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FOREWORD

It is with great pleasure that we present the third collection of monographs of the Systems of Care:
Promising Practices in Children s Mental Health of the Comprehensive Community Mental Health
Services for Children and Their Families Program. The 2001 Series is a time of new beginnings for this
seven-year-old federal grant program, which assists communities in building fully inclusive organized systems
of care for children who are experiencing a serious emotional disturbance and their families. Italso
represents a year of validation and pride for those who have been involved with this movement for years. As
more and more evidence on the effectiveness of the system of care approach amasses, we have been able
to gain increased support to expand the number of grant communities and the investigation of promising
practices within those communities. Owing to the proven success of the Comprehensive Community Mental
Health Services for Children and Their Families Program, this year’s budget reauthorization afforded our
grant communities an extension of their grants, thereby expanding their community-based initiatives from
five-year to six-year programs.

In his millennium report on Mental Health, Surgeon General David Satcher stated, “Across the
Nation, certain mental health services are in consistently short supply. These include the following:
wraparound services for children with serious emotional problems and multisystemic treatment. Both
treatment strategies should actively involve the participation of the multiple health, social service,
educational, and other community resources that play a role in ensuring the health and well-being of children
and their families.” Our grant communities employ these effective approaches in combination with other
community-based strategies to help these children and their families thrive. As those of'us fortunate enough
to participate in this initiative grow and learn, we maintain a commitment to share our knowledge and
resources with all communities.

Until recently, throughout this nation, and especially in Native American communities, most children
living with a serious emotional disturbance have not received clinically, socially, or culturally appropriate
care. These young people have been systematically denied the opportunity to share in the home,
community, and educational life that their peers often take for granted. Instead, these children live lives
fraught with separation from family and community, being placed in residential treatment centers or in-patient
psychiatric centers hundreds and even thousands of miles away from their home. For many of these young
people, families, and communities, the absence of certain types of information has fueled the continued
existence of inadequate and unresponsive service delivery systems. Staffat these service delivery networks
often believe that they have no alternative but to separate these children from their families and place them in
costly, long-term, out-of-home placement. The Promising Practices Initiative is one small step to ensure
that all Americans can have the latest available information about how best to help serve and support
children who live with serious mental health problems at home and in their community.

Systems of Care: Promising Practices in Children's Mental Health is an annual publication that
features the strengths of the systems of care being developed in this country through the support of the
Comprehensive Community Mental Health Services for Children and Their Families Program. The grant
program has helped develop cutting-edge technologies for forming effective systems of care throughout this
country. The Promising Practices monograph series is a way for us to inform the thousands of
communities that do not have the benefit of participation in the grant program about the emerging
approaches and innovations occurring in systems of care. The Promising Practices series provides
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guidance for communities and care givers interested in building exemplary systems of care and gives system
builders the latest available information about how best to help serve and support children who live with
serious emotional disturbances at home and in their communities. The monographs show that the
Comprehensive Community Mental Health Services for Children and Their Families Program has evaluated
and developed promising practices that represent an invaluable return on the nation’s investment. Used in
the grant communities, the Promising Practices series has clearly enhanced, and will continue to directly
improve, the health and lives of children and families throughout the country.

Emerging systems of care within communities will certainly benefit the national knowledge base on
how best to support the mental health needs of children who present major challenges, especially the
contributions made by the grant communities themselves. We are proud that the information contained
within these monographs has been garnered within the grant communities of the Comprehensive Community
Mental Health Services for Children and Their Families Program. The information was gathered by visiting
sites, holding focus groups, collecting data by the national program evaluation involving all grantees, and
interviewing numerous professionals and parents.

The 2001 Promising Practices series includes the following volumes:

u Volume I—Wraparound: Stories From the Field explores the ever-burgeoning conviction
by a growing community of providers, advocates, and families that Wraparound is simply
better, cheaper, and more humane than conventional service delivery processes for families
with children with serious emotional disturbance. Through the stories of six families who
have received individualized services and supports through a Wraparound process, we see
how this process worked to support their strengths and meet their needs.

| Volume II—Promising Practices in Early Childhood Mental Health shows us that
systems of care serving very young children and their families are finding innovative and
effective ways to design and deliver services. The authors consistently found that an
approach to services that takes into account the whole child, including his or her family and
community, his or her unique developmental needs and strengths, and his or her well-being
in a variety of contexts is especially important and most effective. They also found thata
truly family-centered approach to care with a high level of parent participation in decision
making seems to increase the overall level of parent engagement in the well-being of their
child within a particular child-serving agency.

| Volume I[lI—Learning From Families: Identifying Service Strategies for Success
examines the success stories of families with children who suffer from emotional and
behavioral disorders. Family success, defined from the perspectives of the families and
providers, occurs when systems of care focus on the entire family, meet families “where they
are,” and emphasize the connection between the family and their community. The
monograph emphasizes the crucial importance of strong bonds between families and
providers.

