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CHAPTER 1:

-ST'S.: ••'-s-vrw ^r-a".

INTRODUCTION

t

Early in 1978 the Executive Committee of the Brotherhood 
undertook one of its periodic reviews of the organisation. It 
was as a response to this that the idea for the Needs Action 
Review developed.

In principle the Brotherhood is committed to engaging in 
some ongoing examination of its goals, mode of operation, and 
achievements, particularly insofar as they affect its service 
consumers. This is in accordance with the belief that all or
ganisations have an obligation to engage in ongoing monitoring 
and evaluation.

'At the outset, it should be acknowledged that all organ
isations ought to be engaged in the ongoing process of 
monitoring the work they do, and examining the way that 
work is carried out in the interests of the client

One of the ways this commitment can be met is through per
iodic research which looks at the needs of service consumers 
and evaluation of the effectiveness of services delivered to them. 
The Brotherhood has attempted to be responsible in this matter. 
The organisation has had a research component since 1943 and in 
the last decade the Research Department has undertaken a number 
of studies which examine the needs of particular client groups 
and the effectiveness of particular programs.1 2 3 4

More recently the organisation has undertaken a commitment 
to build an ongoing monitoring and evaluation component into 
each new service.2

Attempts are also being made to evaluate services that have 
been in existence for some time.^ Such studies and evaluations 
are important in the process of keeping an organisation in touch 
with changing patterns of needs and with gauging the organisation's 
ability and readiness to meet them.

1. P. J. Hollingworth, Needs Action Review Proposal - Preamble. 
November 1978.

2. Examples of these include the Family Planning Clinic Study 3 
The Have Nots3 studies of the families attending the Social 
Service Bureau; A Home Away from Home (a comparison of three 
family day care schemes including the Brotherhood's); Just 
the Beginning (a study of Brotherhood Aged Services), and 
various Family Centre and ARC progress and research reports 
and evaluations, and Material Aid Service evaluation.

3. This has been done, for example,with the SPAN program and the 
Unemployment Rights Service.

4. For example, an evaluation of the Brotherhood Material Aid 
Service which has just been completed.
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Periodic evaluations are also useful in the difficult task 
of working out organisational priorities. The welfare organis
ation has a difficult problem in deciding into which areas they 
should put their limited resources. One of the ways this can be 
accomplished is to undertake a review which is broad and general 
enough to make some wide preliminary observations and to develop 
an initial picture of current needs and possible priorities. The 
Needs Action Review was intended to be such a broad review. The 
terms of reference cited the aims of the Review as being:

'To act as a positive stimulus to the Brotherhood as an or
ganisation by helping to bring before its attention those 
issues and concerns regarding service delivery and needs 
which have be6n expressed by service staff and clients and 
which warrant serious consideration by the Brotherhood and 
other welfare decision makers.'^
It was seen as important that the reviewer be a social worker 

with some service delivery experience. The Review would be a pro
cess where various social work skills would be used to develop an 
initial picture of the organisation's structure and its current 
meeting of needs. Because it was thought important that the Needs 
Action Review be closely linked to the service delivery area, it 
was located in the Social Services arm of the organisation rather 
than the Research Department (although ongoing backup and support 
was provided by the Research Department). „ ■

The Needs Action Review was designed as an ongoing process, 
not merely reliant on a report, but also' providing feedback 
throughout the Review to service delivery staff and Associate 
Directors. The fact that contact was made over a wide range of 
service delivery areas in the organisation meant that the reviewer 
could act from time to time as a consultant to the Executive Com
mittee in matters relating to service delivery.

It is not possible at one time to study in great depth all
the needs which people may have, or to evaluate the effectiveness
of an organisation's services. One of the tasks of a Review such
as this is to go ahead and take a look at the overall state of
things. Hopefully, this provides reasonably accurate pointers 
about the current pattern of people's needs and the action the 
organisation is taking in terms of meeting them. It should form 
some base from which to reassess priorities and to identify areas 
of concern which most clearly need further attention (for example, 
research follow-up). Rather than being an end in itself, the 
Review is the beginning of an attempt to take an exploratory look 
at the current broad state of needs and associated action from 
the point of view of the Brotherhood and its service consumers.

This Review is not intended to be a survey of needs which at
tempts in an empirical sense to ascertain the degree to which spec
ific needs are experienced by particular groups. Such a survey 
would be a difficult task and would require far more resources than 5

5. P. J. Hollingworth, op. cit.
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the present Review was allocated. To have attempted to conduct 
such a study with the resources that were available would have 
resulted in an intolerable level of superficiality and detracted 
from the exploratory overview which the Brotherhood required.

One of the problems inherent in the more traditional needs 
survey approach is that the findings become set in time and as a 
consequence become rapidly outdated. In contrast, the approach 
to this review was a flexible and a dynamic one. It is hoped 
that this approach will lead to an ongoing review process.

Defining Needs and Action

Needs:
The concept of 'needs' as it refers to the range of problems 

which are commonly presented to welfare agencies (social needs),
- has proved a difficult one to define. The problem of such def

inition has occupied and baffled a number of writers. For exam
ple, Bradshaw reported in his comprehensive attempt to define 
social need, that the Seebohm Report was 'deeply concerned with 
the concept of needs, though it never succeeded in defining it'. 
The concept of need developed by Bradshaw was probably one of 
the most comprehensive and useful in the context of this Review.
He saw the concept as having four separate perspectives. These 
a r e : _

: : 1) " Normative need - This is what social scientists' define
as need in a given situation. A desirable standard is 
laid down and can be compared with standards that 'act- 

' ually exist.
2) Felt need - This is equated with want. It is what 

people feel -they need. 1 In a democracy, it could be 
imagined that felt need would be an important com
ponent of any need. This is frequently not the case, 
however. Felt needs are -to some extent an inadequate 
measure of real need. They are limited by their dep
endence upon the person believing that a service is 
available to them, possible reluctance to admit the 
need, or to confess to the loss of their independence.

3) Expressed need - This is felt need expressed in Action. 
Using this definition ’total' need is defined by those 
people who use a particular service. This definition 
alone is also inadequate to describe real need, for 
example, people may have needs other than the ones they 
bring to a particular service. 6

6. Jonathan Bradshaw. 'The Concept of Social Need' in New Soc
iety j  vol. 19, No. 496, 30 March 1972, p. 640.
ibid., p . 641.7.
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4) Comparative need - In this definition a measure of
need is arrived at by studying the characteristics 
of those in receipt of a particular service; if 
others with similar characteristics are not in re
ceipt of such a service then they must be in need. 
Naturally, there are difficulties in defining these 
characteristics, and in identifying them as reasons 
for people's use of the services.

From these four perspectives Bradshaw developed his taxon
omy of social need which demonstrates the interrelationship of the 
four definitions. Twelve possible combinations are identified. 
These range from need that is accepted by the experts, but which 
is neither felt nor demanded by the individual, to need that is 
perceived by the experts and also felt and expressed by the in
dividuals with the need.

These perspectives of need and their interrelationship pro
vided a useful background tool for the Needs Action Review. In
tuitively, it would seem correct to consider these perspectives 
when deciding which needs warrant further attention. Only those 
needs which could be identified from several of these perspect
ives were focussed on in this report.
Real Need and Human Nature; _

It is not comprehensive or useful enough, however, simply to 
define needs in terms of their presentation to service delivery 
agencies. Because needs come in constellations and are inter
related, it is necessary to understand the relationship between 
people's various needs, how these needs relate to human nature, 
and how they fit in to the particular culture and society.

Needs should neither be fragmented and dealt with in isolation, 
nor considered without regard for the other human needs that re
late to them. Similarly, needs that are inherent in all human 
beings should not be ignored. For example, at a simple level, 
people who present to an agency in need of .a bed and wardrobe 
obviously bring with them a range of other needs. Some of these 
may include other concrete needs associated with the precipitat
ing need. They may also need advice or advocacy regarding a 
benefit payment and/or they may not have enough money for food.
For a variety of reasons they may not express these other con
crete needs. They may also have other unpresented needs: for
example, for support and acceptance of a difficult decision 
they are in the process of making, or they may have recently 
suffered a serious loss. There are also the ever present human 
needs which are brought into the situation. For example, the 
need for respect, social interchange and contact, and the main
tenance of a reasonable self image. For some particularly vul
nerable people these latter needs may be met inadequately else
where in their lives. It is not enough in the face of this con
stellation of needs to consider that an agency is meeting needs 
adequately by providing a piece of furniture.
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Rather than attempting to isolate each single need it is im
portant therefore to consider the basic human tendencies that give 
energy and form to human behaviour. The .search to identify and 
describe these has attracted a great deal of attention from many 
social scientists.

Maslow® postulated that needs were hierarchical in nature, 
ascending from physical and safety needs to social, self-esteem 
and self-actualising needs. He argues that as long as people1s 
lower needs were unsatisfied then.higher needs would not be ac
tivated. Some such human needs obviously do assume more import
ance and urgency than others and attention.must firstly be paid 
to the basic survival needs before higher needs can be satisfac
torily attended to. However, the reviewer would argue that all 
such needs are present and active to some degree 'all the time. 
Pressures from an environment may prevent their expression. They 
may be damaged by excessively destructive past .experiences and 
thus suppressed or dulled out of awareness. They are, nevertheless, 
human tendencies that exist at all times. For example, the self
esteem need to feel good about oneself does not come into exist
ence only after basic survival needs have been met. It may have 
to take a back seat,but it surely must be ever present. It is 
argued that all needs affect behaviour, even though an individual 
may only be pursuing the most urgent at any one time.
Basic Human .Tendencies and Needs:

- - f
„ Drawing on the literature and information collected during 

the Needs Action Review, basic needs have been grouped into six 
areas for brief discussion. The idea for these six groupings 
comes from Synergic Power: Beyond Domination and Permissive-
n e s S j by Craig and Craig.® These basic needs are those generally 
agreed on by writers on-this subject to be those most important 
to basic survival and the continuation of the species. The order 
is not meant to imply that they are hierarchical in the sense that 
one must be-met before another can come into existence, but rather 
they are all inter-related, with the primary basic survival tend
encies - food, shelter, warmth and safety from danger — standing 
somewhat apart and holding first priority. The other five higher 
needs are seen to be closely linked and clearly inter-dependent.

1) Basic survival - Here are included the innate human 
tendencies to seek out and provide basic bodily re
quirements for survival, such as food, warmth, shelter 
and protection from physical danger. The meeting of 
these basic needs in this complex society can be ex
tremely difficult for some particularly disadvantaged, 
oppressed, or handicapped people. When such groups ex
ist in contrast to other groups (which can cater for 
their basic needs in a society that expects everyone to

8. Abraham Maslow, Motivation and Personality, (2nd edn),
Harper and Row, New York, 1970.
James H. and Marge Craig. Synergic Power: Beyond Domination
and Permissiveness. Proactive Press, Berkeley Cal., 1974.

9.
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be able to do this and stigmatises those who cannot),
then all other higher needs remain unmet; this can in 4
turn make the meeting of all others even harder (in
cluding those of basic survival), thereby creating and 
maintaining a chain or loop of unmet or unmeetable needs.

2) Competence tendencies - Humans have a basic urge to do 
things, to be up and about; to explore the world, to 
discover and expand their own strengths, capacities and 
competence.

'It is this urge that has always drawn children full-
bellied and warm from the comfort of their mothers'
arms - out into the world of adventure - unless they
have been damaged by misdirected parents or by a too
hostile society .'1°%

This tendency encompasses not only the urge to do things, 
but to do them to the best of one's capacity, to learn 
from them and to grow in competence. It seems logical to 
assume that this tendency is necessary for the survival 
and continued evolution of the species. Any species that 
did not discover and use its full range of capacities 
would soon be overtaken by another.

3) Exploring and mapping tendencies — As people explore,
grow and develop from birth onwards they accumulate a ,
great deal of experience-. - To be able bo make use of this 
experience people must be able to organise and file it; 
they must be able to make records and 'mental maps that
will help them to distinguish between harmful and valuable „
things, and indicate what leads to what in the world' . •*--*- 
These exploring and mapping tendencies are linked with 
urges to exercise all of one1s capacities and are sup
plemented by growing conceptual powers.-̂ -2

4) Self determination - This is the need to exercise some 
personal control over what happens to oneself. Accord
ing to Adler-*-2 this is an implicit tendency connected to 
the tendency to be fully active, to exercise fully all 
one's capacities and to explore. It is both innate and 
essential to the survival of the species.

10. Robert W. Wl̂ ite. 'Motivation Reconsidered: The Concept of
Competence-' in Psychological Reviewj  No. 66, 1959, pp. 297-333.

11. George A. Kelly. A Theory of Personality: The Psychology of
Personal Constructs, Norton, New York, 1963.

12. Craig and Craig, op. cit.
13. Alfred Adler, Superiority and Social Interest: a collection of

later writings, (2nd revised edn) by Heinz L. and Rowena 
Ansbacher, Viking Press, New York, 1973.

k



5) Social interchange - This refers to the need for human 
contact and interaction and the need to express feel
ings openly, to exchange information and to communicate 
It involves the need to share companionship and love.^ 
Again, this is a basic survival tendency. Any band of 
humans which shares these tendencies to communicate openly 
and honestly with one another - to give and to receive 
love and acceptance, and generally to co-operate, has an ad
vantage over another coirparable band of humans where 
social interaction tendencies are weaker.^ For example, 
those co-operative social tendencies can make the con- . 
ceptual power of the most gifted individuals in a part
icular area accessible to the total community, and fac
ilitate the confidence building of all.^

6) Self-esteem tendencies - This is a need to feel good 
about oneself. This could be called the master human 
need to which all others are mere servants. Self
esteem tends to grow as any one of the other four higher 
tendencies are successfully ejqpressed. Without some 
degree of self-esteem the strength and courage needed 
to explore, to be active, to exercise one's capacity, 
to seek to maintain control over one's life, to engage 
in meaningful social interaction is absent. The more 
self-esteem they have the more people feel free to ex
ercise any of these other- tendencies; . 'the less self- - 
esteem they have, the less likely they are to -try .any
thing new, and to improve their capacity to survive.'

Clearly, it is not adequate to see needs, as being isolated. . 
Rather they are all .interrelated and a lack in one area can lead 
to deficiencies elsewhere. This perspective from which the Needs 
Action Review is undertaken has obvious implications for service 
delivery and the meeting of needs. The above basic tendencies are 
common to all people. In relation to the needs of low-income 
people, the tendency towards self-determination and the need for 
self-esteem to which it is linked, warrant special comment.

Low-income people have far less control over their lives than 
others. Because of the inadequacy of their income.and other res
ources, virtually all their life choices are.severely, limited, which 
gives them less control over what happens to them and leads to just
ifiable feelings of powerlessness. When prolonged, this lack of 
control and the continual sense of powerlessness can lead to the 
dampening or crippling of people's urges towards self-determination.

14. Craig and Craig, op- cit.
15. Maslow, op. cit.
16. Craig and Craig, op. cit.
17. ibid.
18. Jerome D. Frank. 'The Bewildering world of Psychotherapy' in

Journal of Social Issues  ̂ No. 28, 1972, pp, 27-43.
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It can lead people to give up. Presumably, a state of denial of 
the powerlessness, or a sense of resignation is preferable to a 
continual state of awareness of that powerlessness. This state 
is different to that of apathy which implies that choices are 
available,but are simply not being taken up. Low-income people 
really do have very little power to control the major factors in 
their lives. .This real lack of control and the dampened self
esteem in turn affects the amount of control people seek to ex
ercise in those areas of their lives where’ some control should be 
possible. People are thus less likely to take action (individ
ually or collectively) aimed at increasing the amount of real 
control. Then a negative feedback loop is created involving 
ever-decreasing control, self-esteem and self-determination.
‘Defining Action1 in relation to the Needs Action Review:

In the context of the Needs Action Review, action is meant 
broadly to imply any steps taken to assist in the meeting of 
people's needs. This can cover a wide range of need-meeting 
encounters, relationships, or arrangements - from the direct giv
ing of a gift, or charity - to complex or indirect endeavours 
which aim to enable people to meet their own needs or to build 
confidence or self-esteem.

The particular point of reference in this case is the wel
fare agency's perspective and the perspective of their consumer 
and the particular relationship that exists therein.

An important dichotomy to consider in relation to welfare 
agencies' endeavours to meet needs is the division between 
services aimed at straight resource provision and those aimed 
at changing people's attitudes, levels of skill, values, etc. 
Bernard^-® defines the former as social provisions and the latter 
as social services. A second useful dimension is the notion of 
addressing the underlying causes of the problem using the devel
opmental approach to service delivery.^® This latter approach 
to delivery acknowledges the importance of the range of human 
needs and their significance in maintaining peoples' disadvant
ageous position in society if they remain unmet.

Relative merits and difficulties in using these two ap
proaches will be discussed in later sections of the Report.
They are merely mentioned here in the context of defining action 
so that they can be kept in mind during further discussion of needs.

19. S.E. Bernard. 'Why Service Delivery Programs Pail-' in 
Social Works vol;20, May 1975.

20. For a comprehensive discussion of this see, for example,
C. Benn, 'A New Developmental Model for Social Work1 in 
P. Byers and J. Cauley, Social Work in Australia: re
sponse to a changing context. PIT Press, Bundoora, 1977.
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Brotherhood Services

It is not proposed to give a comprehensive historical back
ground in this Review. However the organisation does have an 
interesting history which can be read elsewhere.

The Brotherhood of St Laurence began as a religious order 
of the Anglican Church in Adamstown, New South Wales, in 1930 
during the Depression when there was massive unemployment. A 
unit of this Order was established in Fitzroy in 1933 with Father 
Gerard Tucker as Vicar.

From its earliest inception as an agency serving the needs 
of people, the Brotherhood focussed on disadvantaged people in 
society.

"The Brotherhood has always focussed on services, and re
sources which will provide equality of opportunity for 
people who are financially poor and socially disadvantaged.
The Brotherhood believes that everyone should have equal 
access to health, welfare, employment and educational 
facilities and that priority should be given to those who 
are most deprived and vulnerable to the pressures of soc-
• . i22rety.
When the organisation was created, unemployment was the most 

pressing and obvious concern. This resulted in 1934 in the dev
elopment of a hostel for unemployed men. Later, in 1935, a settle
ment for unemployed men and their families was established on 42 - 
acres at Carrum Downs. The underlying value of attempting to ad
dress the needs of the most disadvantaged, and providing them 
with increased opportunity, are reflected in both these services. 
The settlement, for example, aimed to give unemployed families a 
chance to get away from the pressures of the city, to establish 
a better existence and to have the opportunity to learn new skills. 
The organisation's field of concern seems to have evolved through 
the process of expressing its underlying values in delivering ser
vices to meet what appear to be the most pressing social needs.
As new. and more urgent -needs were identified services were devel
oped to meet them.

In line with the organisation's values, various attempts 
were made to give people opportunities. This reflected a recog
nition of the fault in society and. also the belief that people 
could be lifted out of their disadvantaged positions if given the 
opportunities.

The unemployment issue faded in the organisation's prior
ities during the second World War, and the aged became a prior
ity. The needs of the isolated and disadvantaged aged in the

21. See, for example, The Brotherhood of St Laurence - an intro
duction.. - • Brotherhood of St Laurence, Melbourne, 1976.

22. ibid.
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inner city began to emerge as a focus in the early 1940s. The 
Coolibah Centre was opened in 1946 to meet some of the specific 
problems of the aged. In 1946 Carrum Downs was transformed into 
a settlement for the active elderly.

Services to the aged continued to develop along specialised 
lines of providing accommodation. This was in response to the 
ever present need for low cost accommodation for elderly people.
As such services operated, residents became frail and new ser
vices were established to cater to these particular needs. De
velopment of these services to the aged was made easier by the 
considerable community support. Eventually, by the availability 
of government subsidies, it became possible to develop necessary 
services without excessive strain on the agency's financial re
sources.

Attention was also paid to the isolated homeless and/or 
alcoholic men (and to some extent women) who were frequenting 
the inner city area. At that time they were mostly elderly, 
isolated people, with the odd sprinkling of younger 'social 
misfits'. It was to these needs that the Coolibah Centre 
addressed itself. There, such people were provided with a 
harbour of support and company. ^

Children were always of concern to the organisation. A 
hostel for homeless boys was established in 1937, and over the 
years an eye has been kept on their special needs. For example, 
the children's clinic (basically a de-lousing clinic) was es
tablished in Fitzroy in 1950 in response to an identified health 
need. This interest in youth has continued over the years with 
the development of one service or another in response to par
ticular needs.

A focus on families developed through involvement with the 
unemployed and their families and this group also received con
tinuing attention.

Field of Concern:
The establishment of services in response to pressing social 

need led to the three arms of the Brotherhood. What developed 
was a field of concern covering families, the aged, and youth, 
and the issues that affect them. Of course, there are examples 
of services which developed somewhat outside of these three clearly 
visible arms. As is probably.the case in any number of voluntary 
welfare agencies, some Brotherhood services simply appeared to 
’happen'. It may have been discovered that people were meeting a 
need (for reasons that may be unclear) and so a service built up 
around that need. • Delivery of one service ihay be found to entail 
the presentation of another range of needs and so a service 
grew to accommodate these other needs. These services may 
not be officially recognised . If they are not recognised

23. Eventually the Hanover Centre for such homeless men was
jointly established by a number of agencies, including the 
Brotherhood, in 1964.
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the welfare component may not be developed or legitimised to a 
point where they are fully regarded as services and given the 
support and supervision required in the service delivery area. 
Examples of such services in the Brotherhood include the wel
fare components of the volunteers' co-ordinating program, and 
the switchboard. An example of the service which grew and was 
later developed with full recognition as a service delivery 
area is Laurence Industries.

Basically, these three arms can be seen as a central focus 
of the organisation. At any time in the organisation's history, 
services can be seen to have operated in these arms, addressing 
a particular need of importance at the time. This focus on three 
main aspects has meant that no special attention has been paid, 
for example, to the ethnic groups, Aborigines, drug addicts, and 
many other groups that may be identified elsewhere (although, 
naturally, people from all of these groups may.be found to be 
using a number of the Brotherhood's services). The policy not 
to pursue specific services for such groups was a .result of a 
definite decision taken by the Brotherhood, based on a variety 
of factors and beliefs. One such factor is the belief that such 
groups are better catered for by organisations geared to deal 
with such specific problems.

The three arms have gone through various phases of being 
separated or connected. In -the early stages the relationship 
between them was not a major concern because the organisation 
was small enough for everything to be connected. As the organ
isation grew larger these aspects became more separated and so 
there' developed a youth section, a family section, and an aged 
section, connected only at the top of the organisation. The il
logical nature of this was considered in the stages leading up 
to the development of the Family Centre Project where the deli
verers realised that it was not rational or in the best interests 
of the clients if different family members were being seen at the 
same time by different arms of the organisation with no inter
connection. • The Family Centre Project integrated youth and <: 
families, but because of the specialised nature of the services 
for the aged (which focus on accommodation) they remain a 
separate arm, with very little cross-fertilisation or involve
ment with other areas.

