflict with each other. For instance, it i not always
Possible 1o optimize both the image-enhancing and the competency-enhancing features of 3 service at the same time,
Al present, human service workers have jow awareness of the relative importance of these twg goals, and/or resolve
any conflicts on the basis of incoherent, unconscious, or single criteria, One of the purposes of PASSING s 1o assist
service workers to become cognizant of sych conflicts, and to weigh the different ang Often multiple desiderata in re),-
tion to thejr importance, For this Purpose, each of the ratings in PASSING received g quantitative weight on the basis
of its likely importance (as defined by thirteen criteria) in contributing to the normalizing power of a service, For ex-
ample, one rating that assesses the integrative_serwce practices that can be expected to enhance client competency is

motes social tolerance and bridge-building, {b) opens up ap cnormous range of valued options that are commonijy
denied to the almost one-thjrqg of the Population in North American society that js devalued, angd (¢) in most instances
nables rather than coerces people who have been devalued and excluded againss their wif 1o Participate more fully.
Only a few people or Broups can be saiq to truly and deliberately choose saciaj marginalization and devaluation of
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OVERVIEW OF “PASSING™:
A NORMALIZATION/SOCIAL ROLE VALORIZATION-BASED HUMAN SERVICE EVALUATION TOOL

Introduction

Starting in the summer of 1979, the above Tratning Institute (T1) developed a new evaluation instrument
based on the implications of Social Role Valorization (Wolfensberger, 1983b. 1984. 1985, Wolfensberger &
Tuliman, 1982), the successor to what was known as the principle of normalizauon (Wolfensberger, 1972, 1980)
This instrument is called PASSING. which stands for Program Analysis of Scrvice Systems’ Implementation of
Normalization Goals (Wolfensberger & Thomas, 1980. 1983). It is partially derived from the PASS (Wolfensber
& 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 Purpose

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

I Assess the quality of human services n relation to their adherence to Social Role Valorization
(SRV) after normalization had beea reconceptualized as SRV SRV posits as the most
mportant goal of service the establishment of valued social roles for pcople who arc sociclally
devalued or at valuc-risk. However. the term normalization rather than SRV s still
encountcred 1n PASSING. becausc the new term SRV, to reflect the new insights, had not vet
been comed when PASSING was at the printer’s. PASSING thus incorporates the SRV
concept while still using somie old normalization language. PASSING asscsscs only thosc
aspects of service quality which reflcet a program’'s adoption and impiementation of SRV

2 Teach and explicate SRV and its imphcations very thoroughly and specifically PASSING 15
the most extensive printed resource so far on the SRV concept and its implications

3 Beuniversally applicable, 1 ¢ . applicable to all. or at lcast most. scrvices to virtually any group
of pcople

4 Have conicnl, format, and procedurcs that would cnablc most motivated. literate and rcasonabiy
mtelhgent people. inciuding ordinary citizens and scrvice reerpicnts. to leam SRV principles and apply

them in the evaluation of human services 3.

THE TRAINING INSTITUTE IS PART CF
THE DIVISION OF SPECIAL EDUCATION & REHABILITATION OF THE SCHOOL OF EDUCATION.



5. By virtue of being made accessible to larger numbers of peopic (no. 4 above), cnables agencics and
localitics to train a sufficicnt number of cvaluators to be able to conduct regular cvaluations of local
scrvices. It should thercby be more feasible (o adopt PASSING than PASS in a given locality as an
instrument for regular, ongoing, and repeated cvaluations of local services of any type, provided that
PASSING training werc available in the area or ncarby on a routine PASS, this has been an obstaclc
becausc the amount of training required to bring people to compctency as PASS cvaluators has been
more than most locales could reasonably undertake, especially on an ongoing basis. so most agencics
that wanted to usc 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, therc are 42 “ratings” in PASSING. i.c.. 42 scparate critcria 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 arc organized in PASSING into the following 2x4 schema.

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 yet
ASSESSED symbols, & images
l _

All ratings in PASSING are categorized as to whetler the
competencies: these are the two major goals of SRV Ratin
categories into onc of four service domains:
rclationships among people; activitics and oth
cight potential categories into which a PASS

Each of

social image or personal competency, and (
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y primarily affcct clicnts’ image or personal
gs arc further subdivided within thesc two major
physical sctting of service; service-structurcd groupings and other
er uscs of timc within a scrvice, and nusceilancous Therc arc thus

ING rating might fall

the 42 ratings 15 located in onc of the above cells. depending on (a) whether it most affects clients’
b) the scrvice action or domain through which 1t may be accompiished.



Each rating in PASSING consists of five sections:
L. A narrative explanation of the rating issuc, called “General Statement of the Issuc.”

2. A “Rating Requirements and Examples Chart,” which has four columns: one contains a brief
statement of the rating issuc and focus: one £1ves one or more examples of the rating principle
as actualized in normative socicty: a third gives onc or more cxamples of the rating principle as
actualized in hypothetical human scrvice situations; and the last provides onc or morce examples
of human service violations of the rating principle.