It would seem appropriate for an agency to have its own 
field of concern and quite important that this be acknowledged, 
so that the agency does not simply attempt to provide specialised 
services for a wide range of groups or problems whenever such 
problems become visible. Voluntary agencies such as the Brother
hood need their field of concern to be clearly acknowledged so as 
to provide them with the necessary guidelines and rationale for 
the ordering of their priorities. Any attempt to meet all of the 
needs all of the time must detract from the quality of the ser
vices provided.
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A welfare agency has the difficult task of using these 
guidelines to decide where their efforts should be focussed at 
any one time. The Brotherhood tries to offset this problem to 
some extent by sharing its resources with other agencies or com
munity groups which are attempting to undertake important wel
fare initiatives. In this way the Brotherhood can assist in 
areas of social importance without directly expanding its own 
activities. Assistance is given with a range of resources in
cluding direct financial assistance, direct material resources 
such as office space and facilities, support of applications 
for funds from governments and philanthropic trusts, or the 
provision of consultative services.

Using this approach of operating broadly within an es
tablished field of concern, and being committed to developing, 
handing over, continuing to support,' or abandoning particular 
services, the Brotherhood can remain flexible and sensitive to 
emerging needs without necessarily attempting to meet the needs 
of all groups.
Current Concerns:

The organisation is currently concentrating many of its 
efforts in the area of jobs and incomes in response to the grow
ing crisis of unemployment. In a recent Executive Review of 
some aspects of the Brotherhood and .its future direction,the 
Executive Director, David Scott, stated:

1 In public policy concerns, the Brotherhood should con
centrate on jobs and incomes issues. It should identify 
specific areas of jobs' policy that are consistent with 
its objectives and not likely to be promoted by other or
ganisations .
It should put considerable resources into initiating the 
incomes' policy debate and campaigning for more equitable 
income measures for unemployed people.

This organisational concern is reflected in many ways as attempts 
are made to meet needs, to address the issues, to point out the 
anomalies and to look at a range of ways to change the situation. 
One example was the establishment of the King Street Job Centre 
in 1977, and the subsequent decision to close this in 1978 and to 
establish the Unemployment Rights Service in 1979. Another is 
the organisation's work with the Department of Community Welfare 
Services related to disadvantaged workers, and its involvement in 
establishing the work creation scheme, the Neighbourhood Employ
ment Development Program. Associated with these activities has 
been ongoing social action and involvement with issues related to 
jobs and incomes.

At the same time the organisation continues to maintain a 
range of service delivery activities which have developed in re
sponse to numerous other needs. Some existing services have

24. D. Scott. A Review 3 Some aspects of the Brotherhood of St 
Laurence with a view to the future, April 1979, p. 7. 
Internal document.



always catered in some way for the needs created by unemployment 
(and low incomes). Mostly, these have expanded in response to the 
increased presentation of those needs related to becoming unem
ployed. The Material Aid Service fits into this category as does 
the Toy Club.
Ongoing Evaluation:

In order for the organisation to remain sensitive to the 
emerging and changing patterns of need as experienced by low- 
income people, and the suitability of action.being taken or con
templated, the process of monitoring needs and action must exist. 
This must be an ongoing process and must take place at a number 
of levels. Perhaps at its simplest level it means that service 
delivery staff should have the time, support, and other resources 
available to enable them to reflect from time to time on their 
daily approach to the delivery of services so that they can make 
the changes and adaptations they feel may be desirable. This mon
itoring process also involves undertaking research related to 
specific issues of need that become apparent, and to engage in 
evaluation of service delivery efforts.

A review such as this can‘form another important aspect in 
the process of maintaining an overall picture both of the needs 
which are-of'major concern to the.actual and target consumer, and 
of the way in which the organisation functions. Monitoring the 
work of the organisation in a variety of ways makes it easier to 
ask and attempt to answer some of the difficult and important 
questions which continually arise. Some of these questions in
clude :

Considering normative, felt, expressed and comparative 
needs, what are the most important needs faced by our 
service consumer groups?
Why do these needs exist?
Are our services addressing these needs and/or causal 
issues?
Are services which we have set up in response to a need 
which was a priority in the past still meeting people's 
priority needs, or are services adapting the need in some 
way to ensure that it fits the service?
What are the implications of maintaining services, rather 
than adapting them to meet people1s current priority needs 
(dependence could be an example here)?
Given an acceptance of the notion that needs exist in con
stellations, are some priority needs and basic human tend
encies being ignored or damaged in the process of deliver
ing services?

13
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In an ongoing sense, are our services helping to foster in 
people the development of their resources, strengths, etc. 
which.may help them to be less likely to need our services 
in the future? Considering all these factors, which areas 
should be adapted or relinquished and what new initiatives 
should be undertaken?
What should the priorities be in terms of all these factors 
and the organisation's limited resources?
These are obviously extremely difficult questions which face 

service delivery people at all levels. The Needs Action Review 
cannot pretend to answer all of these in any complete sense.
This must be an ongoing process involving the attention of people 
in many different areas. However, these questions have formed 
part of the backdrop for the Review and it is hoped that this 
contribution will, in some small but meaningful way, help the 
organisation to remain responsive to people's changing needs.
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CHAPTER 2:

APPROACH USED IN CONDUCTING THE NEEDS ACTION REVIEW
The approach used in conducting this Needs Action Review 

was low key and of a flexible structure. This was in line with 
the intention that the Review should have a fairly low profile 
in the organisation and be a broad, overall look at the way in 
which the organisation meets needs, and the major themes which 
relate to both needs and action.

The process of approaching this task was dynamic and cyc
lical in nature. There were several elements to this process 
which, rather than being linear, were interrelated and re- 
emerged in a cyclical manner throughout the Review. These 
elements included forming and maintaining a base, collecting 
information.,, collating and comparing information, and providing 
feedback.

Establishing and Maintaining a Base

In order to gain information about needs/action - which 
would be of significant depth and relevance - it was necessary 
to form and maintain a base of understanding about service del
ivery. The fact that the reviewer was located in the Social 
Services Department rather than the Research Department was a 
help in doing this and in projecting the low-key approach (al
though the back-up of the Research Department always remained 
important). Also, the fact that the reviewer was well known by 
a number of the service delivery staff from a previous period 
when she was a service deliverer, meant that she could be more 
easily identified as 'one of them'. .

This base of understanding was achieved by maintaining close 
contact with service delivery staff and by becoming immersed in 
the needs they faced and the issues which arose in their attempts 
to meet them. Choices about where this involvement should be 
focussed at any one time often depended on which needs and 
issues were causing the most concern, or which, at any particu
lar moment, seemed most significant rather than on a systematic 
department by department review. Such a systematic approach 
would have been extremely time consuming, and would have prob
ably resulted in a more superficial review.

To understand in depth the needs the staff confronted, and the 
difficulties experienced in meeting them, the reviewer felt it 
necessary to become involved in a genuine, caring way with ser
vice delivery people, consumers, and potential consumers. This 
clearly involved learning of their successes and failures, under
standing their concerns, hopes and ideas.

Forming and maintaining this base of understanding involved 
a certain amount of putting in as well as taking out. Indeed, 
in some senses, the Needs Action Review itself was a process
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which indirectly affected the meeting of Brotherhood service 
consumers' needs. It did this by providing some of the back-up 
required by the staff if they were to meet the consumer's needs.

This approach reflects underlying values related to the ex
periential learning one can gain from this type of involvement - 
values related to the importance of sharing experiences, skills, 
information and ideas. It also vindicates the belief that an 
atmosphere of support and empathy, in a two-way information 
seeking and sharing process, is more likely to enable people to 
share the details of their work, with all its successes, dif
ficulties and hopes.

Collecting Information
Continuous attempts were also made to make the process of 

information seeking, and the Needs Action Review itself, both 
relevant and understandable to the people involved. For example, 
the reviewer was much concerned to involve others in the process 
of review. As information collected about people's needs had 
to be of sufficient depth to tap their true 'nature', it was 
important to know not just the need, but its intensity and fre
quency; how it actually feels to the people experiencing it; 
its importance as compared to other needs; its possible causal 
or other relationships to other needs (for example, some needs 
precipitate or follow other needs).

It is also vital to understand how the needs are connected 
or separated, and in what order of priority they are perceived 
by those involved. It is useful also to know how perceptions 
agree or differ, (for example, those of consumers and of pro
fessionals) . It is impossible to obtain this degree of detail 
unless an appropriate base of trust and understanding is es
tablished with those who have the requisite knowledge and ex
perience. A more superficial needs survey approach might give 
quite erroneous details as needs are complex matters, and one 
set of needs may be connected to another set and may be depend
ent on many factors which operate both on a conscious and un
conscious level. It may thus be difficult for those exper
iencing the needs to be aware of their complexity.
Talking with People;

Talking and listening to people, wherever and whenever 
possible, was the principal method of collecting information. 
These included:

i) The people ejqperiencing the needs. For example, 
consumers of Brotherhood and other agencies' ser
vices .

ii) People who do not now have the particular need, but 
who had it or could expect it in the future; for 
example, elderly people at present coping on their 
own.
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iii) Brotherhood staff attempting to meet needs.

iv) Others attempting to meet them elsewhere or in 
other ways; for example, welfare agencies or 
community groups.

The format used for talking with these people included :

i) Semi-structured individual interviews or dis
cussions; for example, with some Brotherhood 
service consumers and with some outside service 
deliverers and professionals.

ii) Organised group consumer interviews; for example, 
following a number of individual consumer inter
views, some people were asked if they would like 
to invite friends or neighbours (also with low 
incomes) to share their views. These group inter
views worked exceptionally well. People appeared 
to feel more comfortable talking about their needs 
and related issues in great depth, and they stim
ulated each other to consider a greater range of 
issues and ideas. It also meant that larger num
bers of people could be seen.

iii) Discussions with already constituted groups, such 
as existing self-help groups or existing community 
groups; and also discussions with groups of con
sumers as gathered together by other agencies for 
the express purpose of contributing to the Needs 
Action Review. This was done, for example, by some 
community health centres.

iv) Attending meetings; for example, Brotherhood staff 
meetings, other organisational meetings, and those 
set up in the community by consumer groups or by 
other agencies from time to time to discuss issues 
related to people's needs and ways of meeting them.

v) Informal discussions when the opportunity arose; 
for example, with professionals after meetings 
or on other occasions, artd numerous informal dis
cussions with Brotherhood staff.

vi) Brief encounters in the street or 'on the stairs'; 
for example, with consumers whom the reviewer had 
previously met or spoken with about the Needs Action 
Review, or with outside service deliverers or with 
Brotherhood service delivery people.

Reading;
During the course of the Needs Action Review, literature 

relating to service delivery and needs was continually reviewed
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in order to keep up with developments in relevant areas. Such 
information covered areas including the broad categories of the 
aged, youth and families (for example, Family Day Care, single 
parents), and poverty. Literature and information was also col
lected relating to the delivery of services, organisations, man
agement, and administration in the human services.

Observation;
A further means of collecting information was through the 

process of participant observation. This meant observation of 
the presentation of needs and the attempts to meet them while 
being involved in the service delivery areas. Secondly, many 
brief observations of service functioning were made while pass
ing through various service delivery areas.

Experience;
Esqperience was gained by the reviewer becoming involved 

from time to time in the meeting of needs. . This occurred 
either while actually taking part in day-to-day activities of 
various service delivery areas, or when called on to help with 
a particular area of need because of its urgency or difficulty.

Statistics;
Some information was collected in a more structured form 

in order to gain a picture of the number of particular needs 
being presented to the Brotherhood and the flow of these within 
the organisation. One example of this statistical type infor
mation was data collected from the switchboard area.

Collating and Comparing Information

The process of collating and comparing information was on
going. Information was recorded using an extended diary method 
and as major themes and issues emerged, cards and separate files 
were kept under headings, such as 'food' and on issues, such as 
'information distribution' or 'groups'. Thus, any information, 
whether gained from an interview, observation, or encounter on 
the stairs, could be recorded in appropriate sections. As the 
various themes regarding needs and related issues emerged, it 
was possible to be more deliberate in pursuing information and 
in seeking discussion with a range of people about how these 
matters could be dealt with in more effective ways.

Feedback
The feedback process was necessary in order to help 

identify the major themes and concerns. As these began to 
emerge and to be focussed on, information could be fed back to 
those involved, and further ideas could be elicited and discussed, 
thereby leading to further information becoming available.
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Ideas were variously elicited, encouraged, tossed around in 
discussions, tried out, matched against theory and practical ex
perience, built on or discarded. Thus, there was a feedback loop 
involving service delivery staff, service consumers and many others.

* * * * *

The Needs Action Review thus involved, within a flexible 
structure, the formation and maintenance of a base, the collec
tion of information, the collation and comparison of information 
and feedback. This resulted ‘in an approach that involved :as wide 
a range of information, opinions and ideas as possible. It was 
considered that this approach would give an overall picture with
out resulting in an unsatisfactory level of superficiality.

Approach to the Writing of this Report
One of the major difficulties in writing this report was the 

problem associated with using examples to illustrate issues. Much 
of the information recorded was made up of examples. Quotations 
from these examples have been used throughout the report, but it 
has been decided, in most cases, that exact identification would 
be inappropriate in such a broad review. It may, in fact, rather 
deflect the focus onto small specific areas and away from broader 
issues. Added to this factor is the obvious issue of confiden
tiality. The quality of information obtained has been possible 
only because of the considerable co-operation and honesty of the 
people involved. This included service consumers and, more par
ticularly, the Brotherhood service delivery staff who have so 
often exposed and shared the positive and negative details of 
their work, feelings, thoughts and ideas related to needs and 
action. Much of this information was given to the reviewer in 
confidence.

/
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CHAPTER 3:

NEEDS EXAMINED

During the course of the Needs Action Review, it became 
obvious that with such wide terms of reference, it would be 
necessary to bring the field of concern down to the most 
important issues if the report was to be anything but super
ficial. Thus it developed that the Review came to focus on 
three major groups of consumers: families, youth and the
aged, and on a constellation of major concerns and needs 
that were important to either one or all of these groups.

The criteria for identifying these groups were the 
history of the Brotherhood's service to them and the ease 
of collecting and collating information into these three 
broad areas. The major themes developed by considering those 
issues which were encountered most frequently during the Re
view; those issues most relevant to the Brotherhood's pre
sent areas of concern; and those that appeared to be re
ceiving inadequate attention in the welfare field and the 
community in general.

There will naturally be other issues which are not 
covered here, but which people consider relevant to this 
Review. However, the constraints of time and resources 
meant that it was not possible to cover all the various 
issues in the necessary depth. Rather, the reviewer has 
sought to cover what she saw as the major issues in reason
able depth and thereby indicate those areas which .'deserve 
further attention.

A : FAMILIES

'You feel real lousy having to say "No" to your kids all 
the time . . . All you ever say is "No". '

Preamble
'Families'refers broadly to all people who have the care 

and responsibility for children. For two reasons, this group 
received far more attention than any other during the Needs 
Action Review; firstly, because it is made up of much larger 
numbers and secondly, because it very quickly revealed itself 
(and particularly lone parents) as the one most under pressure.

The information reported here was obtained from a wide range 
of people; however, the majority of consumers or potential con
sumers spoken to were women, and the majority of these were lone 
parents. As female lone parents constitute such a high proportion 
of low-income people seeking welfare assistance, it is, therefore, 
appropriate that they be emphasised in the course of this Review. 
For this reason, and because of the lack of resources and con
straints, no special efforts were undertaken to look especially
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at the needs of male lone parents, or at the male perspective 
of the needs of a family on a low income. This is not in any 
way meant to reflect an under-valuing of these male-oriented 
needs or perspectives. Nor is there any implication that ser
vices should be directed exclusively at female-headed families.

Coping

Before embarking on a discussion of the needs of low-income 
families, it is also appropriate to discuss the fundamental dif
ference between low-income families who cope reasonably well 
(often amazingly so considering their low incomes), and those, 
who do not. We know that the problems of low-income and exp
ressed people are not concerned only with income. We also know 
that it is not personal inadequacy on their part. Obviously, 
it is a combination of factors involving complex elements of 
oppression, and a multiplicity of pressures. While we fight for 
adequate incomes for those currently below the poverty line, we 
must also understand other- factors that create and maintain op- 
ression. It is essential to seek ways for people to cope better 
with their situations, and to grow and to struggle out of them. • 
The Brotherhood clearly has a concern and commitment to pursue 
these questions in order to be of better service to people. While 
incomes remain inadequate, it is important to look at how people 
cope, and to learn how to assist those who do not. It would also 
enable us to find ways of assisting those who do cope to share 
this ability.

In the study Who Cares? a -̂ the authors divided families into 
into three groups. The first group were described as the 'copers' 
who managed quite well with the stresses of life even when strug
gling on a low income. The second group, described as the 'vul- 
nerables’, were constantly juggling from one family crisis to the 
next. The third group of 'passives' were totally depressed and 
appeared to have given up hope of gaining any control over their 
lives. According to McCaughey et al, the characteristics that 
differentiated these three groups included the different quality 
and quantity of resources that each could draw upon to assist with 
their financial, social and personal resources. Financial re
sources referred to money, savings, housing, job security and oc
cupational status. Social resources included the network of ex
tended family and friends, neighbours and local groups to whom 
the family could turn in need of help. Personal resources re
ferred to the family's internal strength and its ability to op
erate efficiently and tto achieve, their goals.

These separate groups could be clearly observed and similarly 
differentiated during the Needs Action Review, although in-depth^ 
systematic individual family details were not recorded. The most 
striking feature to note was the difference in their support

1. Jean McCaughey, Sheila Shaver, Helen Ferber et al, Who
Cares? Family Problems3 Community Links and Eelping Services.
Sun Books, Melbourne, 1977.
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networks. Those who were coping reasonably well, despite their 
low incomes and associated pressures, frequently spoke of the 
mutual support systems they had. They gave examples in the dis
cussions, such as shared child care, clothes swapping, borrowing, 
driving each other to places when there was a car in the network, 
'talking things over', and giving general advice and information. 
One group of young women had an 'ironing pool' where they brought 
their ironing and which they did in turns while talking together. 
These people also indicated that they had what McCaughey et al 
called 'personal resources'. They appeared somewhat more con
fident, assertive, optimistic and to have higher feelings of self- 
worth .

People from the other two groups had much less support from 
families and friends, were more self-effacing, aimless and often 
less bright and cheerful. These people were the only ones who 
often spoke of loneliness, and a great need for friends. They 
appeared to feel they had less control over what happened to them, 
and to see less hope for the future. A few people spoken to 
appeared to have almost 'given up' the struggle to maintain (or 
gain) control over their lives at all. These would be what 
McCaughey et al called the 'passives'.^

Group Discussions
The major information input from people in the category of 

family was obtained through various group discussions. The feed
back about family needs will be arranged in the order in which they 
were generally raised in these sessions. The order itself should 
give us some idea about needs as people perceive them. Infor
mation gathered from sources other than group discussion will be 
fed into this section as it proceeds.

People quite naturally took some time to settle into the 
group interview (although usually they knew each other, or at 
least, some others there). After an explanation of the Needs 
Action Review, we began to talk about needs. They would usually 
mention the most obvious need first, for example, money and food. 
These were clearly the easiest subjects to discuss, slowly lead
ing to the confrontation of needs of a more personal nature, for 
example, optional issues of loneliness and questions related to 
self-esteem. The initial segments of most discussions merely 
confirmed what has been repeatedly stated in various Brotherhood 
and ARC publications.
Money:

Discussion invariably began on the subject of how difficult 
it was to manage on low incomes, such as pensions and benefits.
The most frequently mentioned financial problems were 'big bills' 
(gas, light, etc.) especially where the unexpected had happened 
simultaneously. These discussions were often graphically punc-

2. Fewer of these particular contacts were made during the Needs 
Action Review. This could be due to the greater difficulty 
in making contact with these 'passives'.
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tuated by stories of unsuccessful and demeaning attempts to seek 
assistance from Clerks of Court or welfare agencies. These sit
uations seemed to be less serious for the copers, because although 
they also spoke of the need, they obviously felt somewhat less in
secure and spoke of borrowing money from members of their support 
network (mainly their families, but occasionally friends).

There was frequent discussion on the high cost of bonds, and 
of moving costs in general. Bonds, advance rent, removalists,
•gas and light deposits, etc. are far above the capacity of a person 
on a low income who has no possibility of saving the amount nec
essary. Comments in discussions about the high cost of bonds and 
other moving costs were (surprisingly perhaps) much more frequent 
and strongly expressed than comments regarding the high cost of 
rent on the private market. People seemed to feel immobilised and 
'trapped' by the high cost involved in moving and the virtual im
possibility of getting a loan or grant for the amount needed.
These feelings were often accompanied by a strong dislike of the 
place or area in which they lived (very frequently, Housing Com
mission flats). They frequently spoke of being 'stuck' in an area 
they hated, or in a 'dump'.

'You are just stuck in this prison with no hope of getting
out.'
The emphasis on these costs rather than rent costs becomes 

more understandable when you consider these trapped feelings. For 
these families, there seemed little hope of getting out even if 
the perfect place could be found.

The need for a cheap or free removal service for low-income 
people was often mentioned by those being interviewed, and en
quiries about such a service were often made through the Brother
hood's Material Aid Service and the receptionists.. The inability 
to afford removal costs is obviously another major hurdle in the 
way of being able to move into more suitable accommodation. Ac
commodation often becomes available rather quickly and must be 
taken up instantly or lost. Therefore, the need for a removalist 
is immediate, leaving little time to save or borrow the money.
The Material Aid Service cited many cases where people have had 
to leave their furniture behind and start again, rather than lose 
an opportunity for improved accommodation. This was confirmed by 
discussions with service consumers. >

Food:
The need for occasional back-up with food was another fre

quently mentioned need. It was raised in all discussion groups 
and again the difference between the copers and others was ap
parent. Those with family supports and stronger self-esteem 
spoke less of this need and when it was raised, they described 
how they coped through their support network.
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'We eat at mum's place at least twice a week.'
'I'd never manage without my sister and my mum. We go 
shopping together and share things. We buy in bulk and 
usually two of us go to the market.'
Those with fewer resources often told very distressing 

stories of going without food (usually themselves rather than 
their children^.

'I don't mind for myself. I'm used to it, but I get 
terrified if I haven't got stuff for the kids.'

People told of living on dry biscuits and bread for days. One 
woman told of

i  '. . . filling my stomach with cornflour mixed with water
to stop the pain.'

Another spoke of living for days on 'Weeties mashed up in hot 
water'- (she had kept the milk for the children) . For some then, 
genuine hunger was a reality. As one young woman said,(weeping) -

'You can't possibly ever know how terrible it feels unless 
you have been in the situation. I still haven't got over it.

It is important to noce that there was evidence of extreme 
'shame' and 'guilt', and feelings of personal failure attached to 
the expression of this need for food. People spoke in an extreme- 
-ly emotional fashion (often accompanied by tears). They used 
expressions, such as;

'I felt so ashamed. I have never been game to tell anybody 
about it.'
' I found things hard before, but I never thought I'd get 
that low.'

Food is a basic human need and in Australian'society it is 
assumed that everyone is capable of providing it for themselves, 
no matter what their circumstances. Therefore, if people are not 
able to do so, they feel they have 'hit rock bottom' and have 
failed as human beings. This picture was confirmed in many ways. 
Seeking help with food from welfare agencies was associated with 
the most emotional and extreme expressions of 'shame', 'humiliat
ion ' and 'degradation'. Three people told of suicide attempts 
which were, in their perception, directly related to the seeking 
of assistance with food.
Clothing;

The need for clothing was consistently raised although,again 
this would not be so if incomes were adequate. People spoke par
ticularly of the need for children's clothes, especially shoes.
This need can be readily confirmed by information from the Brother
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hood's Material Aid Service. It was not uncommon for examples 
to be given of children having to be kept home from school be
cause they did not have shoes or jeans. People reported feel
ing 'terrible' because children did not have the correct clothes; 
they often felt they were 'letting the kids down', and felt dis
tressed about the peer group pressures, shame, etc., the chil
dren might feel. Although this was virtually always raised in 
the discussion, it did not seem to have as much emotional impact 
as the need for food.
Underlying Emotional and Support Needs:

Such physical needs do not simply arise alone, but are con
nected to other basic or deeper psychological needs. These un
derlying needs and issues were not usually raised for some time 
in the discussion. This was probably due firstly to the diffi
culty of bringing these to awareness (awareness of needs unmet 
and unlikely to be met is obviously painful). Once -these are 
brought to awareness, -there remains the difficulty of talking 
about them. However, once one or two people had begun to open 
up and share some of their deeper needs, others appeared 
to take some courage and began to express their own needs.

Loneliness/Depression:
Discussion frequently began tentatively.- Feelings dis

cussed, such as the 'loneliness', 'boredom' or 'depression' 
people experienced were a result of the constant pressure of 
struggling to live on low incomes and the consequently xestricted 
nature of life. People spoke of 'crying themselves to sleep 
every night'; being stuck inside all day with nothing but the 
T.V. and the kids'; about 'feeling like killing' themselves, 
and of the inadequacy of children as company all the time. Oc
casionally, people would speak (usually in the past tense) of 
feeling so 'low' they had not looked after their children: 'I
just couldn't even be bothered changing his nappy'* Associated 
with this was the somewhat unclearly expressed need to 'have 
someone to help now and again', or 'someone to take an interest', 
or 'help with the kids sometimes'.
Friendship:

The difficulties involved in making friends and even greater 
difficulty in keeping them was often mentioned. It appeared that 
the combination of confined spaces (such as the flats); the ur
gency and intensity of the need for friends; the difficulty in 
getting further afield to meet people; and the fact that all 
around are under similar pressures, made friendship especially 
difficult. These factors combined to place unrealistic pressures 
and expectations on friendships, causing them to break with pain 
and bitterness.

Again, with this range of needs related to loneliness, and 
the desire for friendship and support, there was a wide differ
ence between the supported copers and those with few supports.
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Although most people spoke of a range of emotional needs related 
to bringing up a family on a low income, the copers did not seem 
to feel as bad about them, were not as depressed or desperate, 
and were optimistic about things in general. Their contribution 
to the discussion usually involved examples of how they coped
with their needs for friends, extra help, baby sitting, or some- *
one to talk to, by a system of mutual support. For example, at
one group discussion, one of the young women who was pregnant
was actually being given maternity clothes and baby equipment
during the afternoon by others at the group discussion.

Fatalism;
These problems were far greater for those with least sup

port, in particular lone parents and,even more particularly, 
young lone parents. Among these people was a widely spread 
feeling of aimlessness and transience, as if they felt they were 
drifting along in life with no control over anything that happen
ed to them, and some seemed almost to have given up trying to 
gain this control.
Health Problems;

There appeared to be a high incidence of health problems in 
these lone parent families (especially the ’unsupported'), con
sidering they covered such a young age group. Chronic respirat- 
.ory conditions seemed common amongst the children, and such things 
as obesity and 'nerves' amongst the women. Almost all reported 
being on drugs, such as tranquilisers and anti-depressants.

'Bringing up the Children': »
Probably the most talked about problems related to difficult

ies with children. This included the difficulty of bringing them 
up in 'bad areas', having insufficient facilities to occupy them, 
and never having enough money to allow them to participate in 
things that were expected amongst their peer groups (roller skat
ing, playing pinball, going to the pictures or whatever). This 
appeared to increase dramatically the pressures on parents because 
they were constantly being reminded of their failure to reach soc
iety's expectations of them as parents. This clearly adds to 
problems of continually diminishing self-esteem. They spoke with 
great strength of feeling about how difficult this aspect of their 
lives was, and frequently made comments, such as;

'It nearly drives me mad all the time.'
'I feel as if I'm going mad.'

'It's impossible to cope with kids in this area.'
*

'You feel like such a shit, saying "no" all the time.'
'That's all I do, say "no" all the time. The kids think
that I don't want them to do anything, but . . .' ,
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This appears to be the factor that is most likely to erode 
people's feelings of self-worth and self-respect. Parents tend 
to blame themselves, as does society, for the children's prob
lems or failures, and for not being able to facilitate part
icipation in all the expected peer activities., norms, etc. This 
self-blame exists even if parents may verbalise in some way that 
it is not their fault. To feel at some deep level that one has 
failed as a parent obviously has major effects on self-esteem. 
Problems related to bringing up children were more strongly felt 
by lone parents and they often expressed the.need to have friends 
with whom they could 'talk things over'. Women would say > for 
example:

'It's too hard to do everything on your own, discipline the
kids, and make all'the decisions all the time.'

This often led to a discussion of the lone women's need for a 
'boyfriend' or to '.find someone who would be good to the kids'- 
This need to have a father for the children was more frequently 
expressed among lone women who had few other supports. This was 
often accompanied by fairly pessimistic feelings about the possi
bility and can be illustrated by an exchange in one discussion 
group.

'Who would want you, when you've got a couple of kids?' .
asked one woman.  ̂ - ...
'Only the bludgers and the pimps ,' replied a second woman.

However, some of the more supported copers felt quite proud of 
their ability to manage on their own. The less supported (and 
particularly younger) lone parents at times spoke about leaving 
their children alone to go out to the pub, etc., because they 
were 'so desperate for a break' and needed the company of their 
peers, and wanted so much to 'meet someone nice'.

All low-income people in this category of families exper
ience extreme pressures. These include trying to 'make ends 
meet'; trying to cope with the expectations and norms of society; 
trying to bring.children'up.with inadequate resources and sup
ports. Obviously, these difficulties make greater demands on 
ever-present emotional needs for friendship, acceptance, respect, 
love and support. These emotional needs tend to be far more 
pressing for the lone parent and in particular the extremely 
young parent. This group, almost exclusively of young female 
parents, seems to be increasing rapidly. Already subject to 
considerable pressure as the result of the low income, and with 
the prospect of high unemployment continuing, a young woman will 
often find it easier to choose to become a mother: thereby
assuming a new identity, but one subject to even greater pres
sure. The problems experienced by such young lone parents war
rant grave social concern.
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The needs of a young lone mother are not only those relevant 
to the category of 'families', but include those of youth. Fur
thermore, a young woman takes on the difficult role of parent with 
very few accumulated resources or supports. For these reasons, the 
young lone mother warrants special discussion.

Young Lone Mother
Perhaps the special needs and difficulties commonly faced by 

this group can best be described by impressions built up during the 
collection of information for the Needs Action Review.

A picture emerges of large numbers of young women, many of 
whom appear to have become pregnant in a desperate attempt to carve 
out an identity, to provide some purpose in life and to give them 
someone to love in a society that offers them little hope. After 
surviving what is often a fearful and lonely pregnancy they are 
thrust prematurely into the responsibility of parenthood, with not 
only the same lack of support and dramatically increased pressures, 
but while still being blamed by society for getting themselves into 
the situation and for their lack of ability to cope.

Many of them have never lived or managed alone and, even if 
their previous living arrangements have been unbearable, these 
young women are invariably frightened of the prospect of living 
alone. After becoming parents they either continue living in in
adequate private accommodation or begin.life in a high-rise flat. 
There appears to be a tendency on the part of the Housing Com
mission to house these young women in groups or blocks, with the 
result that large numbers of extremely vulnerable people are 
locked together in a 'prison' as they call it. They have to face 
the isolation, loneliness and strange new demands and responsibil
ities of motherhood, often while suffering extreme fears of in
adequacy. . Their problems are compounded by having virtually no 
support. They are expected to meet the needs of another vulner
able human being while their own essential needs remain unmet.
Some cope by luck (and what inner resources they do have), but 
usually if they manage it is only when they have established some 
supports, shaky as they may be.

Unsupported, many struggle on and do not cope. They have 
difficulties in feeding and taking care of the child (or children). 
The mother herself is not being supported or replenished emotion
ally. At times there are problems that would be classified as 
child neglect. There is the constant hope of a relationship or 
friendship that will meet the large collection of unmet needs.
There are often repeated desperate and personally destructive 
attempts to form such relationships, resulting in more hurt and 
pain and feelings of inadequacy. Feelings of self-worth and pride 
which were almost non-existent from the start dwindle lower and 
lower. Sometimes self-destructive behavior generalises to drug 
abuse (mainly barbiturates and tranquilisers which are readily 
prescribed by doctors), alcohol abuse, overdose, or self-mutilation. 
As they become less and less caring about themselves, they become 
less able to cope, and more and more vulnerable to the many forces 
of oppression upon them.
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This vulnerability includes a very real openness to physical 
danger. High-rise flats where large numbers of young, single 
women are known to live are frequent targets for harassment and 
attack. Harassment is usually carried but by those who could be 
described as being on the next rung of the oppression scale, young 
unemployed males, who live without much hope themselves, and oppress 
those next down the line. At its best the situation means that 
young women are under the constant fear of possible attack; at 
its worst the picture is of a 'marauding horde of such males' 
prowling through the flats, banging on doors, breaking the occa
sional window and threatening to kick in doors, if not let in. If 
the door is opened it is by young women, who are both terrified 
and yet still hopeful that some acceptable, man will happen along. 
Sometimes rape is the result and/or physical violence. At times 
the young women consent to sex and the young man moves quickly 
on to the next young woman in the next flat, leaving a trail of 
hurt and ever-lowered self-esteem and a further weakening of the 
tentative links of friendship that may exist between the young 
women themselves.

Another aspect of this chain of oppression was graphically 
illustrated by occasional stories of Aborigines, similarly 
forcing their way into these young women's flats, and rather than 
causing physical violence,going straight to the fridge or cupboards 
and 'standing there wide-eyed, stuffing food into their mouths'.

The special vulnerability of this group ±s such that it may 
lead them to becoming involved in petty crime and prostitution. 
Their experience of unmet needs for love and a sense of belong
ing is often extreme and accompanied by a diminished sense of 
self-worth. During tlie Needs Action Review, it was a frequent 
occurrence to hear of incidents where young women had been 'per
suaded' to assist with petty crimes (for exanple, flat robbery), 
because they feared losing their 'boy-friends'. A common way 
for 'pimps' to act was to get into the young woman's affection 
by being their 'boy-friend', by buying them things, being nice 
to the children C'he just loved my kids’), bringing them toys 
etc., helping with a range of things Che used to even take my 
kids to the hospital with me and everything'), and generally 
giving support and ' love' . When the young woman was in ' love' 
with him, he would then be able to induce her to work as a 
prostitute, through her fear of losing that love and support 
('I'd do anything to keep him'). This was often combined by 
physical violence, or the fear of physical violence. It is 
difficult to say just how wide-spread this particular phenomenon 
of induced prostitution is, but many women spoken to during the 
Needs Action Review were either in this situation, had been, 
or knew others who were. Professional welfare workers involved 
in service delivery to this group of young women were also con
cerned about the issue.

Obviously the scenario is not as distressing for those with 
a more supportive network. A number of young lone parents spoken 
to during the Needs Action Review did have support from families,
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and were coping fairly well. However, there are clearly large 
numbers who do not have this support, and have extreme difficulty 
in building up such a network in their particular circumstances.

Current Service Delivery:
Young single mothers are currently receiving an increasing 

amount of attention from.professionals and other service deliver
ers. A particular focus of concern is the perceived danger (or 
actual occurence) of child neglect. Professional welfare workers 
spoken to during the Needs Action Review showed grave concern 
about young parents' inability to care for their children. After 
meeting one 16 year old mother, with her arm in plaster at the 
time, and obviously tranquilised by drugs (prescribed by a doctor) 
who had two children under two, the reviewer was prompted to ask - 
who was the neglected child in this situation?

It is the opinion of this reviewer, after talking to young 
women from this group and to a large number of welfare workers, 
and after observing the range of services defined to meet their 
material and special skill training needs, tthat the mode of service 
delivery used for their multiplicity of problems is generally 
not appropriate.

A much wider focus .is needed. Despite the understandable 
and realistic concern for these young people's children, great 
care must he taken not to narrow the focus in such a way as to 
rest the blame with the young parents. We need urgently to look • 
at the connections between this growing social problem' and un
employment, and to take into consideration the connection of poor 
educational opportunity and other aspects of oppression.. These 
same comments are appropriate, not only for the extremely young 
group of parents, but for older parents from the more 'vulner
able* and 'passive' groups previously referred to, for whom there 
is also reason to be concerned.

What then needs to be done? This is an issue that has re
ceived maximum attention during the Needs Action Review and an
swers are difficult, but not impossible. Professionals and ser
vice deliverers are concerned to assist such people to be able 
to cope better with the responsibility of caring for a home and 
for children. They aim to prevent further breakdown of this 
caring relationship, to prevent possible neglect and the even
tual removal of the children from the parents, and also to avoid 
any type of psychological damage to the child. These situations 
allow for a great deal of emotional care on the one hand, and 
frustration on the other for those in caretaker roles. However, 
there is a danger in this process that parents' own essential 
needs may be neglected.

Some programs aiming to improve relating skills and respons
ibilities to care for a home and children have., an implicit assump
tion that the fault lies with the individual. A lot of programs 
use a coffee-morning format, to which people are expected to 
be attracted, presumably because of their own underlying needs



(loneliness, boredom, need for friendship, etc.) and once there can 
eventually be ’taught' various skills which they lack.

During the Needs Action Review, a lot of women spoke about 
these types of programs with disdain, expressing suspicion or dis
like about the underlying assumptions or values. Several from 
Housing Commission areas reported that the flats are:

' Littered with invitations from one group of do-gooders or
another inviting you to come and have coffee or a chat.1
■'They really just want a chance to stick their nose into
your business and tell you how to run your life and that.'

'Professionals are all the same. They always want to ask
you a lot of questions and mind your business for you.'

' They think you don' t know how to look after your baby,. '•

The frequency and strength of these views relating to the cur
rent type of intervention being conducted by -the caretakers was 
most noticeable. Perhaps it also shows that a lot of consumers 
have far greater awareness than is commonly realised. Some of the 
less aware and articulate seem to go to programs, but feel unsatis
fied and even worse about themselves and their coping -.ability than 
previously.' Some women indicated that programs made them feel 
guilty and ashamed, even though the people there had been trying 
to help them, so they drifted away.

The people running such homemaker and.home aide programs are 
clearly caring and committed, and it is easy to understand how dif
ficult it is to come up with a program that-will address .both the 
immediate problem and the underlying causes. Some programs are 
better than others and some people get many of their needs met 
through contact with such programs. However, it is -argued that the 
principles underlying their operations need examination and that 
alternatives to the traditional unequal, one-sided situation of 
'helper-helping-helpee' should be sought.

This unequal process of helping appears also , to be open to 
some form of victim blaming, be it ever so subtle. The danger ap
pears to be that service consumers' perception of their own capac
ities and self-worth can be damaged further rather than enhanced 
by the helping process. If one has to be helped by an outsider, 
no matter how nice or how much you like them, the relationship is. 
unequal. The helpee always remains the helpee and is constantly 
and unavoidably reminded of his or her inabilities.

Perhaps the best example of this process is the use of family 
aides to help low-income people. Most women spoken to during the 
Needs Action Review who had family aides, spoke of them in a def
erential manner; their own feelings of inadequacy seemed to be 
made worse by the contrast they perceived between themselves and 
the person who was their family aide, and by their desire to please 
this person. From this reviewer's observations, it seems clear 
that the use of family aides runs directly against the need for
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independence. It was often observed and commented on that family 
aides spent most of their time doing things for the service con
sumers. This implies that people on low incomes do not have the 
potential strength and independence to act for themselves. Thus 
the use of family aides may often lead to the consumer actually 
becoming dependent. Certainly many people who work in the role 
of family aide are concerned to encourage people’s positive rath
er than negative aspects and do attempt to build self-esteem.
But nevertheless, the relationship remains by its nature an un
equal one, and may in fact detract people's energy from forming 
other helpful relationships which may be of a more equal nature. 
The recent rapid increase in popularity and use of family aides 
should be a matter of great concern to. those interested in wel
fare services which aim to enhance the self-esteem, self-deter
mination and independence of consumers.

An Alternative View of Service Delivery:

The need to find creative and innovative alternative modes 
of delivering service to this group was repeatedly confirmed dur
ing the Needs Action Review. Whenever talking about their needs 
in some reasonable depth, people spoke about their need to do 
things for themselves, rather than have them done for them. For 
example, during a discussion about what welfare agencies could do 
to help, one woman remarked -

•’Don't do things for us, don't you (helpers) put my daughter 
on the pill or whatever . . .  I should be doing that myself. 
Help me to do things for myself, and help people like us to 
do things for ourselves.'

( •

The need to maintain one's feelings of pride and feelings of per
sonal value and worth as people, by 'putting in’ and 'paying back' 
what they can, was frequently expressed. This need to contribute 
or reciprocate was obviously an important one and connected to 
people's feelings about their worth.

Naturally^ people1s ability and readiness to reciprocate and 
do things for themselves and each other varied greatly. The most 
'vulnerable' and 'passive' people who have fewer supports and less 
optimism and confidence in themselves are not so able or ready for 
involvement in reciprocity. However, programs could be developed 
to allow for these different stages. Programs of assistance for • 
these groups should build on these needs and abilities to recip
rocate and aim to backup and assist people to form mutually help
ful relationships. These relationships are more real and equal in 
nature and involve reciprocity, thus in the long term they may en
courage people's own ability to help themselves and each other and to 
build people's confidence in their ability to do so. As illustrat
ed in the Brotherhood's Family Centre Project, skills can be intro
duced into various parts of the system from time to time when nec
essary. The transfer of skills results also from exchanges natur
ally occuring between people. 3

3. The old Social Work adage 'start where the client is’ springs 
to mind as appropriate in this context.



3 3

B: LOW-INCOME YOUTH

'You get pushed around all the time when you're a kid.' 
Brotherhood Involvement with Low-Income Youth

'Youth'refers rather generally to teenagers. The Brotherhood 
has had a commitment to addressing the needs of young people in 
some way almost since its inception in Victoria in 1933.

A hostel for homeless boys was opened in Fitzroy in 1937.
The organisation established a Social Service Bureau in 1945 and 
this was to have a 'Youth' section, which included special services 
and activities for young people. A Creative Leisure Centre for 
low-income children was established in 1963. This aimed to provide 
youth services to young people who would be 'unacceptable' 
to other known youth clubs. The services were expanded beyond 
recreational services to cover needs related to ' personality and 
emotional problems, employment needs and matters associated with 
varying degrees of anti-social and illegal behaviour'.̂  In 1967, 
a Mobile Camping Project was introduced. After the Social Services 
branch at Broadmeadows (which had also included services for young 
people)was closed, a special three-year youth work project was 
undertaken to cater for the special needs of young people in that 
area. -

When the Brotherhood undertook its major developmental, anti
poverty project - The Family Centre - in 1972, 'families' and 
'youth' were integrated in service delivery terms in order to 
cater better for their needs, and in acknowledgment of the reality 
of this connection.

Currently, the organisation's commitment is expressed in a 
continuing, but much less direct or specific way through its 
involvement with the Action and Resource Centre for Low-Income 
Families (ARC). ARC is the organisation for low-income people 
which developed from the Brotherhood's earlier Family Centre Pro
ject and is now run independently, but in conjunction with the 
Brotherhood.

Currently, unemployment is a-major issue of concern for the 
organisation. In 1979> the Unemployment Rights Service was opened 
to assist people with problems related to their rights while 
unemployed. This service is open to people of all ages and 
naturally includes young, low-income people.

The organisation's commitment to low-income youth has 
reflected a belief that young, low-income people are obviously 
disadvantaged in this society through no fault of their own.
Because of this, they warrant’ some special services to meet the

Report on the Children's and Youth Centre, Brotherhood of 
St Laurence, 1962.

1 .
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needs generated by these disadvantages. For example*
''It is often found that the public consider a homeless 
boy to be necessarily a delinquent one. This, of course, 
is not the case as a boy can be, and often is, rendered 
homeless by no fault of his own.'^

The hostel, set up in 1937 to meet the needs of such boys, acknow
ledged their special disadvantages and also their need for 
1 security1 and for 'someone to care for them'.

At that time, the organisation regarded all children in the 
inner urban areas as underprivileged in respect of their environ
ment.

' . . . there is no question of attributing blame at any 
point in this cycle. It is futile to expect change 
when no change is possible.' ̂

The Brotherhood1s work with disadvantaged young people has 
focussed on providing them with resources to which they would 
otherwise not have had access. This reflects the belief that 
opportunities for such things as creative recreation, educational 
inputs more realistically in line with the particular young people's 
needs, access to information, and opportunities to gain important 
life skills are essential to their development. There is an under
lying value that such opportunities should be available to all 
developing young people in order for them -to reach their true 
potential as adults. The organisation has attempted to provide 
some of these opportunities, while also pointing out their lack to 
the appropriate government bodies and the community in general.

Current State of Low-Income Youths' Needs and Concerns

Preamble;
In considering information collected during the Needs Action 

Review about this particular group, the most striking factor to 
note is just how underprivileged and oppressed young, low-income 
people remain. All low-income people have greatly reduced options 
open to them in most aspects of their lives. Clearly, young low- 
income people have even less of this power than adults. They have 
their parents, teachers, the police, adults, community 'caretakers' 
and society, all playing a part in their oppression. Young females 
have the additional oppressive forces of sexism to contend with.

2. D. Keith and S. Tuxen. Homeless Boys in Victoria. 
Brotherhood of St Laurence, 1942.

3. D. Wilding. Melbourne’s Underprivileged Children. 
Brotherhood of St Laurence, 1949.
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Young low-income people have a reputation for being sexist 
and racist; this was frequently confirmed during the Needs Action 
Review. Violent and oppressive behaviour by males towards females 
was quite common and generally accepted by the females. The same 
can be said for beating up 'wogs and pooftahs', and generally 
anyone younger, smaller, or lower down in the chain of oppression than 
one's self (given half a chance, and an excuse acceptable to one's 
self and/or one's peers). This behaviour is heavily criticised 
and punished by various adults and is a general cause of concern.

It is this type of behaviour that gets young low-income 
people into a wide range of -trouble, such as difficulties in .school 
and encounters with the law. It is clearly disruptive to others and 
counter productive in the .long run to the young people's own develop
ment. However, this behaviour becomes more understandable when one 
looks closely at the 'chain of oppression' in operation, and when 
the degree to which low-income young people really are pushed around 
is considered. In these circumstances, it is not difficult to • 
understand why they behave in oppressive ways towards others.

This oppressive behaviour is usually caused by family tensions 
and the range of problems associated with a low income. Young low- 
income people often have to take a greater degree of responsibility 
in their families, such as caring for younger children.^ ..There 
are also reduced choices about what.to do as one approaches adult
hood and vastly reduced resources and supports -to help.. .Associated;. 
with this greater degree of oppression experienced by low-income 
young people are the large number of stressful pressures they 
experience beyond those expected life cycle pressures of adolescence. 
Currently,-the dismal picture regarding possible employment for young 
people must dramatically increase these pressures. <

The Brotherhood needs to work towards the alleviation of 
these pressures, the creation of increased opportunities and the 
breaking of this 'chain of oppression'. This is, of course, 
extremely difficult and can only be a long-term and broad goal.
It would involve many societal changes in awareness, attitudes 
and behaviour. However, central to this goal is the need to stop 
blaming young low-income people for their particular part in this 
process of oppression.