3. A “Differentiation From Other Ratings™ section, which cxplains 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
2 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.”

performance) represents the opposite of the highest level (Level 3, the “attainable ideal™), the intermediate levels
{Levels 2 and 4) fepresent opposites of cach other. and the middic loval (Level 3) ~ the fulcrum of the balance--
TCpresents a scrvice performance that is a balance of both strengths and shortcomings, so that thc good and the
harm done cancel each other out. The percentages of weight given to a particular rating are distributed the samc
way (within rounding error) across the five levels of each rating. Thus, each Level | = -100% of the weight
assigned to a rating, each Leve| 2 = ~70%, cach Level 3 = 0%, each level 4 = +70%. and each Level 5 = +100%
of the weight assigned to a rating.

PASSING's Relationship to Other Materials

PASSING-related materials arc pudlished in several volumes, some of which arc equally usable with PASS.

I The corc of the scries of PASSING-related publications is the Normalization Critcria and Ratings
Manual, which currently also scrves as the major tcxt on SRV It 1s availabie from thc G Allan Roeher
Institute (Kinsmen Building, York University. 4700 Keele Strect, Downsview. Ontario. Canada M3]J

IP3: telephone 416/661-961 1)
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and the Citizen Advocacy Office of Onodaga County (630 James St.. 3rd floor, Syracuse, NY 13203,
USA: telephone 315/472-91 90). This manual contains a bricf introduction to. and averview of. SRV:
discussion of major SRV/nomalization tssucs and goals: and narratrve, principles. examples. and
guidelincs for cach of the 42 ratings that comprise the instrument.

2. The French edition of PASSING was published in 1989, and is cntited PASSING {Programme
d’Analyse des Systtmes de Scrvices Application des Buts dec la Valorisation des Rblcs Sociaux):
Manucl dcs critéres et des mesurcs dc Ia valorisation des rflcs sociaux. (2iéme €d.) This version of
PASSING incorporates some tmprovenients over the oniginal Enghish version. It 15 available from: Les
Commurications Opcll, 202 1 Quincy Avenuc. Gloucester. Ontario K1] 6B4. Canada. phonc 613/749-6181

Guudelines for Evaluators During a PASS. PASSING, or Similar Asscssment of Human Service
Quality. This is esscntial for the conduct of a valid and rcliable assessment. [t provides-instructions to
evaluators on how to preparc for an assessment. and how to conduct themselves at cach stage of an
asscssment. Therefore it is imperatrve that people obtawn thig monograph if they wiil be participating m
a PASSING or PASS asscssment. or if they want ta become knowledgcabic about PASSING and/or
PASS for other rcasons. It is also available from the G. Aifan Rocher Institute and from the CA office

{sec addresses at end).

L]

Quantity discounts on boaks are available from all the above vendaors.

As of mid-1990, a small monograph-length overview of SRV is in preparation. It constitutes a morc
extensive introduction than appears in the PASSING Manual, and could be useful as a preparation for learning
PASSING. or for other purposcs of introducing people to SRV, It is being published in Switzerland, and will be
avaiable in French, German, and Italian, Contact the Traiming Coordinator at the T1 for morc infonmation.

Sevcral other monographs arc envistoned (some already in draft form), but not yet avaulable, including:
PASSING Handbook, which will be compnised of background/cxplanatory material on how the mstrument is

were weighted, ctc.. guidelines for written and oral repotting 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,

rescarch. and utihizatuon scrics: ctc This modular appreach to publication will pernut users to buy onlv these
parts that arc of usc or intcrest to them. as well as pemutting the scparate revision of modules so that users do not

have to replace the other parts as well

A bibhography on SRV, PASSING, and PASS is availabie from the Training Insutute, write for mformation
on obtaminy this bibliography and its current cost

Specral instruction on how to usc PASSING 1 combination with parts of PASS arc available from thc

Traming Institute for $10.
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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 Danc (Madison, Wisconsin) Devclopmental Disabilitics Services Board. Thus
edition was never available for gencral distribution. The revision and continucd development of PASSING was
supported by a grant from the Rescarch Foundation of the National Easter Scat Socicty, from which came a
second improved edition that was published for general usc by the National Institutc on Mental Retardation (now
called the G. Allan Rocher Institutc) in Toronto. Ontario (publishers of the Normalization and PASS texts), and
PASSING training is now available through scveral bodics in a number of countrics around the world
(information on rcquest).

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

Training Coordinator at the Training Institutc. or the comparable staff person at the G. Allan Rocher Institute
(address at end).

10.
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Reference number 11 is available from: Opell Communications, 2021 Quincy Avenue, Gloucester, Ontario
K 1J 6B4, Canada; telephone 613/749-6181.

References number 4, 5, 6, and 8 are available from: Syracusc University Training Institute, 805 South
Crouse Avenue, Syracuse, New York 13244-2280; telephone 315/443-4264.

Call or write to cach vendor directly for an up-to-date publication and price list.
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