Material Needs:
To a great extent, the needs of low-income young people are 

linked to the needs of families. Young people who are dependent 
on their families have their material needs reflected in the needs 
of their own families. Young people who are independent of their 
parents have even greater difficulty in meeting their material 

a needs. In fact, it can be stated quite categorically that

4. The majority of low-income young people spoken to during the 
Review had such.extra responsibilities of one type or another.
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people under 18 living on unemployment benefits cannot possibly 
manage to satisfactorily fulfill their own basic material needs 
for shelter, clothing, food and transport. This was extensively 
borne out during the Needs Action Review by feedback from young 
people and professionals working with them. One cannot live 
independently on such a low income without access to other resources 
and supports. Young people have obviously had less time and 
opportunity than adults to build these supports, and low-income 
young people have even fewer opportunities to do so. Thus, a 
sharing of resources and mutual support is potentially a great 
strength for low-income young people and is gaining in popularity 
and success as a coping strategy amongst the young.

This has been a trend in the community, initially amongst 
the more resourceful middle-class young, but which is now becoming 
more appealing and popular among lower-income young people. Quite 
a number of situations where young people were creating a more 
satisfying and .responsible existence for themselves were either 
encountered first hand or reported by others to the reviewer.

There are a number of difficulties and obstacles in terms of 
this strategy, particularly for extremely vulnerable young people, 
who have severely limited skills .and resources. However, it is a 
worth while concept to explore, and was widely discussed by young 
people and others during the Needs Action Review. The issue will 
be raised again later in bhe Review-

Parents, when discussing their own needs, expressed feelings 
of guilt about not being able -to provide the necessary resources 
to enable their children to participate in the -normal activities 
expected of people their age. While the young people did not appear 
to blame their parents in any way, they did comment on their lack 
of resources which limited the teenagers' ability to participate in 
activities appropriate to their age.

' You never do the things that other kids do.'
'You can never go to the pictures and all that stuff 
because your mother has never got any money.'

'We can't go on all them things (school excursions, etc.).
Mum's not a rich lady, you know.'

It is obvious that low-income young people have basic material 
needs, such as adequate food, clothing and secure shelter. Just as 
importantly, they need to .be able to participate in prescribed peer 
activities which require such things as money for excursions, and 
space in which to spend time with their friends. It is not intended 
to list their needs in detail. Suffice to remind ourselves again 
that resources which are taken for granted by youth from higher 
socio-economic groupings are not available to those with low incomes. 
This inevitably affects their daily lives as they progress towards 
adulthood.
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Major Concerns of Youth

In trying to understand how young low-income people see them
selves and their problems, it is worth looking at a number of 
concerns identified both by young people and those who work with 
them. The first issue raised by young people and expressed with 
considerable strength of ", feeling, was invariably the one about being 
1pushed around'. They would say, for example, that they need to be 
'treated like real.people', that they needed to have people 'trust 
them', and 'respect them', and they generally spoke at length about 
the way adults treated them. For example,

1 It's not fair, you know, no one takes any notice of you 
when you're a kid.1
'They just take no notice and blame you when you've done 
nothing.'

There were numerous such examples, all illustrated by 
credible stories relating to the unfair treatment they had received. 
These included stories about parents, teachers, 'the cops', and 
others. These sentiments were expressed frequently-.and with intensity. 
The undeniable reality painted by these young people was sobering 
for the reviewer as an adult, and is an issue which warrants the 
thought and attention of all adults if hhey and young people are 
to relate in a more productive way.

The next issue that was drawn to attention was the fact that' 
young people believed that 'society ,is off the rails'. (They 
frequently used a different vernacular.) They talked about the 
'greed', 'competition', and materialistic values of modern society.
The optimistic often spoke of their desire to be 'different', not 
to get into 'all that stuff'-.

' Young people can build a better world', said one young 
teenager1.
'Yes', said another, 'we are the adults of the future - 
it's up to us and we want a better world, without all 
the. greed, destruction and crap.'
'We can do things. We've got to help each other. If we 
don't, no one will help us.'

This was somewhat of a revelation as many people consider 
these attitudes to be held only by the more middle-class young 
people who are perhaps secure enough, materially at least, to be 
able to think about what is wrong with the world.

Unemployment;
Opposing this optimism was the lack of hope and/or ambition 

that was frequently apparent when the young talked about their
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own particular futures- There was often a complacent acceptance of 
the fact that they would not/could not get a job.5 For some, there 
was a certain amount of what seemed like unrealistic and somewhat 
superficial trust that a job would turn up sooner or later. This 
illustrated a lack of information and awareness about the employment/ 
unemployment facts on the part of these young people. They seemed 
ill-equipped in a range of ways to face the realities of the extreme 
difficulties they would continue to come up against. This lack of 
readiness to cope with the future must have implications of central 
importance to society and to those concerned about young people1s 
welfare.

Youth is traditionally a time where optimism and ambition are 
needed to help people make the range of difficult choices necessary 
in the transition to adulthood. Young people from low-income families 
without this optimism are especially vulnerable and have little 
hope of being satisfactorily employed. The effects of prolonged 
unemployment on all young people in general gains increasing community 
concern. Distressing examples come to light of severe psychological 
disturbances, family break-ups, ever-increasing problems of homeless
ness and so on, but less attention is paid to this problem as experi
enced by the especially vulnerable young from low-income families.
They will fall further and further behind and the effects of this 
will reach far into the future.

Homelessness;

This vulnerability dramatically increases when young people 
become homeless and either drift around 'crashing' on friends, 
making abortive attempts to fend for themselves in shared accom
modation with completely inadequate resources, or as one young 
teenager said,

'■'Wander around the streets from one pinball place to 
the next, hoping for something to turn up.1

The problem of homelessness amongst youth is of growing concern.
A comprehensive report on youth homelessness produced by the 
Victorian Consultative Committee on Social Development in May 1979- 
estimated that at least 15,000 young people in Melbourne alone 
are affected annually by this current crisis.

The Youth Accommodation Coalition (YAC), a Victorian organi
sation concerned with the problem of homelessness, points out that 
people working in accommodation programs,

' . . .  as far apart as Dandenong, Blackburn, Coburg,
Footscray and Oakleigh, have supported the finding of 
the Report, closely linking homelessness with youth 
unemployment.'6

5. Some of the young people spoken to had left school already 
and some were still at school.
Press release, Youth Accommodation Coalition, September 28, 1979.6.
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There can be no doubt about the link between unemployment and the 
growing crisis of youth homelessness. The YAC focusses on three 
points of concern which were widely confirmed during the Needs 
Action Review.

(1) Access to decent accommodation is impossible for 
many young people given the high cost of bonds, 
the scarcity of good boarding accommodation, and 
the refusal of most estate agents to accept young 
people.

(2) The level of the unemployment benefit paid to under 
18 year olds is scandalously low (currently this 
benefit is $33.40 below the poverty line).

(3) The state of being unemployed, associated stigma 
and accommodation problems have a devastating effect 
on young people. It induces feelings of uselessness, 
and is soul destroying.

Therefore, urgent community attention should obviously be paid to 
this crisis. This should include efforts to improve employment 
prospects, to create jobs and opportunities for much needed work 
ejqoerience,7 and to assist young people to develop and use the 
.resources to cope with life on a low income, it is important to 
emphasise that work experience by itself is not enough if it does 
not lead to a job. The 'resourceful' will be the ones to survive 
this social crisis.

The Issue of Reduced Opportunities:
This is clearly an issue associated with the numerous dis

advantages of being a young person in a low-income family or living 
independently on a low income. For such young people, there is a 
vastly narrowed range of activities available to enhance develop
ment and simply make life more satisfying and enjoyable. In effect, 
this means that choices are reduced; many skills and resources are 
not acquired and people are more likely to remain oppressed.

Important opportunities that are not available to young, low- 
income people include access to basic recreational experiences and 
the skills that these can develop. These particularly include out
door and country activities, like camping and water sports.

7. Most young people spoken to during the Needs Action Review
felt that the 'Catch 22' situation of being expected to have 
job experience when applying for a job, but not being able 
to get that ejqperience without having had a job, was a most 
unfair and unreasonable situation.
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Educational Opportunities:
Access to educational opportunities are greatly reduced for 

low-income people, i.e. education appropriate to their particular 
needs. It is important to note here that low-income youth see 
their formal education as totally inappropriate to their needs.
This was confirmed by a range of sources including the young people 
themselves, who virtually all hated school and talked a lot about 
their 'hassles' there. These hassles included being beaten up by 
older children and being unfairly treated by teachers.

'The teachers don't care about us, they"just stand and 
watch us get bashed up.'
'They pick on you all the time.'
These young people thought that what they were taught at 

school was completely useless. Not that they undervalued education 
as such; they spoke of the value of reading, writing and mathemat
ical skills for example, and some of older ages regretted that they 
lacked these skills. Some linked this with their difficulty in 
getting employment, for example:

'I don't talk so good, you know, and when they see all 
them guys who've got an education and that, they don't 
look at me.'
'When they find out you can't read too well, they soon 
piss you off.'

One of these young people was engaged in a remedial reading program 
at the time.

Thus, it appears that it is not education itself that is 
objected to, but the inappropriateness of the current system.
Low-income young people with a range of special vulnerabilities 
and extra pressures related to basic survival are left behind in 
an education system primarily geared to suit a world they know is 
not theirs. Once again, they slip further and further behind and 
lower down the chain of oppression. Quite clearly, young people 
need access to educational experiences more in line with their 
problems and the realities of their lives. These missed educational 
opportunities cover a much wider area than the formal academic skills. 
The.life experiences of such low-income people are not those generally 
valued and respected by the mainstream of society. Conversely, the 
experiences that are valued by society are frequently inaccessible 
to young low-income people. The critical point is that the lack of 
resources, such as education and money, causes a feedback loop 
which means that these people will never have the resources necessary 
to get out of the disadvantaged lower class of society. Put simply, 
if you don't have the resources, you can't get them.
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* Space1;

Young low-income people also lack access to 'space'. Some 
professional service deliverers who work with low-income people 
.suggest that.people are 'used to the lack of space' or 'they wouldn't 
know what to do if you did give them space of their own'. However, 
this was not confirmed by others, such as the young, during the 
Needs Action Review. Young people referred frequently to their need - 
to 'get away'. This need was expressed with strength of feeling 
and sincerity, and obviously was of great importance to them. It 
involved the need to get away from one's parents, the extreme 
family responsibilities and pressures, the physical area, 'the cops', 
and so on.®

This need for space is clearly generated by their extreme 
environmental pressures. They have to cope with far more than is 
reasonably possible. They have to work part-time or continually 
look for work as well as go to school and cope with hassles there. 
Often, they also have to take extra responsibility for younger 
siblings. They have to attempt to deal with adolescence with all 
its inherent problems (such as changes in relationships, sexuality, 
etc.) and also adjust to an adulthood that offers very few bright 
prospects for the future. All these pressures have to be adapted 
to, with few supports and resources. They do not have enough free 
time and space to reflect, to attempt to come to terms with these 
issues, to share them with others, or even to relax.

Most of the young people spoken to during the Needs Action 
Review were not necessarily sure of what they wanted to 'get away' 
from, where they wanted to 'get away' to, or what they would do 
if they d i d g e t  away'- But the need -was extensively expressed.
Some people did have a clear idea why they wanted to get away, and 
what benefits they would gain. This was especially so for those 
who had esqperienced the benefits of good-quality youth club 
activities that removed them from the pressures of home, school,
' the cops' ,, etc.

A major benefit appeared to he having the space to make 
friends that were real and would prove to be mutually helpful and 
supportive. They also spoke of the value of the extra things 
they could learn from each other when they did have the space to 
get to know each other. This involved being able to discuss issues 
of importance to them, to 'talk about their hassles with each 
other', 'get ideas', and to learn from these exchanges. Some young 
people also spoke about their need for space to 'get to know them
selves' , or to 'think things out by myself'. Although we may not 
be left with a clear understanding of the exact significance of 
this issue of space, it is obviously important and should be 
further considered by those concerned with young people's welfare 
and development.

It was alarming to observe just how much pressure and stress 
the majority of young low-income people are under.

8.
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Friendship;
People spoke of their need for friends to talk over their 

'hassles’ with, and to 'go to when things get bad', 'when you're 
in trouble', 'when you can't stand things at home'. Stories were 
told of the great value in being able to go to friends after being 
'kicked out of home', and of the importance of friends when your 
existence is unstable.

'When I get kicked out, I can go to X's place to stay 
and talk to his mum - that's what friends are for.'

'If I couldn't go to Y's place when I have to get out 
of home, I might .get raped or something. We always’ 
help each other.'
'Sometimes I'd be real scared if I didri't know I had 
a place to go.'
'If it weren't for my friends, I'd be under the ground 
now, I reckon.'
The importance of peer support in -preference to professionals' 

or other adults'was often expressed. People felt their friends 
were more likely to understand and less likely to 'lay heavy trips' 
on them.

'If you get kicked out, the last person you'd want to 
see is another adult. You'd want to see your friends.'

This need to have an opportunity to develop friendships is, 
as previously suggested, clearly connected to the need for space. 
They require time, release from some of the pressures, and the 
physical space to develop and maintain friendships. Such young, 
low-income people are frequently criticised by adults and community 
caretakers for their immature and unstable relationships with each 
other. This criticism does not take adequate regard of all the 
factors that go against the development of such mature relation
ships .
The Development of Life Skills:

Although, as previously mentioned, low-income young people 
have many life skills that other young people do not have (for 
example, independence in the negotiation of public transport and 
skills learned through caring for young siblings and taking a 
great degree of responsibility at home), there are many skills to 
which they do not have access. This is due to their particular 
disadvantages. Such disadvantaged young people are more likely 
to “need skills related to survival, as they have fewer supports 
and are more often in a position of having to cope independently, 
with little money and little else. The less vulnerable young 
people from other segments of the community are both more able to 
pick up these skills in their lifestyle, and less likely to have 
to depend on them.



Relationship skills are also relevant as they are extremely 
important in order to handle all the negotiations and interactions 
necessary to cope with the difficulties and complexities of life. 
Low-income young people may. be lacking, to some extent, in many 
socially acceptable relationship skills, not through personal 
inadequacy, but simply because they cannot develop these skills 
while under pressures which threaten basic survival. However, 
young low-income people possess other social skills that are ex
tremely valuable and admirable, such as the ability to be very 
'real' and honest, and deal directly with a situation rather than 
elaborately avoiding conflict.

The ability to build and maintain friendships has already 
been mentioned elsewhere. Suffice to reiterate the importance 
of this to young people's lives, and the considerable difficulties 
associated with developing such helpful relationships for people 
with severe environmental pressures and few resources.

Conclusion
In summary, it should be observed that the need for increased 

access to various opportunities is in no way a new concept. The 
Brotherhood has recognised this from the earliest stages of its 
involvement with young people. The early Youth Services section of 
the Social Service Bureau, the Creative Leisure Centre established 
in 1963, and the Mobile Camping Project in 1967 were all attempts 
to increase young, low-income people's access to opportunities.

However, it must be concluded that this need is still a major 
one, and that lack of access to a range of opportunities negatively 
affects young people's lives. Both this need and the value of good 
quality intervention were confirmed during the Needs Action Review, 
particularly when comparing groups who had access to increased 
opportunities with those who do not.

From limited observation, talks with young people, and dis
cussions with a range of others involved with young people, certain 
differences became apparent. It would appear that increased 
opportunities for excursions outside the range normally available 
to them; alternative educational opportunities; opportunities to 
'get away' from all the pressures and share ideas and learn from 
others; opportunities to make friends and to improve one's ability 
to relate to one's peers and to adults; opportunities to reflect 
with others on the situations that make life particularly difficult 
for low-income people and to exchange ideas about alternative ways 
of dealing with these, are all essential if the position of youth 
in the chain of oppression is to be changed.

Not only did young people who had experienced access to good 
quality youth services comment on the benefits of such opportunities, 
but they displayed a number of changes in their attitudes and 
behaviour. These included improved confidence, heightened aware
ness and changed attitudes about their own behaviour, greater
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awareness and knowledge about issues such as sex, drugs and the law. 
The most notable change, however, was the increased ability and 
willingness to develop mutually supportive friendships and their 
heightened awareness of the value of these to their coping abilities 
and to their lives in general. These young people related a great 
many heartening and sincere stories about how they felt about their 
improved ability to relate to one another (without necessarily 
punching each other's head in, as one young person put it), to solve 
problems together, to help each other 'keep out of trouble', and 
to 'really help each other' generally. Obviously, there are a great 
many difficulties in developing such mutually helpful and supportive 
resources needed to help with the difficulties of coping with a low 
income and an oppressed place in society.
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C : THE AGED

'They treat you different when you're old.' 
Preamble

Services to the aged form a major part of the Brotherhood's 
service delivery. These aged services centre around accommodation 
needs which aim to cater for a range of low-income people, from 
the active aged to the extremely frail aged in need of full-time 
nursing care. When the Clifton Hill hostel is in operation the 
Brotherhood will be providing accommodation for approximately 
648 elderly people.

Broadly speaking, such accommodation services aim to assist 
low-income and socially disadvantaged elderly people at that time 
in their life when they may need a special caring environment 
because of their increased vulnerability and possible isolation. 
These people are offered a secure environment which also aims to 
maintain activity, interest, involvement and companionship. This 
security is maximised by the large number of backup services and 
access to a full range of graded 'medical and hospital care in the 
event of illness or increased frailty. Brotherhood accommodation 
services for the aged also aim to be as flexible, homely, and as 
non-institutional as possible. Furthermore, they aim to enhance 
people's advanced years so that they may be 'happy, active and 
useful to the end.'l’ This was of great concern to Father Tucker, 
who believed that: -

' Because of the ever-increasing number of years added 
to man's tenure here on earth, and because of other 
major factors, the question of old age has become 
one of the great problems with which mankind is faced.
If the problem is to be solved, there must be radical 
change in our thoughts on the subject . . .' ̂

In part, the Brotherhood's thrust in the area of accommod
ation services for the aged is a result of the almost exponential 
growth of these very services, springing from the establishment of 
the settlement at Carrum Downs. The need for low-income accommod
ation for the low-income aged is a basic need that is ever present. 
Quite naturally, as such services were offered the need was pre
sented and the organisation could go on increasing its services 
to meet these needs almost indefinitely. This development was made 
easier for the organisation by considerable community support and 
more recently by the availability of government subsidy. Of course, 
there is also some return to the organisation for its outlay through 
rents paid by the tenants and through the investments which are 
being established to maintain it.

1. G.K. Tucker. The Best Is let To Be, Brotherhood of St Laurence, 
1956.

2. G.K. Tucker. Thanks Be, Autobiography of Gerard Kennedy Tucker, 
Brotherhood of St Laurence, 1954.
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The unmet needs of the aged are clearly regarded by the 
community as a legitimate type of social problem. Blame cannot 
be attributed to the aged for their situation. Most people have 
parents who are old, or who will become old, and everyone realises 
that they in turn must one day be old.

More recently, the Brotherhood's aged services department 
has begun to focus more on services that will help enable the aged 
to remain in their own homes, or to live independently as long as 
possible. The Home Improvement Service in Geelong is such an 
experiment; also the community project involving elderly people 
in Northcote (SPAN). The Coolibah Centre also has as its aim the 
1 maintenance and improvement of independence'.

Dependence or Independence

By far the greatest area of vulnerability and need for the 
aged appears to relate to the particular issues of changing health 
and mobility, and the major resulting issue of dependence/independ- 
ence. Independence refers to the degree to which one is not 
dependent on others and to which one is able to maintain a reasonable 
amount of control over one's life condition and a reasonable self- 
image. Interdepdenence is best defined as a state of mutual and 
equal support between two people.

Autonomy is a useful concept here. Autonomy generally refers 
to the 'maintenance of the integrity of self'. The enforced need 
to be dependent is a dramatically different state to that of being 
an independent adult with life responsibilities and having a reasonable 
(or at least some) control over one's life processes and decisions. 
Experiencing some degree of equality in one1s relationships with 
others gives one a feeling of being a contributing human being able 
to command some respect from society.

The issue is now beginning to attract an increasing amount of 
much needed attention. It is of growing concern to the Brotherhood, 
to a wide range of other community caretakers, and to the aged them
selves. At present this concern seems to be centred mainly around 
the extremely important issue of creating or preventing dependence 
in the aged in the process of delivering services to them. This 
is particularly relevant to the various forms of accommodation 
services. Some of the unanswered questions include: how do older
people want to live their lives in relation to independence/ 
dependence/interdependence; how is society, including the 
institution of the family and society's caring organisations, 
succeeding or failing in meeting these needs ?

Other important areas are the process issues of how dependence 
is created and how can independence be supported. Further questions 
also arise, such'as to what extent are people with a 'dependence 
tendency' attracted to particular services, and should their needs 
be looked at differently to those who are strongly independent but 
are forced to be physically dependent (forced physical dependence
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obviously involves the risk of emotional dependence)? These 
extremely complex questions are open to the risk of not being 
analysed in sufficient depth. Some people, whom others may 
describe as unnecessarily or overly dependent, may not perceive 
themselves to be in that state. They may not want to examine the 
issue closely enough or to reveal the deep seated emotions that 
created or maintained the condition. These may involve deep 
fears, insecurities, feelings of inadequacies and other painful 
feelings.

Clearly the question cannot readily be answered through the 
more superficial methods of information collection. People who 
have been dependent are, from this reviewer's observation and 
experience, often very likely to speak through a wall of super
ficiality which is maintained in co-operation, or in unconscious 
collusion, with those other people who are involved and implicated 
in the process of creating and maintaining dependence. This is 
obviously a very complex process linked by numerous factors and 
is clearly much more than a one-way process. Service providers 
obviously do not create a dependency, and older people do not just 
become dependent.

As previously mentioned, it is extremely hard to tell how 
people really feel once they are being cared for (which must always 
be to .some extent a .state of dependence)- Investigation of much . 
greater depth than was possible during the Needs Action Review 
would be needed for this purpose. However, ,the reviewer did speak 
to many old people who are in various stages of fitness and 
mobility and who have varying degrees of ability to cope independ
ently. They raised this issue of independence and strongly 
ejqoressed their fear of losing dt. They obviously saw it as a most 
important issue in their lives. All those who have had any exper
ience of working with old people will know examples of such people 
refusing to have to leave their homes for progress and exhibiting 
fiercely independent behaviour. Not all the old people who the 
reviewer spoke•to could be called fiercely independent, but they 
obviously did feel strongly about not wanting to lose their ability 
to make their own decisions.3 Some quotes:

'I'd like to come and go as I please.'

'I couldn't bear to have someone looking over my
shoulder all the time.'
'I like to do for myself.'.

'I'd sooner be dead than have some old biddy tell
me what to do all the time.'

3. Perhaps this is the central component of the notion of
independence. It seems it is not so bad to have to accept 
some ej$tra physical assistance so long as one remains in 
control of the decisions.
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When the reviewer asked one elderly gentleman if he used a domicili
ary service, he replied:

'No. You let that sort in . . . first they want to make 
up your bed and next thing they want to make up your mind.'

Some people spoke of their fears of becoming too frail to take care 
of themselves, although more often than not, there was a strongly 
expressed attitude of wanting to 'die in me own bed with me boots 
on'. Those with family contacts and supports seemed much happier 
to talk about this, and usually mentioned in their conversations 
that their family dropped in 'to check on them', or 'was on the phone 
all the time to them!. Perhaps those with fewer supports were 
reluctant to face these issues by thinking about them or talking 
about them. However, it was obvious that this issue of independ
ence is a central one for the aged, and appears to relate to a 
great extent to their ability to be in control of decisions that 
affect their lives.

Some people spoke favourably about domiciliary services, but 
the general impression gained by the reviewer indicated that there 
was a lot of pride in not having to use such services and in being 
able to get along on one's own. It seems that most people would 
much rather do without them if possible (like the gentleman referred 
to above). Perhaps this reflected the fear of having independence 
eroded. To people of all ages to whom the reviewer, spoke, seeking 
help of any sort from outsiders was a last resort no matter how kind 
or helpful they were. There was a loss of pride (a word that was 
used very frequently) and lowered self-esteem.

Many Brotherhood staff involved in service delivery to the 
aged are aware of this,issue, and are continually trying to develop 
ways to enhance independence through their modes of service delivery. 
Nevertheless, both subtle and blatant examples can often be seen to 
operate widely where aged people interact with people who are help
ing them or caring for them, whether they be family situations or 
within the provision of services. Brotherhood services are no 
exception. People apparently forfeit large portions of the 
individuality when they become older and need help of one sort or 
another. Adult children often take them over, discuss what is best 
for them behind their backs, and attempt to make decisions for them. 
In doing so they often treat them in a demeaning manner and appar
ently disregard many of the older person's capacities and feelings. 
The specific issues which relate and contribute to independence 
and dependence fall into a number of categories. The first of 
these has to do with those characteristics which lead them to seek 
assistance from organisations such as the Brotherhood.

Financial Insecurity:

The first point to make is the most obvious one, low-income 
aged people, like all low-income people, are extremely vulnerable 
to the unexpected financial crisis and general ups and downs of
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life; They may manage very well most of the time by tailoring 
their expectations and regular expenditures to suit their income.
In addition, aged people have the advantage of years of experience 
of such tailoring and often have extremely valuable stories to tell 
of ingenious ways to do so. However, when the unexpected strikes, 
such as their old fridge breaks down, or the need arises for 
expensive repairs for their house, they experience difficulties 
because of their low income. How they cope with these situations 
depends on a range of resources and supports on which they can call 
They may or may not have a supportive network of family and .friends 
or a little money in the bank. It seems true to say that in the 
large majority of cases, the way in which the aged have learnt to 
tailor their expectations to their needs, means that they appear 
to manage better most of the time than, for example, families with 
children where both the regular and unexpected pressures are far 
greater.

This financial insecurity leads many aged people to be 
materially dependent, and this is particularly so in the accommod
ation area, where increasing private rents leave • aged people with 
reduced choices about where they can live. However, moving into 
accommodation such as provided by the Brotherhood appears to lead 
to the threat of losing emotional, and psychological independence.

Mobility:
Another issue spoken, of by virtually all old people and 

confirmed by numerous other sources, was the problem of mobility; 
not mobility as it affects people's ability to do things about - 
the house, dress, cook,etc. (people appear to take even serious 
restrictions of this nature in their stride), but rather,-mobility 
related to transport. This obviously affects people's lives in. 
a major way and seriously erodes their independence.

People spoke with great sadness about not being able to keep 
up with friendships, not being able to go into town to look at the 
shops, or not being able to initiate visits to their family. Many 
were unable to partake of a whole range of other pleasures that 
they had enjoyed and still felt well enough to do if they could get 
there. Many people are able to live fairly independently (look 
after the house, get to the local shops) but cannot continually 
afford taxis or negotiate public transport which is in no way de
signed to assist the old or handicapped. It seems obvious that 
this problem of severe restriction on mobility will greatly affect 
one's general morale and,again, one's sense of independence.

Unequal Relationships:
Another important factor in this issue is the attitude of 

the community towards the aged as a group. A significant number 
of aged people spoken to during the Needs Action Review mentioned 
in some way the changes in how people related to them. This 
included their own adult children,- younger people, and community
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helpers such as district nurses, meals-on-wheels personnel, doctors, 
etc.

Once the aged are in a situation where they need care from 
professional helpers, many of the events, experiences, feelings, 
etc. from the past years, which have shaped them as people become 
irrelevant. They become 'pensioners', 'patients', 'the oldies', 
etc. It is often surprising to discover that staff involved in 
some way in caring for older people know very little in-depth in
formation about their past (other -than from occasional reminiscences) . 
On the whole, staff do not see the interaction as an equal or two- 
way process, though the older person may have valuable things to 
contribute from their years of experience - experience which could 
be enriching for the caretaker, and which could add to their own 
knowledge. They may have a close caring relationship with the 
older person involving a lot of contact, but this relationship is 
based on a comparatively small time span considering the lifetime 
that is involved. This must contribute in subtle ways to the pro
cess of creating dependency. Vast amounts of the person's ex
perience., knowledge, ideas, values and feelings are not integrated 
into the present.

There are obvious regrets and sadness felt about this when 
people spoke, although most managed an air of cheerful resignation. 
One woman with whom the reviewer shared information about her own 
family, where she lives and what her children want to do when they 
grow up, etc., thanked her with tears in her eyes saying,

'It's so nice to hear about what younger people are 
doing. It's hard to get them to talk to you about 
anything important. They don't seem to think you'd 
be interested.'

Many other comments expressed this view of being treated differently 
because one is old. People often lamented such changes in the way 
people spoke to them. They no longer shared happenings, ideas, 
plans,etc. with them, seemingly to protect them or because they 
thought they would not understand or be interested. Presumably, 
the same aged people have not lived their lifetime without thinking 
about, experiencing, or discussing, issues of social or human 
importance, even if they may have discussed things with a little 
more 'delicacy' than is now customary.

Protectiveness:
One woman of 80 had a librarian refuse to arrange the loan 

of a book she had read about in an A g e review, because it was 
'totally unsuitable for someone of your age - it's full of sex.'

Discrimination and protectiveness can be noted in both the 
Brotherhood and other agencies' programs for the aged (which are 
basically controlled by people in their middle years). For 
example, discussion of current affairs and related issues are
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frequently not only omitted from programs, but are actively dis
couraged or disallowed for fear of 'upsetting them'.

1 It appears logical that the target for intervention 
which is aimed at changing aged related service 
stereotypes should be the young and middle aged, 
who hold power and who control the status and position 
of the-aged in society.’̂

Naturally, this change in relationship pattern and equality is also 
not a one-way process or the fault of one particular group. The 
old can become rigid and off-putting, .and people in their middle 
years can be insensitive or punitive. To examine the creation and 
maintenance of this change, we would have to look deeply into the 
patterns established by society and the socialised expectations 
which both the old and the young have about relating to one 
another. This change must have special significance to those . 
working in a caring role with the aged as the inequality of relating 
patterns must contribute to the erosion of dignity and independence.

1 The Oldies’ :
It is easy for the aged to become homogenised in the under- 

e* standable and predictable mass of 'oldies'.. This becomes even
more true as the aged become more physically dependent. Staff 
can be heard to say 'I know the dears like the back of my hands' 
and frequently to refer to the people's needs-and feelings 

, collectively? 'They just love ,. . . Most geriatric hospitals;-
including the Brotherhood's,have a ward where the most physically 
dependent people are kept and which is referred to as 'babies' 
room', 'bubs' ward' etc.

Apart from those' factors generated by the needs of the aged 
and those stemming from community attitudes, there are also con
tributing factors which are a function of the staff's role as 
caretakers.

Responsibility;
The people delivering various Brotherhood services for the 

aged are usually extremely caring and often over-worked and under- 
supported, but sometimes this very caring plays a part in this 
dependency problem. 'Save me from the tyranny of their kindness' 
as one elderly woman said. Staff see themselves as caring for 
people and understandably feel responsible. For example*

• 'I'd hate anything to happen to them, they are my
family.'

4. V.L. Bengston. The Social Psychology of Ageing3 Bobbs-Merrill, 
Studies in Sociology, 1977.
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*i worry about them all the time.'

This is one of the difficulties common to such caring situations 
for the aged, especially when involving physical frailty or mental 
confusion. This issue of feeling responsible for people in one's 
care is a particularly difficult one. Clearly one would feel 
upset or even guilty if anything happened to people (for example, 
if they fell and broke their leg or lay ill and undiscovered for 
sometime). The fact that staff commonly see their task as caring 
for residents, rather than helping them regain or maintain their 
independence, was widely reported in the literature.®

This concept of care embodies 'protection, cosseting and 
comfort'.® Brotherhood staff appear to be no exception to this, 
although many of them are aware of the dangers of overprotection 
and the creation of dependence and often speak of them. They do, 
however, sometimes quite quickly and unwittingly take over tasks 
which older people are quite capable of doing for themselves.
This being part of the staff's efforts and desire to 'give them 
the best and to take great care of them'.

1 Elderly people are at liberty as we all are to fall 
down, get run over or suffer an accident when living 
at home, but when they come into care all this is 
prescribed.1 7

Dr. Gray goes on to say that he would regard it as his right to 
be knocked down on his way home from the pub while in residential 
care. However, this issue poses a serious dilemma for resident
ial staff if they feel totally responsible for the aged tenants.

Needs of the Staff:
There is also the rather difficult issue of the possible 

unconscious needs of the staff to have people dependent upon them. 
These needs can be seen in many relationships where the power 
situation is unequal (parent/child; the over-protective spouse). 
This unequal power relationship may in some cases be meeting the 
staff's unconscious needs and so they fail unwittingly to help 
the elderly person to maintain or achieve independence.

'Under the guise of 'protection' many of our services 
foster actual helplessness, thus deteriorating the 
self concept instead of enhancing it . . . Why, for 
instance are we fearful of opening up opportunities 
for patients, clients, inmates, that make them feel

5. For example, see, T. Lynes and S. Woolacott, 'Old people's 
homes - the resident as consumer', Social Work Today, 
vol. 8, no. 12, Dec. 1976; and Living & Working in 
Residential Romes3 Interim report of working group, 
Personal Social Services Council, London, 1975.

6. Dr. Muir Gray. 'The Dilemma of Residential Care' in 
Community Care* Oct. 1976.

7. ibid.
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that they too can exercise some power and are not 
completely dependent on others . . .  I think there 
are several reasons for it, and we must look at them 
honestly. The first one is inside us all: our need
for being important and powerful . . . Another 
reason for our hesitancy to accord the client or 
patient enough opportunity to become independent and 
help his own destiny is our need for prestige . . .'®

This is an important issue to consider, particularly at the stage 
of employing people to work in such sections where this danger 
exists. Brotherhood staff can be heard to say, for example:

'I just love them as if they were my own kids.'
' They are my children . . . '
'They are my whole life.'

Staff frequently refer to elderly people with whom they work as 
'my babies' or 'my little darlings'.

Manipulation:
Another aspect of this dependence/independence issue can be 

seen when service providers attempt to deal with people who 
exhibit quite manipulative behaviour and/or when they clearly want 
others to do as much as possible for them. Many Brotherhood staff 
can be seen grappling with this tremendous problem and attempting 
to deliver services in line with people's needs without encouraging 
excessive dependence.

It is extremely difficult for people who are involved in the 
hectic daily basis of delivering services to the aged to avoid 
numerous 'dependency traps'. The process of dependence is so 
obviously a complex one, and staff who are so often working extremely 
hard, have little time to reflect on how dependency is being created 
or maintained. Similarly, they find it difficult to engage in 
examinations about how they themselves help to maintain the process 
or how to prevent it even though they are obviously concerned about 
the issue'.

Operation of Residential Services:
These aspects of' the problem of dependency are inter

related with the way accommodation services operate. These 
operations can either reinforce the dependency problem or they

8. Gisela Konopka. 'Attention must be Paid!" in American Journal 
of Orthopsychiatry3 October, 1964.
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can be used to help encourage dependence amongst the aged tenants. 
The most important of these issues is that of participation.

Particularly in residential care, rules, regulations, curfews, 
etc. invariably have to be made in the course of smooth and manage
able service operation. Because of this, services do not cater for 
any meaningful degree of participation in decisions relating to the 
operation of the service. This loss of decision making can easily 
spill over into other areas and affect people's lives, such as in 
what clothes to wear, what to eat, whether or not they should go 
and visit friends etc.

'Asking them to make decisions only confuses them.' (This
was spoken in reference to people who were in no way mental
ly confused.)
' They like you to decide things for them, they get so they 
just can't be bothered with things.'

'I don11 like to worry them with details.'

The importance of maintaining the power to make one's 
decisions from even the smallest things such as whether you need 
a cardigan on, for example, (a decision that residential staff 
frequently make for elderly people)., to making decisions about 
where you should live, were clearly supported by the aged people 
spoken to during the Needs Action Review. This is also widely 
written about in the literature.9 Active participation in the 
daily operational activities of services for the aged is another 
issue to consider. Often tasks are done for people because it is 
much quicker to do so, or because staff in all kindness want to 
'save the poor things the bother . . . they shouldn't have to be 
bothered when they're old', or because they pay to have these 
things done.

This issue of participation is a difficult one for service 
delivery staff. Often by the time the aged are in the position 
to need the service, they have either lost their desire to parti
cipate or their perception of the value of their possible contri
bution. Some Brotherhood staff can be seen making numerous 
attempts to step a fine line between allowing, encouraging and 
supporting participation when possible and desired by the aged 
themselves, while at the same time not forcing others to do so.

Self-Esteem:

This problem of participation links with the issue of lowered 
self-esteem and dissipated self-image. It is clear that one's 
self-cohcept will deteriorate if certain self-esteem needs are not

9 . Gray, op. cit.
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attended to. Aged people must continue to have things to feel 
good about, things that are real and important for them, as 
opposed to the false or trivial that may be contrived by well- 
meaning staff and families.

'Our self-concept depends in part on the way we 
perform in our everyday social positions, and 
the way others respond to us.1 10

This issue of self-esteem is again a difficult one to deal with.
The aged person coming into contact with the services for the 
aged may already have.a very low self-esteem. It may be impos
sible to restore this to any great extent, but careful attention 
must be paid to see that it,at least is not further damaged.
Taking this issue of self-esteem and,self-image into account 
the whole picture of participation remains important. There is 
obviously no easy answer, but the question about people's desire 
to participate must remain extremely important.

We need to know if they lose this desire before becoming 
involved in a caring/helping process or after it; we need to 
know if there are some people who just do not want to participate 
(or do they feel that they could not make a valuable contributiont ) ■ 
Certainly, there are many aged people, including people from the 
Brotherhood's service delivery target groups, who most definitely 
do want to participate in the things that affect bheir lives.
Do they simply stay away from services that attempt to enable 
participation? What happens to them, however, when they are 
forced through reduced physical capacity to use caring services? 
What happens then to their desire to participate?

Privacy:

Another issue of concern is that of privacy. Privacy is 
often and unconsciously eroded in the caring situation in 
numerous small ways. The subtle erosion of privacy appears to 
happen very easily and with no intention on the part of those 
contributing,., to it. It is often difficult to avoid in service 
delivery situations, particularly in group care. Staff are 
usually aware of and concerned about this issue, and often speak 
of the importance of it ('I wouldn't dream of intruding on their 
privacy'). However, at the same time they can be unwittingly 
intrusive by doing such things as, for example, quite unnecessarily 
accompanying visitors to people and staying in attendance during 
that visit.

10. Bengston, op. cit.
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Conclusion

Although the scope of this review did not allow for an 
expansive report of the needs of the aged, it can be said that 
these needs most definitely relate to issues of: maintaining 
control of life decisions; maintaining mobility; maintaining 
equal (rather than paternalistic or maternalistic) relation
ships with people and being able to do for themselves; and 
finally, to needs relating to self-esteem, such as being able to 
feel generally valued and useful. It is obvious that the organ
isation is sensitive to these issues and concerned to deal with 
them in order to offer services that are in line with people's 
needs. However, there remains some important questions that 
need to be answered about the issue of dependence/independence/ 
interdependence, and the process of creating and maintaining it 
are questions that have much bearing on the organisation's 
service delivery.
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CHAPTER 4;

NEEDS AND CONCERNS COMMON TO YOUTH, FAMILIES AND THE AGED.

Each of the categories of low-income people distinguished 
here displayed their own particular needs. At the same time, they • 
also shared many needs and concerns in common. During the course 
of this Review, a number of these common needs came to light and 
seemed to warrant .discussion under a separate heading.

Low-Income
When speaking generally about the needs of low-income young 

people, families, and the aged, bhe first thing to restate is the 
array of unmet needs that are brought about quite directly by their 
low income. ' This is the central factor, and this must not be 
forgotten when addressing other needs. The Brotherhood has long 
been aware of this and has played a significant part in attempting 
to point out these anomalies to the community and to the relevant 
government bodies. For this reason, this point will not be 
laboured here, except to say that information collected for -the 
Needs Action Review confirmed the central significance of an ' 
adequate income in the maintenance bf a reasonable life.

Help Seeking
Preamble:

Apart from the more obvious issue of lack of money, the most 
striking general theme was related to people's feelings about 
seeking help4 Because of the nature of the reviewer's contact 
with people during the Review, groups and individual discussions 
quite naturally included discussions about help-seeking in 
reference to people's needs. The topics covered included what- 
help people needed and had or had not sought, whom people pre
ferred to seek help from and how they felt about it.

It was, of course, easier for people to talk about what is 
wrong with services and service delivery, than to come to grips 
with what ought to be done to improve them. By the time this 
part of the discussions with people had been reached, most -people 
seemed to understand that the Needs Action Review was not an 
evaluation of any particular service. This may have made it 
easier for people to feel free to speak about their feelings' 
regarding service delivery, without the fear of being punished in 
some way (for example, by getting less assistance in the future) 
or the fear of seeming ungrateful. This process seemed to be 
made easier in the group situations because people were not so 
alone in expressing their experiences and feelings. That is, the 
group discussions provided a supportive climate for appreciating 
that others felt the same way.
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As the Needs Action Review is not an attempt to evaluate 
Brotherhood services, it is not necessary here to differentiate 
between the references to Brotherhood services and others. The 
issue was to get at people's deepest feelings about seeking 
assistance, and what needs they brought to the situation other 
than the needs presented to a helping agency. At times, examples 
and comments were quite specific, but the overall sense and 
feeling was related generally to how people felt about seeking 
help. There was no reason to believe, however, that people felt 
differently about Brotherhood services.

The Problems of Seeking Help;
These discussions quickly confirmed what had been reported 

elsewhere about people's help-seeking behaviour.1 People preferred 
to seek help from their friends and family before turning to out
side help. Seeking outside help was usually associated, to some 
extent, with a loss of pride.

The first issue to note is that people do not easily give 
the true details of their needs. Associated with this is the 
fact that people's needs (as defined by them when strong rapport 
has been established) are almost always quite different or far 
more extensive than stated when they initially present their needs 
for help. It is important to note here that optimum conditions 
to develop such rapport were present in the Needs Action Review 
as opposed to pressurised service delivery situations, i.e. there 
was plenty of privacy and time, and also people were not asking 
the reviewer to meet their needs. They were not asking for help, 
but rather talking about their needs. It was less risky to balk 
about them, than to actually present them to be met.

The first factor (which was virtually always spoken about) 
affecting people's willingness to reveal needs to helpers is the 
fact that to express need and to ask for help is to make oneself 
extremely vulnerable. It is to risk the hurt and humiliation that 
results from having one's requests rejected. This is so no matter 
how well the service is delivered. People may perceive the ser
vice delivery person as extremely caring and understanding and 
helpful, but they always feel this vulnerability to some extent. 
Some quotes, for example:

'It took me days to pluck up the nerve to go. I felt
sick in the stomach all the time, just thinking about
it.'

'They were really nice and everything, but I couldn't

1. McCaughey et al, op. cit
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tell them how bad things really were. We didn’t even 
have any food in the house. I couldn't tell them 
that . . .'

Some differences were noticed between the categories of youth, 
families and the aged. Younger people who had had some experience 
in seeking help from welfare agencies (but much less than older 
people) spoke with extreme strength of how 'put down' they felt 
through the experience. These young people would also go to the 
most elaborate lengths to avoid seeking help.

'I'd rather starve than lower myself . ...'
This strength of feeling was also expressed sometimes by 

aged people. The ones in the middle who had responsibilities for 
children felt very demeaned and ashamed, but were forced more often 
'because of the kids' to seek and accept help.

Obviously, trust is an inherent and essential factor in 
people's ability and willingness to share the true natures of their 
needs. Trust appears to be difficult for most people, and is 
certainly much more so for especially vulnerable people who are 
likely to need assistance from a .welfare agency. Such people are 
likely to have been more battered by life and to have more experi
ences of being let down and hurt, and thus are less willing and 
able to trusts

From observations during the Needs Action Review, -the 
presentation of needs is sometimes made more difficult for 
Brotherhood service consumers because the service delivered is 
a rushed and busy one, not allowing time to provide the sense of 
reassurance and security that is required for people to express 
their needs. For example, privacy is non-existent in some 
Brotherhood service delivery areas. Staff often appear to be so 
used to talking about personal matters with people in open spaces 
with others around (mostly there is neither the space nor the 
time available for privacy anyway), that they have become blase 
(in a kindly way) about the depth or significance of the need 
being expressed. It often appeared that they had seen so many 
cases of 'X' and just knew how it was and how it would 'all turn 
out in the end', that they forgot how unique and painful it may 
have felt to the individual.

At times, it seemed that staff had become so conditioned to 
dealing with a certain set of needs, and expected people to 
present needs from these known sets rather than revealing others, 
that they were no longer as open as they might be to the possible 
presentation of deeper needs. Examples were observed where 
staff's behaviour and the pressure of circumstances did appear to 
make people shrink from presenting needs, or to feel rejected, 
causing them to retreat, obviously still harbouring painful 
unpresented needs. However, despite the contribution of these 
factors, the major ones seem to stem from people's great diffi
culty in taking the risks involved in presenting the needs most 
important to them.
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People are naturally careful and cautious about what needs 
they do present, often revealing those representing the least 
risk first, and gradually building up to those involving the 
greatest risk. Those associated with the latter are usually those 
most needed, which people feel they are least likely to have met 
and which would cause the most hurt if they were refused. People, 
of course, are also most likely to present those needs that they 
expect the services will be able to meet.

Sadly, this all too frequently means that people present 
with only a very small proportion of their needs, and the rest 
remains unknown to those attempting to help them. The needs that 
are referred to here are those needs that people can articulate. 
There is, of course, another range of needs that are not easily 
articulated - needs that are so deeply seated they cannot surface 
until the others have been met. Sometimes, people's caution is 
clearly a wise decision, because the need would not be met even 
if they did present it.

Those people (ranging across all ages) who spoke of welfare 
service delivery staff whom they liked a lot and felt they could 
go to for help, still revealed important needs they 'just couldn't' 
present to people. These unpresented needs covered such things 
as not asking for all the material assistance they needed when 
presenting to agencies for help. For example, they may have 
needed money for a gas or light bill, and have only asked for a 
proportion of that amount needed, because they thought they 
would not be given the full amount and did not want to risk “the 
helper's rejection (often this is a realistic assumption). This 
issue of the risk of rejection was obviously an extremely 
important one, as it was spoken about with great emotion by a 
large proportion of people who had occasion to use welfare services. 
In fact, it appeared that generally people ask much less than 
they need when approaching a welfare agency. Some quotes for 
example:

'I would have felt awful if he'd said "no", so 
I only asked for $20.'
'I just wouldn't ask for any more: she would have 
thought I was one of those women who can't manage.'
'Oh, they just give you a lecture, you know, about 
what to do with your money and everything.'
11 didn't want her to think I was ungrateful of 
being greedy or something.'

Service consumers spoke frequently about needing things other 
than what they had presented with. For example, they had 
presented needing clothes, but had also needed food or vice 
versa.
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Self-Esteem:

Another issue associated with the presentation of need that 
appeared to be extremely significant concerned those basic human 
needs relating to the maintenance of self-esteem that are ever 
present and particularly at risk during help seeking encounters. 
This is particularly relevent to people seeking help who already 
have a rather low self-esteem. Service consumers and others 
from those target groups variously refer to this issue in terms 
of 'pride' and 'dignity'; the need to be 'treated like a real 
person', or 'treated with respect'; 'not to be looked down at', 
'treated like scum', 'treated like an idiot', or not to be 
'treated like a child'. Reference to these needs were extremely 
notable, in that virtually everyone spoke about them in some way. 
Those who had had contact with welfare services spoke with the 
most strength of feeling. Those who had more supports and coped 
better in their situations, also spoke of these needs as being 
extremely important, but saw them as being more adequately met. 
There were a number of extremely distressing references made, 
and examples given by service consumers regarding their experien
ces of seeking help and how this made them feel (i.e. how it af
fected their self-esteem) . Some examples included instances of 
extreme insensitivity on the part' of service delivery staff.
Even where this was not the case, many people obviously felt just 
as bad as if it were the case. Some quotes, for example (not 
necessarily, relating to seeking assistance from the Brotherhood) -

'I just felt like the scum of the earth. The bloke 
I.saw was quite nice really, but..I still felt like 
scum. I was nearly run over by a tram after I left;
I was crying so much.1
'I was desperate. I wouldn't have gone had 3? not been 
desperate. But I'd never do it again. I'd rather die 
than lower myself like that again. They look at you 
like dirt.'
'I had nowhere else to go. I wouldn't have gone 
otherwise. They said they don't usually help young 
people. They gave me a mouldy old tin of spagetti.
I didn't have a tinopener, or a place to go. I 
felt like I was a dog, or something, you know . . .'
'I just threw the stuff in the garbage. I couldn't 
bring myself to take it . . .  a man's got his pride.'

Such feelings were expressed time and time again, and quite 
obviously were not simply related to the behaviour of those 
who deliver services. Three people spoke of attempting suicide 
directly after seeking assistance, and feeling ashamed and 
rejected.

An important part of the Needs Action Review was to attempt 
to get people to make suggestions about how their needs could be
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better met. A most striking response that fits clearly into the 
issue of self-esteem was quite simply that it was far more important 
how people were treated than the amount of help actually received. 
Responses frequently reflected this, for example:

' Just to treat us like decent people.'
'It doesn't matter so much what you get really. It's 
how you are treated.1

Reciprocity:
Another major concern common to all low-income people under 

discussion here and springing from the discussion on help-seeking, 
is the need for reciprocity.

This is generally regarded as a basic human need, forming 
part of the need for social interchange.2

1 Reciprocity is the vital principle of society . . .' ^

1 It is the key process through which shared social rules 
are established to yield social stability.'4

'It is necessary for community survival and maintenance.’̂
In discussions with low-income people, this issue of reci

procity was linked with a number of feelings about seeking help. 
Inherent in these seemed to be the basic inequality in the 
traditional helper/helpee relationship, as previous quotes 
illustrate. The relationship is one sided. The helper does not 
ask the helpee for help. This is so no matter how experienced 
and expert the helper may be. Inequality is basic to the 
relationship. Obviously, inequality is an unavoidable reality 
in most cases, however, it is important to recognise the fact 
of its existence.

Apparently, one of the major reasons that people preferred 
to seek help from their family and friends was that the possibility 
of reciprocity is basic in these more equal relationships. Many

2. Craig and Craig, op. cit.
3. L. Hobhouse. Morals in Evolution: a study of comparative 

ethics, Chapman and Hall, 3rd edn, London, 1951.
4. Alvin W. Gouldner. ’The Politics of the Mind' in Social 

Policy3 ’ Vol.2, No. 5, 1972. 5
5. Stewart Whitney. 'There is More to Come: The Analytical 

Dynamics of Human Rights and Social Needs' in Catholic 
Lawyer3 Vol. 24, No. 1, Winter 1978, pp. 42-52.
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consumers of Brotherhood Material Aid Service illustrated their 
need to reciprocate by bringing goods they no longer required to 
the Centre. People seemed to feel bad about the power welfare 
service deliverers have to say no and, therefore, to affect their 
lives. Presumably, one's family and friends have a similar power 
to say yes and no, but in this situation, one also has a similar 
power to do likewisei and affect their lives- The person in need 
is able to pay them back in some way for the help they give, thus 
equalising the relationship. Presumably, people also know at some 
level that family and friends are helping because they care about 
them with some emotional depth- Some quotes, for example:-

'It's not the same with your family. You know they will 
help if they can, and you can do things back.'
' We help each other out whenever we can . . .'

'Well, they hold all the power, like . . .(welfare 
helpers) - there's not much you can do if they don't 
give you the stuff.'

And from an exchange in a group discussion
'It's not like your friends and that
'They don't drop in for coffee . . .'

'They don't ask you for help . . ,.'
'. . .or ask you to their parties.'
People spoke of this need for reciprocity during the Needs 

Action Review, and it was observed frequently in interactions 
between low-income people. Like other basic human needs., the 
need to reciprocate must also run the risk of being damaged 
through constant need to seek help through traditional welfare 
channels. Decline in people's self-esteem, which is also 
apparently easily damaged through help-seeking encounters, must 
further dampen and damage the natural tendencies towards 
reciprocity.

Independence
Again, as outlined in the section on the needs of the aged, 

independence is clearly a basic human need, linked to the need 
for self-determination (to exercise control over what happens to 
oneself). As this was discussed at some length in the section 
on the needs of the aged, it will not be considered in depth 
here. However, it seems important to again underline that this 
need was repeatedly articulated as people of all ages spoke of 
their attitude to (and feelings about) needing and asking for 
help.
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This is reflected in the elaborate lengths to which people 
will often go in order to avoid having to seek help from outsiders. 
There are instances of this illustrated in all sections relating 
to all age groups. People want to 'do for themselves', to 'keep 
their pride', and only forfeit this independence as a last resort.

Information collected during the Needs Action Review supports 
the notion that one of the issues in the creation of dependency on 
welfare services is the neglect, dampening and damaging of basic 
human tendencies and needs. This is obviously more likely to occur 
in the lives of people who have low incomes and feel generally 
oppressed.

From information collected during the Review it can be said 
that low-income people in need of help often feel extremely bad 
about asking for this from outsiders. They would much prefer to 
seek help from family or friends. We can also conclude that 
generally, when they do seek help from outside helpers, they do 
not reveal the full extent or depth of their need. There is also 
the question of how much damage is inadvertently done to people's 
essential basic needs (particularly those related to self-esteem, 
competence and self-determination through such help-seeking 
encounters) in this process of service delivery. Taking all this 
into account, we must seriously consider how much help such 
assistance actually is to low-income people.

Support
The Concept of Support:

This is not an easy concept to describe, despite the fact 
that it is widely used and people generally have their own 
intuitive understanding of its meaning. ’ Tolsdorf6 describes 
support as,

1 Any action or behaviour that functions to assist the 
focal person in meeting his personal goals, or in 
dealing with the demands of a particular situation.'

This is rather a broad definition, but serves as a beginning 
for a discussion of support in this context.

Support can be divided into a range of different issues in 
a variety of ways. The availability of, and people's access to, 
resources such as money (earned or borrowed), transport, suitable 
accommodation, information and influence, is of central signifi-’ 
cance. All aspects are essentially interdependent from the 
perspective of the individual attempting to maintain the 
'integrity of the self'.

6. C.C. Tolsdorf. ’Social Networks, Support and Coping: an 
Exploratory Study' in ’F a m ily  P r o c e s s 3 1977, pp. 407-417.
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Support is needed in order to go out, be active, explore and 
develop one's capacities, and to maintain some control over what 
happens to one. That is, support is obtained from having access 
to resources, and to personal support networks which bolster the 
individual strength, courage and self-worth. When one's life has 
extreme pressures upon it from all parts of the environment, as is 
the case for the low-income and disadvantaged people in the Brother
hood's field of concern, even more strength, courage and other 
resources are needed. Such people need a great deal of support in 
order to cope.

Support is central to the development and maintenance of 
self-esteem. Self-esteem is 'the master human disposition'.^
It tends to grow when other needs are met, but without a modicum 
of self-esteem, the strength and courage needed to exercise one's 
other tendencies, and to seek the meeting of basic needs, is 
absent. Support, in the context of this discussion then, means 
those inputs which strengthen the self-esteem, help to meet basic 
needs, and enable people to cope better and feel good about 
themselves.
The Coping/Vulnerable/Passive Groups;

The three groups identified by McCaughey et al,8 and out
lined in the needs of 'Families'., could be easily identified across 
all age groups during the Needs Action Review. ' These groups were 
distinguished primarily by .their different resources and support 
systems.

The copers .across all ages spoke of their family and friend
ship supports, how they helped them manage better on their low 
incomes (sharing resources,etc.) and generally in making life more 
worthwhile. This type of support would obviously help to meet 
basic needs relating to self-esteem also, and generally help to 
support the integrity of the person. This in turn helps people 
to be able to meet other basic needs, to be active and participate, 
and to have some control over their lives. People with less of 
this support were less able to cope and more vulnerable or even 
passive. Among other factors, there is probably a cumulative, 
cyclical process which operates to exacerbate this vulnerability 
or passivity. This is when basic tendencies and needs are deeply 
suppressed or damaged, thus making it less likely that one can 
seek and utilise support, the effect of which is to further sup
press and damage basic self-determination and self-esteem.

7.
8 .

Craig and Craig, op. cit. 
McCaughey et al, op-, cit.
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Conclusion

The need for support emerges from the Needs Action Review 
as a central theme of great importance across all age groups.
People need support to enable them to cope better with the pressures 
of their particular life stage, disadvantaged situation, and position 
in society. Furthermore, it is of particular relevance to the 
welfare field, which aims to assist low-income and socially dis
advantaged people, since such pressures are often overwhelming and 
pervasive in their lives. This has important implications for 
their ability (or inability) to cope and support becomes a key 
issue in helping people to cope better. If this is acknowledged, 
the notion of support must be seriously considered in the light 
of current Brotherhood service delivery.

Clearly, a welfare agency cannot possibly provide all the 
support people need. Such agencies can provide inputs of material 
support, and minimal amounts of the other psychological elements, 
and every attempt can be made to ensure that harm is not done to 
people's basic tendencies and needs. However, it is not possible 
or desirable to attempt to provide support in every aspect of a 
person's life.

From information collected during the Needs Action Review, 
it is clearly indicated that people want support to come from 
their family and friendship networks. It is also indicated that 
harm can easily and unwittingly be done to people during outside 
help-seeking encounters. Information collected during the Needs 
Action Review indicated that when people encountered trouble, 
they turned firstly to their personal support systems. When 
young low-income people were rendered homeless for example, they 
wanted support from friends (' The last person I'd want is some 
''professional"'). Those young people who did have a support 
system where they 'helped each other out', had better self-esteem. 
They felt 'proud' of themselves. This obviously gave them greater 
strength and thus increased their access to other resources, and 
gave them a better ability to cope.

Aged people, who had close contact with friends and family 
and felt supported, were proud of their independence, and their 
ability to cope and 'live their own lives'.

Similarly, people with the care of children who had a good 
system of mutual support felt better able to cope, and felt better 
about themselves.

This theme needs to be given careful thought and attention 
by those who are involved in providing services which help people 
to increase their resources and to meet their important needs.



67

CHAPTER 5:

THE MEETING OF NEEDS

The Brotherhood's Mode of Service Delivery

The mode of service delivery refers to the characteristics 
of the Brotherhood's service delivery. Obviously not every 
service delivery encounter will reflect all these characteristics. 
They are, however, the characteristics which can be said to 
describe the particular way in which the Brotherhood goes about 
delivering its service.

One would expect a mode of operation to develop over the 
years in any organisation such as the Brotherhood. This has in
deed happened. The Brotherhood1s mode of service delivery has 
evolved from its particular origins: its relationship with the
Anglican Church; the organisation's underlying values;-*- the 
fields of concern that were developed and focussed upon; also 
through the personalities and particular interests of people in 
various divisions over the years, and many more contributing 
factors. In any organisation the mode of service delivery will 
have considerable relevance to the quality of services that are 
delivered to consumers.

The following brief summary ds -the reviewer's impression of 
the Brotherhood's mode of service delivery. This impression has 
been built up through observation and close contact with service 
delivery endeavours, discussions with staff during the Needs 
Action Review, and also by working with the Brotherhood staff.

The Brotherhood's mode of service delivery is low-key and 
loosely structured. There is a degree of judicious caution 
about moving too'fast and becoming too professional. Beneath is 
the fear that to do so would involve the danger of becoming too 
highly structured and bureaucratic. It is feared that this would 
result in services becoming out of touch with people's actual 
felt needs.

Most Brotherhood staff involved in service delivery are 
committed and caring people (many without formal training but 
with a genuine feel for people) and many have years of experience. 
Staff tend to be chosen primarily because of this type of 
suitability rather than because of their formal qualifications. 
From the reviewer's observations, untrained Brotherhood staff 
often have a very natural and genuine way of approaching service 
delivery situations. They comfortably use their experience and 
intuition as they would outside work, rather than, for example, 
trying to make their behaviour match learned theory.

1. Including, in the Brotherhood's case, Christian and 
humanistic values relating to their commitment to assist 
low income and socially disadvantaged people.
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There is an expectation arising from this that the right 
people, having been chosen,can be left alone and entrusted to 
get on and do a good job. Service delivery staff are trusted 
and allowed a lot of room to express their creativity in developing 
new ideas.

The Brotherhood's mode of service delivery is also charac
terised by a general unwillingness to say no. This is obviously 
due in part to the staff's feeling of commitment. Staff work 
extremely hard and often put in extra hours to do things far beyond 
the call of duty. There is often an apparent desire to meet any 
need that is presented. Sometimes, staff can make elaborate 
efforts to meet a need that is presented, rather than sending 
people away or referring them elswehere. This flexibility of 
roles is an important characteristic with the Brotherhood's mode of 
service delivery. These arrangements may often include members of 
staff from non-service delivery departments. You may find a staff 
member from another department who happens to live close to a 
particular service consumer delivering goods or carrying out a 
small repair or maintenance job. It is quite common to find a 
staff member from one department helping in another department.

• Some Advantages and Disadvantages of this Mode:

• In order to work out how services can be delivered in the 
best possible way to meet people's needs, the organisation must 
aim to retain the advantages in its service delivery mode, and 
wherever possible attempt to offset the disadvantages.

Underlying the Brotherhood's service delivery mode, there is 
obviously a value that services should be low-key and remain in 
line with people's needs as felt by them. The amount of care 
within the staff clearly makes a positive contribution to this 
end. As previously mentioned, the down-to-earth, natural and 
informal approach that service delivery staff use is a most 
important factor. In some instances, if'attempts were made to 
use more complex techniques or approaches, the value of the 
service would be more likely to lose touch with the consumers' 
expectations and felt needs, especially if services are pushed 
ahead and develop faster than people are willing.

In Brotherhood services there is a practicality in commit- ■ 
ment about getting on with the job of meeting people's needs that 
is often not so apparent in highly structured, bureaucratic 
service-delivery situations.

The fact that staff are given the freedom by the organisation 
to use their creativity and develop new ideas is a most important, 
positive factor. Many service delivery staff have had a lot of 
experience with people from the service consumer population and 
the new ideas and directions that spring from this experience 
should be developed. The flexibility of the organisation's 
meeting of needs is another positive feature which combines with 
the general level of staff commitment.
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The disadvantages as perceived by the reviewer are not 
enormous or insurmountable. They could easily be offset with 
some fairly simple organisational changes. The first issue to 
be noted is the heavy workload of the two major Associate 
Directors concerned with service delivery (Associate Director - 
Aged Services, and Associate Director - Social Services), and 
their obvious lack of middle management support. It is simply 
not possible to fulfill all the responsibilities of an Associate 
Director, handle all the outside liaison and consultative work 
currently undertaken, and to also provide professional backup 
support and supervision required by staff to deliver services to 
the fullest of their capacities. It may have been possible when 
the organisation was smaller and everything was more closely 
connected. Then it would have .been possible for all staff and 
management to relate more closely, share ideas and gain support. 
At the same time a supervisory eye could be kept on things, while 
still allowing staff the freedom to creatively develop their own 
areas and ideas. This does not appear to be the case now, how
ever, and so problems and inefficiencies exist.

There are a number of apparent disadvantages in the current 
mode of service delivery which all seem to relate to this central 
problem of lack of middle management support for the Associate 
Directors. This in turn effects the backup and support of the 
service delivery staff-

The procedure for selecting staff -becomes at times rather 
ad hoc (probably because of the work and time constraint 
experienced by Associate Directors).. Sometimes staff appear to 
be unthinkingly promoted or employed because they are from within 
the organisation, or are the first person to come along. At 
times appointments are well considered by the appropriate people 
involved, but other times this does not appear to be the case. 
Obviously, appointing staff to service delivery is not an easy 
task. This is most appropriately undertaken by a number of 
people, rather than being left to one individual. It takes a 
considerable amount of time if it is to be done thoroughly. It 
goes without saying that the quality of staff selected for jobs 
dealing with the needs and feelings of particularly vulnerable 
people is of central importance.

Service delivery programs, no matter how low-key and loosely 
structured, still have aims. Often these are quite complex aims 
such as 'promoting the independence of the service's consumers'. 
Even when aims are. not spelt out they exist and staff are trying 
to achieve something through their caring endeavours. It is 
often difficult to put aims into practice and to ensure that 
programs remain reasonably faithful to them. This is even 
harder when staff are extremely busy with difficult daily oper
ational tasks and have little time, experience, or support to 
engage in the necessary process of reflection and planning.

At times, busy staff without such adequate backup and  ̂
reflection may become bogged down in daily operational issues. ( 
This may be made far worse by the fact that people do not have /
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certain skills necessary to operationalise their program as they 
would like. But these are principally skills that could be 
transferred to them if the appropriate resources were available.

At times, people who have been conducting services in the 
same way for a long time become so used to presentation of 
particular sets of needs that they lose their receptivity to new 
needs and to the unique quality of any one individual's needs. 
This,too,is related to the lack of backup, time, and support for 
reflection. Staff are often under great pressure as they attempt 
to deal with extremely demanding and draining front-line jobs ■ 
which attend to people's problems and needs. They are continually 
faced with difficult decisions and choices which will affect 
people's feelings and lives. They also have to cope with the 
knowledge that they are perhaps only able to help people with a 
small proportion of their real needs. Sometimes they have to say 
no to requests when they know that refusal will be extremely 
hurtful to the person. It is difficult to deliver such a refusal 
and remain -feeling good about oneself as a helper. It is not 
easy to do all this and to always remain sensitive to changing 
needs, reflect on one's practice, how it affects people, and then 
to develop new ideas and directions. However, these issues must 
be attended to in some degree in any service delivery program. 
Staff need backup, professional input and support to enable them 
to attend to these aspects of their work - even in the smallest 
and simplest service delivery program.

Another disadvantage affecting the present mode of service 
delivery is that much valuable knowledge and practice wisdom 
built up by experienced service delivery staff is not recognised, 
articulated, or transferred in any way other than in the most ad 
hoc manner. There are examples of people with extremely creative 
ideas, and people practising aspects of service delivery that 
would be of great value to the organisation if they could be 
shared further afield.

Central to the mode of service delivery is the issue of 
professionalism. There is an underlying fear apparent in the 
Brotherhood's mode of service delivery that professionalism or 
professionals may equal over-organisation and bureaucratisation. 
This may in turn lead to services .being taken away from their 
low-key goals. It is feared that too many professionals may 
build a service into a more high powered structure in line with 
what they think is best for people. For example, it is thought 
that the professional would not be happy to be involved in a 
simple low-key service with extremely modest aims such as 'making 
life a little more comfortable and less lonely for people'.

There is justification for this fear, as far as some aspects 
of the Brotherhood's service delivery is concerned. However, the 
reviewer felt that perhaps the 'baby had been thrown out with the 
bath water'. Professionalism, if carefully incorporated could 
well mean that professional skills and resources were used as 
backup and support for the staff to conduct their low-key
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programs, and in fact enhance their goals. Having professionals 
involved does not necessarily mean that they take over all the 
responsibility for goals and program direction. It should be 
possible to use professional backup in a creative way, to enhance 
the positives that exist and to enable goals to be met without 
changing the whole pace and direction of service delivery.

•The Need for Professional Input in Service Delivery Areas

During the course of the Needs Action Review, service delivery 
staff often expressed the need to have, as they put it, 'a social 
worker around the place'. It soon became obvious that there was 
a range of reasons behind this desire: the need to have someone
with whom they could discuss practice goals and issues; the need 
to have access to someone with skills in addition to their own; 
someone to call on when they were facing particularly difficult 
service delivery situations.

The reviewer explored these needs for extra input at great 
lengths with many staff in an attempt to determine the ways they 
could be met without destroying the essential and unique nature 
of the Brotherhood's low-key, non-institutional approach to 
service delivery. -

As the approach of the Needs Action Review involved close 
contact with service delivery staff, and a commitment -to put in as 
well as take out, the reviewer provided a considerable amount of 
this professional input. At times this was deliberately used 
(with staff co-operation) in an experimental manner to aid the - - 
exploration of the issue.,

To conclude that the needs presented "to the Brotherhood would 
be best met by professional welfare personnel would be a large - 
step backward and risk losing many of the benefits now existing in 
the present approach. However, it could be seen as an equally 
backward step to insist that any professional involvement at all 
would over-professionalise the services and destroy -their unique 
nature.

During the Needs Action Review the reviewer became convinced 
that staff often struggled to deliver their services against 
considerable difficulties and inadequate support. This hampers 
them in their efforts to meet people's needs in the manner they 
wish and that is within their capacities. This lack of backup 
and support also contributes to the fact that valuable experience 
and knowledge gained by service delivery staff was often under
utilised which resulted in a loss of knowledge to the organisation.

Furthermore, the reviewer believes that it is possible 
to provide this extra input without over-professionalising services, 
destroying their present advantages or taking away any of the 
present staff control over the direction and pace of their service 
delivery. Rather, this input could be in the nature of a generally
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supportive backup. This could provide a full consultation and 
resource base which the service delivery staff could use to 
enhance their own considerable practice skills and experience. 
Indeed it could aid the efforts to put into practice low-key 
non-institutional program ideas.

For the purpose of this report six major aspects have been 
identified where gaps exist and extra input is needed. In 
practice it is difficult to separate these aspects as they are 
functionally interrelated.

The Concept of Professional Support;
Professional support is the most important and integral of 

all the professional inputs to be discussed. It is an essential 
component of all other inputs and necessary to make them useful, • 
workable, and to link them.

The word 'professional' is used here to separate this 
support from the more emotional support people need from their 
friends and families outside the work situation. However, there 
are obviously many similarities and two areas of support may in 
fact be connected or overlapping.

Professional is not meant to imply, that this support should 
necessarily be provided by a professionally trained person, 
although as it will become clear a considerable .range of skills 
would be required. Professional support means the backup of 
people with whom to share ideas; the assistance, caring 
criticism and feedback, consultation, stimulation, empathy, 
encouragement, listening-ear, etc. that must be available and 
accessible if staff are*to feel supported in the work that they 
are doing. This backup is necessary if they are to feel 
basically positive about work and themselves as workers, and are 
to maintain their work self-esteem. It is the ingredient 
necessary to enable people to give the best of their capacities 
and enthusiasms and to develop and utilise their unique skills, 
experience, creativity, innovative ideas and to share this 
accumulated knowledge with others. This is connected with basic 
self-esteem, where work self-esteem could be defined as the 
need to feel good about oneself in relation to one's work.

Currently in the organisation, staff gain this professional 
support in various ways and in various quantities. The 
primary source is often the relevant Associate Director. How
ever there appears to be a number of reasons why they alone 
cannot provide all the inputs and support necessary. An 
important reason is that it is not possible to maintain the vast 
range of responsibility that is required of the Associate 
Director and provide the professional support and input necessary 
for staff involved in the delivery of a wide range of difficult 
and different services, particularly when these are often 
geographically separated.

%
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It is argued that this should no longer be an expected 
responsibility of the Associate Directors. Extra professional 
input at the level referred to would have the added benefit of 
relieving some of the work expectations and pressures obviously 
experienced by them. The fact that it is clearly and under
standably not possible for the Associate Directors to provide all 
the support necessary, means that staff then have to attempt to 
meet this need in other ways, or else battle on.

The informal networks of support existing throughout the ^  
organisation are valuable and useful to some extent in meeting 
some aspects of this need. Staff meetings and other officially 
arranged meetings or discussions are also important in meeting 
aspects of the need. However, in many departments and areas 
these are held very infrequently. This is for a number of 
reasons (such as the need for support to organise and run such 
meetings).

It was the reviewer's observation (an observation con
firmed by staff), that attempts to meet the support need are not 
adequate and are inefficient in time and energy. Sometimes these 
needs remain unmet at a level that is articulated, and sometimes 
these can be seen to effect operations, even though not articu
lated .

•The problems caused by the lack of this professional support 
cannot be too strongly emphasised. The issue of need for this 
type of input was mentioned by staff far more frequently than 
any other issue during the course of the Review.

Many staff from different departments gave distressing 
accounts of how they had struggled (often in silence) to set up 
a new program, or begin a new job, or carry out a" new aspect of 
their work while adhering to the Brotherhood's 'good name' and 
unclear (but obviously high) standards. This was with what at 
times; appeared as little more than an air of general friend
liness, to support them.

For example, the following quote taken from a discussion 
with a member of staff regarding how she had gone about setting 
up an important new program when she first began working for 
the organisation. It begins:

'I just wandered about half the time not knowing 
what to do, feeling terrible, I ended up asking X 
(another kindly untrained service delivery member 
of staff from an entirely separate department).
She helped me a lot.'

'How did she help?'
'By just listening and talking I suppose. She was a 
great support.'
'How did you work out what to do and how to do it?'
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'Oh, it worked out somehow, I just did what I 
thought and hoped for the best, it seems to have 
worked out.'

A quote from another member of staff on the same subject:

’I honestly didn't know what I was supposed to do, 
what they wanted or who I should ask, everyone 
seemed to think I knew what to do, or that someone 
else was looking after me.'
Often by talking it over and getting the backup, support 

and encouragement possible during the Needs Action Review, staff 
were able to resolve issues which had been causing great anxiety 
and stress, and thus detracting from their real capacity. These 
included anything from making an important but difficult new 
contact to beginning a new aspect of practice (where previously 
there had been insufficient confidence), which greatly improved 
their service delivery.

The Need for Additional Skill Input:„
In many areas the Brotherhood's low-key, loosely structured 

type of service delivery is based on a large number of skills,
* not necessarily gained through professional training, but built 
up from years of life experience and caring, committed practice. 
Many of these skills are subtle in. nature, and hard to diff
erentiate or describe; they would probably not be seen as skills 
by many of the people using them day to day. These are the 
skills that form the essential nature of this type of service 
delivery. However, in order to ensure that this is maintained 
and the specific benefits of such an approach axe maximised, 
another set of skills is needed. These could be called oper
ational skills i.e. the skills needed to backup and operational
ise the service ideas. These operational skills are needed to 
put into practice any service delivery program with its under
lying values and assumptions, its aims and objectives and its 
preferred methods, no matter how low-key this service 
delivery is intended to be.

These operational skills may not be as obvious as they 
are in the case of more structured professional services, and 
they may be easily forgotten, taken for granted, or played 
down. However, they are necessary nevertheless. Many of these 
are learned skills not in the repertoire of someone employed 
because of their valuable practical experience.

Examples of skills that may be needed include: organising
and maintaining recording and filing systems; articulating and 
writing down practice material; negotiating various organisational 
procedures; organising and chairing meetings; interviewing for 
the purpose of acquiring specific information; effective 
decision-making process; functioning as a team and the ordering 
of priorities and tasks to achieve a particular goal.
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There are clearly many staff who do not have the range of 
operational skills required, nor do they have the necessary 
support to carry out this service delivery through the potential 
of their experience and commitment. Furthermore, many of their 
valuable skills, innovative ideas, and creative capacities for 
developing and delivering the unique low-key services are being 
drowned by the pressures of planning, developing, and daily 
running aspects (operational skills) of their work because of 
lack of support.

The quality of the service is ultimately affected because 
staff are under these pressures. They may be engaging in very 
stressful, inefficient, time-consuming or unsuccessful attempts 
to attend to operational aspects of their work while keeping 
their bright face. With the necessary support they would have 
more energy for the important and valuable work of which they 
are so capable.

It is distressing to see how frequently staff feel person
ally inadequate because they do not have some operational skill 
or feel that they are not meeting an unclear (often unspoken) 
expectation. They feel it is their fault they 'should know how 
to— ' (some particular task that no one could be expected to 
know without being shown)- A lot of unwarranted anxiety is ' 
produced when staff feel these “inadequacies and blame themselves. 
At various times different staff said they felt ’inadequate',:' 
'hopeless', 'guilty' or 'ashamed' for not having one or 
another of these operational skills. This can induce a need to 
cover up and put on a bright face about how well they are coping 
because they feel that everyone expects them to and believes 
they are. This is exacerbated by the general air of Brotherhood 
conviviality for example;

'Everyone is so nice they seem to trust me and believe
I am doing a good job. I just can't tell them I'm
not coping.'

Once again this need for operational skills clearly links 
with the professional support input. Sometimes what is needed 
(and what at present no one realistically has the time to provide) 
is simply the support to develop the operational skills that 
the person has, but in which they lack confidence. At other 
times skill sharing is also required.

At times the lack of skills clearly links with the lack of 
information as well as support. For example, this was notable 
in the negotiation of organisational procedures - procedures 
which can be taken for granted by those who know how to negotiate, 
but which prove quite daunting or anxiety-provoking for those 
who do not. This- included communicating and acting for purposes 
such as the need for extra equipment., errors in pay, plans or 
desired changes in programming, dissatisfaction,with staff, 
working conditions or quality of service being provided.
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Lack of confidence and reluctance to communicate was ex
pressed as an attitude of 'not wanting to bother management 
staff1. It was not generally seen as a perceived reluctance on 
the part of management to see or hear them (although a few 
people did think so). It was also expressed as an attitude of 
'not quite having the right' to ask for things or 'bother' 
people. One must rather get on with the job cheerfully and bear 
the hardships. Often staff resort to elaborate alternatives, 
which are far more taxing and time consuming than necessary (or 
simply do not do whatever it is they want to do) because they 
lack information about the correct procedures or do not feel 
confident to negotiate them. For example, when confronted with 
the need for a filing cabinet, one department, after lengthy dis
cussion regarding, where they could get the money, Were about to 
run a raffle for the purpose of buying a filing cabinet (until 
given correct information about the organisational procedure).

This discussion of the need for extra skill input is not 
meant to detract in any way from the admirable range of skills 
and experiences that Brotherhood service delivery staff do 
possess. Nor should it detract from the obvious care and commit
ment of the people whose needs they are meeting, and the extended 
hours and energy they put into their work. It is rather an 
acknowledgement of some of the difficulties under which they 
work and the desire to highlight some way of easing operational 
problems to allow them to use their capacities more efficiently.

The Need for Feedback:

Feedback refers to the process of talking out and sharing 
ideas, aims and/or other issues related to program functioning 
or future plans and directions. It is discussing and trying out 
ideas regarding possible means of achieving goals (large or 
small) and of overcoming obstacles and of ideas and knowledge 
that inevitably develop during the course of delivering service. 
Often staff have little opportunity to articulate these ideas 
and they remain dormant because the assistance to develop them 
is lacking.

Again, the feedback input is linked with other inputs and 
is particularly difficult to separate from other aspects of 
professional support. It was a need expressed often by a 
number of staff with considerable strength of feeling and there
fore it is discussed separately here. The need for this input 
can also be seen to overlap the areas of research and evaluation. 
For example, research staff report the need for feedback is often 
expressed by service delivery staff during the process of 
information collection for research purposes.

No matter how simple or low-key, every service has its aims 
and objectives. The people working in it have their hopes and 
ideas for how they would like to meet the needs they see and 
the gaps they uncover. These aims and objectives may not be 
written down, or even articulated, but they do exist, and staff 
are in the process of matching their practice with their 
objectives.
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Staff need some form of support and feedback in this on
going process of looking at their goals and practice - regardless 
of how low-key this process may be. Professional social workers 
for example, often use theoretical frameworks to compare and 
match things as well as talking out their ideas. People who 
have had professional training to do this usually develop a con
siderable degree of experience (and confidence) in conceptual
ising, discussing, and examining ideas and concepts. They also 
gain many tools along the way that make it easier. While such 
professionals may well be criticised because they lack the degree 
of experience and wealth of practice wisdom that is often 
possessed by non-professional service delivery staff, there are 
disadvantages for people who do not have this experience in 
conceptualising or matching practice efforts to goals, etc.2

Obviously, there is much to be gained from dialogue between 
different people, shared experiences, knowledge and skills. 
Combined with feedback these must ultimately improve the knowledge 
and practice of all concerned. It is sometimes possible for 
someone with professional training to conceptualise (using their 
experience) things others are doing, saying, or planning, while 
perhaps sharing some learned theories in the process. This can 
be articulated and fed back in a form that is helpful and can 
be .built on and shared. Feedback here is not meant to imply a 
one-way process with an expert listening to ideas, observing - * '
practice and then giving evaluative feedback on how the service's 
practice matches its goals and finally recommending improvements. 
Rather it is a sharing of concepts and experience -to the benefit 
of both parties.

During the Needs Action Review many staff expressed the 
value of having an 'outsider' (a 'loving outsider' as one staff 
member described it) with whom they could discuss planned or. 
possible ideas, or practice activities and how these related to 
what they hoped to achieve. At times it was possible through 
discussion for people to articulate goals they did not realise 
they were working towards. This often resulted in them finding 
it easier to see their practice in relation to the achievement 
of these unrealised goals. Staff could more easily achieve an 
ongoing low-key level of program evaluation with which they felt 
comfortable.

Many staff found this feedback process a stimulation to 
'try new ideas' (not because new ideas had been given to them, 
but because they had had a chance to look at their own). Some 
quotes for example;

'You can get off the tracks so easily when you are
so close to it all.'

2. It is possible that this may be more difficult when people 
are attempting to maintain the desirable, flexible, non- 
structured approach. It is easier to make rules and reg
ulations than to match practice methods to the more- nebulous 
low-key goals.
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'It's good to talk about all this, it makes me feel 
clear again and all inspired.'

Another essential of this aspect of feedback relates to the 
value to be gained in terms of articulating and sharing the 
valuable reservoir of knowledge contained in the experiences of 
service delivery staff. Many such people have years of extremely 
valuable expertise; knowledge which could never be replaced by 
formal training alone. At present this expertise is under
utilised due to a lack of program support and development.
Extremely valuable knowledge and practice wisdom is lost because 
it is not recognised, articulated or shared. Innovative ideas 
which spring from this practice wisdom can easily be lost, not 
because management or other staff are unwilling to listen or to 
utilise them, but rather because of a lack of support at other 
essential levels. It is often only through extended talks about 
what they would like to achieve in the future and how they would 
like to go about it, that this practice wisdom and these innovative 
ideas can be dug out and exposed. This was certainly the reviewer's 
experience in the process of the Needs Action Review. A great 
deal was learnt in this process that -would have otherwise have 
remained tucked away in the minds and .experiences of others. It is 
important that this process be coupled with a genuine interest 
and a desire to learn and share in a two-way feedback process and 
that it also be accompanied by the support and encouragement that 
is warranted.

Some service delivery staff .who base their work on valuable 
life experience, commitment and practice wisdom, grossly under
estimate the value of the unique contribution they can (and 
should) make to the development of ideas and to the learning of 
others. Furthermore, they may not understand the importance of 
this to the process of developing new and better forms of 
practice to meet needs. Thus, service delivery people also 
unwittingly contribute to the gap between theory and practice, 
decision-making and the coal-face. -

This underestimation of the possible value of their con
tribution ,can lead delivery staff to feel unimportant. They see 
the jobs that they are doing as not significant in the scheme 
of things. Here the lack of adequate support inputs can also be 
seen to play a part, thus adding up to a loss for the organisation 
in terms of knowledge, and innovation. This also contributes to 
service delivery of a lesser quality than that of which the 
organisation is capable. Thus feedback is central to reaching the 
goals of service deliverers> the development of their capabilities 
and ideas, and to the wider development of the organisation 
through the sharing of ideas which might be picked up at the level 
of service delivery.

The Need for Information Distribution:

People obviously need access to various forms of information 
in order to deliver Brotherhood services effectively. This 
includes information about broad organisational goals, directions



79

etc., and about more specific goals, expectations and plans 
related to their area of service delivery. It is also information 
to keep them up to date in an overall sense with other departments 
and other organisations. Present information distribution does 
not appear to meet the needs of service deliverers.

Orientation day does aim to give staff a very broad 
organisational understanding and, apart from the inevitable minor 
criticisms, is widely appreciated amongst service delivery 
staff. However, this could not be expected to provide more than 
a broad picture.

The more recent Consultative Committee also has an important 
role to play at a more comprehensive level. However, many 
service delivery staff do not attend and whatever is gleaned is 
not necessarily passed on to them - a factor that should be 
considered when looking at the effectiveness of the Consultative 
Committee. Even if it were possible for all service delivery 
staff to attend the Consultative Committee, or to read the notes 
and minutes from it, there remains the problem of the time to 
plough through a large amount of written material for information 
relevant to particular service delivery areas, and the confidence 
to understand it. The need for-an information distribution 
function at another level would still exist.

Most delivery staff expressed in some way a lack of 
information or understanding of the range of Brotherhood 
activities and services. This was coupled with a reluctance to 
ask. Comments included:

'You .just feel stupid asking when everybody expects 
that you know.'
'X've been here for so long, I just don't like to 
admit that I'm so ignorant,'
'It's so nice to be able to ask you, there's no one 
to ask.'
'No one tells you anything, I suppose they're too 
busy.'
Staff remarked frequently about the friendliness and 

warmth of the organisation and that they liked working for . 
the Brotherhood. But this Brotherhood air of conviviality per
haps masks a genuine communication problem which requires 
attention. This is further evidenced by the continual raising 
of the communication issue at staff conferences.

Another area that staff need access to is literature, and 
information about ideas and developments in their work and field 
of interest. Service delivery staff are extremely busy with 
the daily running of services and usually have little time for 
seeking out or keeping up with the latest developments in their 
areas. Most professional service delivery staff lament the fact 
that they do not have such time, to keep up as well as they would
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like. This problem is greatly exacerbated for non-professional 
service delivery staff who, although experienced in their fields 
of service delivery, often lack experience and confidence in 
seeking out literature and other information through formal 
channels. However, these service delivery staff frequently ex
pressed their desire to gain further information about areas of 
interest. They also expressed feelings of being 'left out of' 
information that was available in other places in the organ
isation. 3

There are a number of organisational inefficiencies in 
information distribution which contribute to the problem. For 
example, information that is sent to Associate Directors, which 
would be of interest and assistance to service delivery staff is 
often not circulated unless of obvious relevance. This infor
mation is not collected in any central place for sharing by 
service delivery sections. However, the answer is not as simple 
as placing people on Library and other circulation lists. Clearly 
the time factor plus lack of confidence and experience in 
seeking information, and sometimes in reading professional 
material (research studies, for example), are all reasons why 
staff miss out on much valuable material.

The fact that the Needs Action Review was virtually the 
only place in the organisation where an overall eye was being 
kept on the literature and other information regarding service 
delivery, meant that it was an ideal place to collect and 
distribute information from. The value of this is very obvious.
If an article was picked up, it could easily be passed on by hand 
during the normal frequent contact. The close contact with 
services made it possible to have a fairly intimate knowledge of 
the current ideas being considered and problems being faced by 
service delivery staff. Therefore it was easier to pick 
relevant material, for example, often an article related to the 
aged was actually talking about issues currently being faced 
at the time in an entirely different department. This 
information could not be picked up or distributed without an 
overall perspective being retained. The reviewer was sometimes 
called upon to explain further or discuss aspects of part of the 
information distributed. This input, therefore, provided a 
stimulus, created discussion, and raised issues, all of which 
potentially lead to changes for better service delivery.

This information’ distribution input naturally links with 
the professional support input. Staff feel more supported if 
someone is in touch with their current service delivery problems 
and issues, and passes on relevant information to them. This is 
further assisted if staff are aware that they have access to 
this information, and can ask questions large or small, and 
discuss issues during the process of regular contact. This, of 
course, is a two-way process. Information is also being 
continually fed into the system by service delivery staff.

3. This appeared to contribute to staff's feelings of being less 
knowledgeable than they actually are, and to feel inferior 
compared to staff in other parts of the organisation.
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It is thus obvious that staff can gain ideas, work 
stimulation and strength from access to information, which in 
turn improves and maintains their work self-esteem and aids the 
quality of service delivered.

The Need for Liaison:

A need expressed by staff on many occasions was for a 
^Liaison person. This appeared to refer to the need for someone 
to act as a link across the services, but at a lower level than 
an Associate Director. This links with the information input as 
the functions of both overlap.

However, there are elements that can be separated from 
information distribution. There is often a need to clear up 
misunderstandings one department may have about another, or 
another's activities. Occasionally a mutually beneficial get- 
together is useful or simply (getting back to information 
distribution) explaining more clearly the aims and activities 
of another section when the misunderstanding is observed. This 
is again where an across the board service delivery perspective 
is useful.

Another aspect of liaison lies in the need to have someone 
to assist in the resolution of misunderstandings, conflicts, or 
other issues arising between staff. Management .staffs' attitudes 
and behaviour towards these issues often appear to contribute 
to the avoidance of conflict and the maintenance of -the ,air of 
friendliness and peace. This is expressed in such terms as:

'They're a terrific bunch of girls, and don't seem
to have any hassles.'
'They always talk things over amongst themselves.'

However, misunderstandings do stew if left alone, and may turn 
into major conflicts. The other side of the coin to the 
advantages found in close friendly relationships between staff, 
flexible roles., and lack of structure, is that the resolution 
of these misunderstandings becomes very difficult. Perhaps over
busy management staff are understandably inclined to let them 
alone to get on with the -.job and brush' off-minor -misunderstandings 
(if they come to their attention, that is), and the time needed 
to engage in proper resolution is simply not available.

Another aspect of the need for a liaison.input is the need 
for a bridge between the service delivery section and non
service parts of the organisation. It is probably inevitable 
that an organisation as large as the Brotherhood should face this 
issue. The old, basically informal, methods of bridging these 
gaps (or preventing them from developing) that were possible 
in a small organisation are no longer available. There is a 
growing awareness of this in the organisation, and the
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Consultative Committee can be seen as an important first step 
in correcting the situation. However, the gaps are there, and 
misunderstandings and resentment and ambivalences exist. Service 
delivery staff perceive themselves as 'draft horses down there 
doing all the work', while the 'race horses up there get 
better conditions, better perks, etc., and don't know what it is 
like down here.' Staff in other non-service delivery departments 
feel this is unfair and that service delivery staff do not 
understand their particular types of problems. These misunder
standings will not disappear easily or quickly.

In as many ways as possible it is necessary to attempt to 
bridge these gaps in order to maintain the Brotherhood's commit
ment to ensuring that decision, recommendations, social action, 
etc. spring from the organisation's own practice experience. A 
liaison input could aid in this bridging process. This would 
not have to take the form of the traditional fixed middle 
management role, which accepts the gaps and mediates within them. ~ 
Rather, it could be an input which attempts to (along with other 
organisational attempts) break down the barriers and close the 
gaps.

toother aspect of this liaison input would be inter- 
organisational liaison. It was found during the Needs Action 
Review and the Material Aid evaluation that a surprisingly wide 
range of misconceptions exist within other agencies about - - 
Brotherhood services. This includes, for example, ~fche belief 
that the Brotherhood has a full social work service;"that the 
organisation gives food vouchers; that the Brotherhood only helps 
the aged; and that the Pamily Centre still operates ‘('Oh, you 
just help 60 families,don't you,').

All staff undertake this liaison role to some extent, 
particularly those who are regularly meeting other agencies.
However, there is no one point in the organisation where outsiders 
can seek information about services and how these might meet particular 
needs. During the Needs Action Review the reviewer was frequently 
called upon to do this and to give a range of information. Other 
agencies and groups were most interested and anxious to gain more in
formation about the Brotherhood's services and to clear up their mis
conceptions. It was particularly useful to be able to discuss in 
detail the range of Brotherhood services.

This inter-organisational liaison could, through providing a 
contact point and helping to clear up misconceptions, also help 
to offset ambivalences or ill feelings that can develop in other 
agencies towards the Brotherhood in regard to the organisation's 
service delivery.

4 . This role would be met in other organisations by the 
Senior Social Worker.
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The Need for Social Work Case Consultation:

Service delivery staff often expressed the need to have 
access to this type of consultation regarding particular client 
problems. They appreciate having an outsider who could discuss 
the problems, and occasionally give some professional advice. 
There is also the very occasional immediate 'rescue' need, when 
staff feel immediately unable to handle the particular situation

However, it .is the reviewer's opinion that the staff are 
generally extremely capable of handling most of these aspects of 
their work. Usually the wealth of experience regarding the need 
of a particular client is the most valuable aspect, and the 
consultation needed amounts largely to assisting staff to 
formulate and have confidence in their own judgement.

1 , /
Currently staff do sometimes miss some aspects of people's 

needs in the process of their service delivery, aspects which 
would perhaps ±>e picked up by an outsider or a professional- On 
closer observation the reason why these aspects are being missed 
becomes more obvious. If other areas of professional input 
support were being attended to, there would be fewer aspects of 
service delivery warranting criticism.
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CHAPTER 6:

SUMMARIES AND RECOMMENDATIONS

A: FAMILIES

As in the case with all low-income groups, the major issue 
for low-income families is simply their lack of financial 
resources. However, low-income families experience a constellation 
of needs including many directly related to their low income.

Major concerns include the lack of access to adequate 
housing through high rent, bonds, etc., and the inadequacy of 
state housing provisions. Frequently, in this 'country of plenty', 
low-income people are without enough food and face genuine 
hunger. Low-income people are attempting to bring up their 
children in line with standards which are virtually impossible to 
reach in their circumstances, and so feel inadequate for failing 
to reach socially prescribed standards.

These numerous disadvantages of having a low income combine 
to create enormous pressures on families, deeply affecting their 
ability to maintain their basic human tendencies such as 
competence, self-esteem, and self-determination. Self-esteem 
-tends to be further damaged by the repeated need to seek help 
outside the family's personal support system.

The families who appear more able to cope have more backup 
and support from their personal support system, and therefore 
access to a wider range of resources; they are more able to keep 
their basic self-esteem in reasonable order.

Lone parents are more vulnerable than two parent families, 
and the ever-increasing number of extremely young lone mothers 
are more vulnerable still - most particularly, those without any 
reasonable support.

The fact that there is such a rapidly growing number of such 
young lone mothers has emerged as a major theme during the Needs 
Action Review. This appears to represent a current major 
social problem connected to the unemployment issue. Such young 
parents are gaining attention from a growing number of welfare 
agencies. Although this is based on genuine concern about the 
problems faced by such young lone parents, much of the focus seems 
to be skewed, and action appears to be misdirected. This mis
direction is best illustrated by the rapid increase in the 
popularity of the family aide system of helping low-income 
families (this relates not only to young families, but to all 
vulnerable families).

Obviously, certain home-making and parenting skills do need 
to be put into people's support systems in some way. People are 
not born with such skills and some lack access to the opportunity
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Needs Action Review expressed the need to acquire these skills; 
however, the appropriate solutions were not easily identified from 
such discussions. However, it appears that whatever action 
is taken should acknowledge and explore the connections between 
this issue and unemployment, and aim to intervene at an early 
stage before these young people become parents. Such action 
should address the needs and vulnerabilities of the young people 
themselves, rather than simply focussing on their parenting 
component. A support network building approach, which aims to 
enhance the young people's natural support systems and their basic- 
capabilities and tendencies should be adopted. It is not 
suggested that separate isolated services be set up for this 
group. Integration and/or mutually beneficial exchange with other 
age groups should be adopted whenever possible.

Recommendations;

1) It is recommended that these issues relating to young 
and vulnerable lone parents should be further con
sidered by the Brotherhood (in conjunction with the 
needs of youth) in any ongoing review process.

2) It is recommended that the Brotherhood undertake or 
support a research project to further examine the 
relationships between the dismal employment prospects 
faced by vulnerable and disadvantaged young people 
(particularly young women) and the growth in the 
number and vulnerability of young lone parents.
Such a project should be used to further investigate, 
in conjunction with young people, the best and most 
feasible forms of action that should be taken by an 
organisation such as the Brotherhood, to assist with 
the alleviation of pressures and disadvantages 
associated with unemployment/youth/lone parenthood. 
Ways should be sought to further address the under
lying causes and to intervene and help at earlier 
stages (for example, before parenthood).

3) In line with the belief that people are best helped by 
an adequate support network of family and friends; 
that there appears to be a readiness on the part of 
many young parents to develop mutually supportive 
networks; and that an alternative to the system of 
using family aides is urgently needed, it is strongly 
suggested that the Brotherhood 'graft' a small scale 
network building project onto the existing Family
Day Care service. This would link with the need which 
is being expressed by young lone parents for child 
care and other backup supports.

This project should have a research and evaluation 
component designed to examine the practical aspects 
of network building and to further contribute to 
theory in this important area.
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It is suggested that this project be operated in 
close conjunction with Family Day Care, but remain 
a separate service in its own right.

4) The need for low cost (and in an emergency, free) food 
is a most important need for low-income people, and is, 
for various reasons (lack of ready cash and transport, 
for example), a particularly difficult one for them to 
meet. This need cannot be met satisfactorily on any 
wider scale by welfare agencies, given their limited 
resources. In the light of this, it is recommended 
that the Brotherhood further explore ways to assist 
low-income families to gain access to avenues of 
cheap food buying. Furthermore, it is recommended 
that a feasibility exploration be undertaken as part 
of the proposed new Material Aid service, with a view 
to initiating a program to address this important need.
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B: YOUTH

Low-income young people live under a large range of 
extreme life stresses. Not only are they under those pressures 
associated with a stressful life-cycle stage (adolescence) but 
pressures are added because of their special disadvantages 
and particularly oppressed position in society.

The most serious theme related to this group is obviously 
unemployment, and the ramifications springing from this. This is 
an issue of concern relating to all young people but is of far 
greater significance to low-income young people. Low-income youth 
have greatly reduced opportunities generally and develop 
fewer resources to help them cope with the constellation of 
pressures and needs created by unemployment. In short, because 
of their special disadvantages, young low-income people have 
far fewer chances of getting the jobs, and less resources to 
help them manage without them.

Persistent unemployment and few prospects of future 
employment increase the special vulnerability of the young low- 
income people. There is also the increased possibility of 
homelessness which adds its own, even greater pressures, 
hardships and pain to the situation. With homelessness there 
is an even further reduction in opportunities to develop skills 
and build up resources- There is even greater damage to basic 
tendencies related to competence, self-esteem .and self- 
determination. This feeds back into the cycle and decreases the 
young person's strength and courage to cope and struggle against 
the pressures. It is indeed a distressing and dismal picture 
when the disadvantages and pressures of persistent unemployment 
are added to an already highly disadvantaged, stressful life.

Young people, even more than older groups, hate asking 
professional welfare agencies for assistance. They value 
independence and like to manage on their own. They value greatly 
the support from their friends and this is of central importance 
to them. They certainly need all the help they can gain from 
such support systems. Furthermore, they must have increased 
access to opportunities to develop important life skills which 
are needed if their support systems are to help them cope with 
the future.
Recommendations;

When considering how helping individuals, bodies, and 
agencies can better assist young low-income people, the first 
issue that needs attention is the whole employment/unemployment 
job creation area. The Brotherhood has a considerable commitment 
to this area and it is recommended that the organisation maintain 
this commitment and involvement.

The numerous problems associated with unemployment such as 
homelessness, and reduced opportunities, skills, and resources
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are causing serious increases in just how disadvantaged young 
low-income people are in relation to the rest of the community. 
These issues are currently gaining increased welfare attention. 
Young low-income people do need services to deal with issues 
such as homelessness, but we must also consider in somewhat wider 
terms how we can best add to and enlarge their existing support 
systems.

There is a need for further exploration in this area. It 
appears that this is not being adequately tackled in other welfare 
sectors which are addressing the issue of unemployment and 
homelessness. Important- and much needed services are being 
provided, but the problems still remain. In pragmatic terms, 
either the issue of unemployment is alleviated, or people 
will have to cope in a way that still enables them to develop 
their capacities and human potentials and maintain their self
esteem. One area that appears to warrant serious consideration 
is the development of both independent living skills, and more 
effective support systems which draw on friends and family.

Specifically, it is recommended:
1) That the Brotherhood continue its commitment to the 

issues of income security, unemployment and job 
creation, and that a continuing careful 'eye' be kept 
on the changing needs related to these issues that 
are experienced by especially vulnerable, young low- 
income people.

2) It is recommended that the Brotherhood develop a 
program to assist young, low-income people to develop 
their independent living and coping skills and their 
general support systems. Possibilities that should 
be further looked at relating to this program include 
job co-operatives, skill sharing, skill training, 
and backup support for independent communal living.
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C: THE AGED

Inherent in the concept of independence are the basic 
human tendencies and needs discussed in Chapter 1. Maintaining 
independence implies that to a reasonable extent, one is able to 
have these basic needs met. Such basic needs include the need 
for competence (to be active, participate and exercise one's 
capacities); for self-determination (to exercise personal control 
over what happens, to one's self); and for self-esteem (to 
feel good about one's self). Physical disability and frailty of 
the aged, which requires a range of services for physical assist
ance in daily living, seriously endangers the maintenance of 
these basic human needs related to independence. These issues 
are of growing concern to the Brotherhood. The Aged Services 
Department is concerned to develop ways to help aged people; to 
contribute to live independently in their own homes as long as 
possible, and to develop services that assist with the require
ments related to declining physical capacity without damaging 
the need to be independent.

In regard to the needs of the aged, those issues related to 
independence are definitely the most central and important re
quiring the organisation's attention.

It is clearly not enough to provide good quality physical 
surroundings, and some kind, committed staff-~to care for people. 
Aged people are at an extremely vulnerable time in their lives. 
With physical decline they risk losing control over their life 
decisions, equality in their relationships and their self
esteem. . . .

It is not enough to be satisfied that some people are 
inclined to be dependent or want to be dependent, and hope it 
is these people who are attracted to the Brotherhood's services. 
We need to know if this is so, more particularly we need to be 
concerned about the relationship between some degree of physical 
dependence (enforced by declining physical capacity) and 
associated psychological and emotional dependence. If an aged 
person becomes physically in need of help and care, what then 
happens to all his/her basic needs that are associated with 
independence?

Recommendations:
Springing from this major theme of independence and in the 

light of the large number of aged people being cared for by the 
Brotherhood, and information collected during the Needs Action 
Review, it is recommended that:

Questions relating to dependence/independence/interdependence be 
extensively examined by the organisation in a number of ways, 
and that this examination should take the highest of all 
organisational priorities. •
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Specific recommendations related to this broad recommendation are 
as follows:

1) That the Brotherhood undertake a research project 
relating in more depth to the question dependence/ 
independence/interdependence in the aged, and the 
relationship of this to people's changing physical 
capacities. Such research should be designed to be 
of specific value to the organisation in the examin
ation of services for the aged (particularly 
accommodation services).

2) Considering the large number of aged people for whom 
the Brotherhood provides accommodation services, and 
the erosion that such services can unwittingly cause 
people's basic needs relating to independence, it is 
recommended that the Brotherhood should take up the 
responsibility of attempting to find more satisfactory 
ways of delivering this type of service. This is 
particularly important considering that this 
responsibility does not appear about to be taken up in 
any serious way be other such organisations in 
Melbourne. Specifically, it is recommended that the 
Brotherhood develop a pilot project to explore new 
ways of providing a service to meet people's 
accommodation and basic physical needs associated with 
disability and frailty, while maximising the residents* 
involvement, activity, self-esteem and all other 
aspects of human integrity and independence. This 
project should be given serious consideration before 
Clifton Hill hostel is in operation, in order to see 
how it could be incorporated in that hostel..

It is recommended that this project be closely linked 
with other Brotherhood accommodation services. This 
would provide an exchange of information and enable 
each to learn from the other.

3) It is recommended that the Brotherhood undertake a 
thorough examination of the operation of its current 
accommodation services, in an attempt to ascertain how 
independence and self-esteem are being maintained
and developed or eroded, and to search for new ways in 
which people can be provided with services and be 
cared for without damaging their central and basic 
tendencies. This examination would form part of the 
role of the recommended staff backup and support 
position. It should involve a full range of service 
delivery, representatives from the Research Department, 
others thought to be helpful, and wherever possible, 
service consumers.
The process may begin, for example, with small low- 
key day seminars or conferences for each service, where
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the issues could be discussed in an open, constructive 
manner.

Services may firstly be assisted to articulate 
their goals, and then examine what attempts are being 
made to meet them.

Service delivery staff would then need support and 
assistance to develop their own ideas about how they 
could meet these goals more satisfactorily.

4) It is recommended that the Brotherhood continue to 
explore the issues of skill sharing, low-key 
rehabilitation, the enhancement of independent living 
skills and associated self-esteem, self-worth, and 
confidence through projects such as SPAN and the 
Coolibah Centre.

The Coolibah Centre should emphasise ways to foster 
the above capacities. It should both focus on and 
enhance the aged person's already existing environ
mental support systems. These systems include 
community contacts,, the family, and friendship net
works in the person's own neighbourhood. The aim of 
this focus and assistance with the re-establishment 
of independent living skills, self-esteem, confidence 
(together with a realistic acceptance of the degree 
of interdependence that is appropriate), would be to 
assist the aged person to integrate more satisfactorily 
back into (or simply into) their own community.

Inherent in this aim to assist people -to integrate 
back into their own community is a shift in service 
focus from the aged alone to include people of all 
ages.

5) It is recommended that the Brotherhood continue its 
thrust towards programs to keep people in their own 
homes (such as the Home Improvement Service).

6) It is recommended that the Brotherhood continue, 
through its involvement of bodies concerned with 
needs and rights of the aged, for example the Council 
on the Ageing, and other initiatives to take respon
sible social action where appropriate. Particular 
emphasis should be placed on matters concerning 
independence and the maintenance of personal integrity, 
and public transport and mobility.

7) Finally, it is recommended that the Brotherhood 
seriously consider the organisational and service
■delivery implicatiohs- of' separating out aged services 
from other services, and that an alternative structure 
be devised. This recommendation is made on the basis
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of two sets of observations about the present 
arrangements.

a) The fact that service delivery staff (and 
ultimately organisational and service consumers) 
miss out on mutually beneficial opportunities 
for cross fertilisation of ideas; of information 
sharing; generalising about the learning from 
each other's experience, ideas, successes and 
failures.

b) The existing separation of aged services leads 
the organisation to focus on and isolate the 
aged as a group, and hinders the services that 
integrate the meeting of people's needs in 
mutually beneficial ways across age groups.
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\t D: MEETING OF NEEDS

Much of the Brotherhood's flexible, low-key approach to the 
delivery of services makes a positive contribution to the meeting 
of consumer needs. The central critical point relates to the 
urgent need for extra professional input and backup. This would 
enable service delivery staff to meet consumer needs to the extent 
of their present capacities and to assist them to further develop 
and improve services.
Recommendations;

It is recommended that:,
1) A professional service delivery position be created to 

fulfill this staff backup support and program develop
ment function.

2) That this function should cover all aspects of the 
organisation's service delivery, rather than being 
limited to one area or department.

3) This should include a 'liaison' and 'bridging' function 
between service delivery departments, and between the 
service delivery aspects of the organisation and other 
non-service delivery sections.
Part of this role should be to liaise with other 
agencies.
This position should include an on-going review and 
feedback function in order to follow changing patterns 
of need and emerging themes related to service 
delivery, and feed them back at appropriate levels, in 
conjunction with other service delivery staff.

The function should be a low-key one, with an under
lying commitment to the skills sharing and the enhance
ment of service delivery staff's own .abilities. That 
is, the position should serve as a 'backup! and a 
'support' to service delivery staff and serve to assist 
them to develop services in line with their goals. ,

4)

5) .

6 )

i .f

•)
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CHAPTER 7:

CONCLUSION: SUMMARY AND IMPLICATIONS

Me need a co-operative form of organisation which recog
nises that the necessary thinking and action will occur if we 
resolve to work together effectively. Me need to stop hoard
ing. our resources3 our contacts3 our ideas: we need to share. 
Me need to recognise that we live in a society in which there 
are enough ideas and resources to solve our problems if we are 
prepared to work together instead of competing with each other.

(Robert Theobald, 1973)

The Needs Action Review was intended to give a broad 
organisational overview: to make preliminary observations
about the current needs and concerns expressed by service 
deliverers, service consumers, and potential service con
sumers. It was intended to aid the organisation in the set
ting of priorities for consideration "and action in the future.

Needs
%

Needs cannot be looked at in isolation or from any one 
perspective: all needs are in some way connected to other
needs. All needs are connected to inherent human tendencies
and must also be looked at in their particular cultural and \
social context.

Low-income people's major needs are caused by or revolve *
around their inadequate income. They have greatly reduced 
resources and life choices, and less control over what happens 
to them. The pressures created by an inadequate income, lack 
of control and the consequent life style affects in a 
negative way their basic tendencies. This is particularly true 
of those related to competence, self-esteem, self-determination 
and independence. While these basic tendencies are of central 
importance to all people, low income and oppressed people have 
special vulnerability. They are subject to more life pressures 
likely to damage basic tendencies, while having less resources 
and supports to maintain them.

Control

The notion of control is of central relevance to all the 
groups discussed in the Needs Action Review. Severely re
duced options and control over one's life and the consequent %
sense of powerlessness will dampen or damage the urge towards
self-determination. This will further lower self-esteem, ,
which will in turn negatively effect the amount of control
sought. f



The Effects of the Service Delivery Process

The first point to reiterate here is that the process of 
service delivery can unwittingly do more harm than good. Some 
of this harm is clearly unavoidable because of the nature of 
charity and the welfare system in this society. In many cases 
however, harm results directly from unthinking behaviour on the 
part of service deliverers and/or an otherwise inappropriate 
mode of service delivery. Basic tendencies and capacities can 
be damaged, independence can be eroded, passivity and dependence 
can be encouraged.

In-depth information regarding people's feelings about 
seeking help from outside their network of family and friends, 
reveals strong feelings of loss of pride, dignity, self-esteem 
and independence. It is also true that people seeking help 
from welfare agencies seldom reveal the full extent and depth 
of their needs, and are therefore left harbouring numerous unmet 
needs.

The need to participate in what affects one's life and to 
reciprocate, is basic to human nature and will be manifest un
less people'.s human tendencies have been damaged. This was 
extensively borne out during the Needs Action Review: people
spoke of their desire “to 'put in' and -to 'pay back'.. This was 
clearly tied to the -need to maintain a degree of independence, 
and generally -to feel good about one's self.

Tt is also important, when considering the effects pf 
welfare service on consumers, to xemember the inequality in
herent in the relationship between service consumer and service 
provider. Again, this inequality is largely unavoidable in the 
current welfare system. However, it is not necessarily 
harmful if it is acknowledged and taken into consideration by 
service providers.

Organisational Considerations

Organisational considerations which have been highlighted 
during the Needs Action Review include the need for pro
fessional input in the service delivery area. This input is 
urgently needed to provide backup and support for service 
delivery staff, to assist with current service operations; to 
enable them to develop in the best interests of their consumers 
and to facilitate much needed service delivery integration 
within the organisation.

The other major point for organisational consideration is 
the need to concentrate more attention on Brotherhood services 
which have been in existence for some time. The Brotherhood 
has a justifiable reputation for good quality service delivery. 
However, care should be taken not to rest on that good name. 
Organisational priority should be given to closer examination
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of the appropriateness of service goals, and the effect of the 
service delivery process on people's presented needs and their 
basic tendencies and existing capacities. Special emphasis 
should be given to the dependence/independence issue.

The Implications for Service Delivery

The primary and simplest implication for service providers 
arising from this Review, is that first priority must be given 
to the maintenance of basic human tendencies and existing 
capacities. Thus, the major priority must be firstly to do no 
harm.

Other implications arise from the question and dilemma 
faced by welfare agencies such as the Brotherhood, which is how 
to best deploy their particular limited resources in the best 
interests of their service consumers, while also remaining with
in their value stance and field of concern?

The traditional model of service delivery basically 
involves the initiators of the service providing the services, 
which they genuinely believe are most needed by another separate 
group who passively receive that service. It is clear that 
people do need assistance with the meeting of important needs 
while their incomes are inadequate to meet them, particularly 
those practical needs relating to basic survival.

The Brotherhood has long recognised this, and expressed a 
commitment to this •end through its service delivery endeavours. 
Furthermore, the Brotherhood recognises the need for service 
delivery to be conducted in a manner which acknowledges the 
fault in a system which does not provide people with access to 
adequate income. The organisation is also concerned to deliver 
services which do not unduly blame the victims of this system.
The Brotherhood also has a growing concern to address social 
and individual problems, and the causes underlying people's 
need to seek welfare assistance.

However, these Brotherhood values about how services should be 
delivered add to the dilemma already posed by the traditional model 
of service delivery. Given that the need is unlimited and the re
sources are limited, any good quality service which is operated in 
line with the Brotherhood's somewhat more progressive values will 
eventually expand beyond the economic capacity of an organisation, 
for example, the Material Aid Service. Service consumers do not 
have to abuse the service for this to happen; it happens because 
the quality of the service is good, and the need is so vast. Such 
a service could theoretically go on expanding, until the needs of 
every low-income person in the target population had been met. 
Naturally, this forces the organisation to put constraints on the 
service, thus unavoidably affecting the quality or quantity as
pects of the service.

Considering the range of unmet needs associated with
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people's particular vulnerabilities which they bring into the 
help-seeking situation, the ever-present basic needs which may 
be especially fragile, and the harm which can be done to these, 
another dimension is added to the dilemma.

One of the major implications of this for service delivery, 
is that an organisation should search for ways to assist people 
in their own processes of forming and reinforcing their partic
ular support system, and otherwise assist the development of 
independent living and coping skills.

Such an approach not only addresses the presented needs 
of low-income people, but also has potential for the enhance
ment of people's self-esteem, self-determination, and indepen
dence. This approach also avoids the dilemma of distributing 
limited resources to an ever expanding consumer demand.

It seems clear that great benefit can be derived from this 
type of support. This was borne out by information collected 
during the Needs Action Review, regarding the needs of low- 
income people. This is also supported by the growing community 
concern about conserving and sharing resources; and the 
tendencies to form mutually beneficial co-operative and 
supportive networks. ' -r1 *- ’

The" need for and value of -this mutual support is receiving 
increased attention in literature from the helping professions. 
Such natural support systems or networks are regarded as 
improving people's adaptive competence to deal with short term 
crises and life transitions.^

People involved in numerous areas of service delivery are 
attempting to develop various ways to tap into and develop 
people's natural tendencies to help each other. Many social 
theorists (such as Durkheim, Weber, Meade, for example) see 
the sense of community as inherent, essential to the basic 
human condition, and necessary for the survival of the species. 
Generally, it is agreed by such theorists that community 
membership builds strong bonds of solidarity, accompanied by a 
sense of belonging. Participation in the community provides 
meaning, identity, and solidarity, and functions to sustain the 
individual in his or her daily life.

'industrialisation, secularisation, accompanied by 
increased differentiation and privatisation, erodes 
the basic sense of community including the principles 
of responsibility and the norms of rights and 
obligations .*2

1. .Frank.Baker, 'The Interface'Between Professional .and Natural
Support Systems^ in ‘ Clinical Social""'Wor'k Joumal^oJ.. 5, No. 2, 
1977.

2. Stewart B. Whitney. 'There is More to Gome: the.Analytical 
Dynamics of Human Rights and Social Needs' in 'Catholic 
L a w y e r3 Vol.24, No.l, 1978.
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Archaelogical and ethnographical evidence suggests that 
co-operation is the basis of maintaining social order.^ Clearly, 
then, those who are concerned to help, and those involved in 

Loservice delivery, should support and encourage this tendency, 
osince all basic human tendencies and needs are interdependent, it 
can be seen that suppression of any of these, such as the 

>- ̂ tendency towards self-determination or mutuality and co-operation, 
§  Onegatively affects all other tendencies and needs.
u- >  The desirability of this direction of service delivery is

apparent from a wide range of sources, and supported by what low- 
income people say about the processes of having their needs met, 
and their feelings and preferences.

Taking a wider perspective, large numbers of theorists and 
thinking people consider that currently the need for people to 
co-operate in an attempt to save the planet Earth and the human 
species is a most urgent one. Human solidarity and co-operation 
as opposed to greed and competition is seen as imperative for 
human survival.

It remains for helping, caring individuals, bodies, and 
organisations to explore the range of possible ways in which 
this basic human tendency, to co-operate and be mutually 
supportive and helpful, can be enhanced. The difficulties may 
be considerable, but the importance of this challenge cannot be 
denied.

It is recommended that the principles of mutual help, skill 
sharing, co-operation and reciprocity across age groups, and the 
enhancement of basic human tendencies and capacities should be 
thoroughly integrated into all existing Brotherhood services. 
These principles should take priority when any new service is 
developed. 3

3. See for example, works by Powell, Leeke and Luin, and Meade.