Asyou read through each volume, you may have a sense that some topics you would like to read
about are not to be found in this series. We would expect that to happen simply because so many issues
need to be addressed. We fully expect this series of documents to become part of the culture of this critical
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program. Ifa specific topic is not here today, look for it tomorrow. In fact, let us know your thoughts on
what would be most helpful to you as you go about ensuring that all children have a chance to have their
mental health needs met within their home and community.

The communities that have been fortunate enough to participate in our federally funded initiative
have been able to incubate solutions and promising practices that work! This series represents a gift of
collective knowledge and lessons learned from our grant communities to those struggling to develop
effective systems of care throughout the nation.

So the 2001 Promising Practices series is now yours to read, share, discuss, debate, analyze, and
use. Our hope is that the information contained throughout this series stretches your thinking and results in
your being more able to realize our collective dream that all children, no matter how difficult their disability,
can be served in a quality manner within the context of their home and community. COMMUNITIES
CAN!

Joseph Autry Bernard Arons

Acting Administrator Director

Substance Abuse and Mental Health Center for Mental Health Services
Services Administration

Volume II: Learning From Families: 9

Identifying Service Strategies for Success






Promising Practices in Children’s Mental Health
Systems of Care - 2001 Series

ACKNOWLEDGMENTS

The Promising Practices 2001 series is the culmination of the efforts of many individuals and
organizations that committed endless hours participating in the many interviews, meetings, phone calls, and
drafting of the documents that you see represented here. Special appreciation goes to all the people
involved in the grants of the Comprehensive Community Mental Health Services for Children and Their
Families Program for going beyond the call of duty to make this effort successful. This activity was not in
the grant announcement when they applied! Also a big thank you to all the writing teams that have had to
meet deadline after deadline in order to put this together in a timely fashion. Not only did they work hard
but also, as you can see, their efforts yielded great results. The staff of the Child, Adolescent and Family
Branch deserve a big thank you for their support of the grantees and me in keeping this effort moving
forward under the crunch of so many other activities that seems to make days blend into months. Thanks to
David Osher, Cecily Darden, and their staff at the Center for Effective Collaboration and Practice for
overseeing the production of the third series, specifically, Eric Spears and Diedra White for word processing
and graphic layout support; Holly Baker for carefully editing all the monographs during the final production
phases; and Huda Aden and Sarah Leffler for assisting in editing and proofreading. Finally, a special thanks
to Dr. Dorothy Webman, who had the dubious pleasure of trying to coordinate this huge effort from the
onset. Dorothy was able to put a smile on a difficult challenge and rise to the occasion. Many people have
commented that her commitment to the task helped them keep moving forward to a successful completion.

AUTHORS’> ACKNOWLEDGMENTS

Many individuals contributed to the research and writing of this project. Janice Worthington, Dr.
Douglas Uzzell, Dr. James E. MacAlister, Ruby Joseph, and Dr. Kathleen Hague-Armstrong serve on the
faculty and staff of the Department of Child and Family Studies at the Louis de la Parte Florida Mental
Health Institute (FMHI) at the University of South Florida in Tampa. Special thanks are extended to Dr.
Mario Hernandez, Dr. Bob Friedman, and Dr. Sharon Hodges for their expert guidance and advice as well
as their encouragement and support. The study benefited from the participation of several parent research
assistants, Eloise Boterf, Tracie Goff, Rene Anderson, and Sheila Allen, as well as Canice Tolin, a Parent
Coordinator and Family Advocate from the Stark County (Ohio) Family Council, and Deloris Vaughn, a
graduate student in the Department of Psychology at the University of South Florida. Grateful appreciation
is also extended to Maridelys Detres of FMHI, who translated data-collection materials into Spanish and
served as the Spanish-speaking interviewer in Santa Barbara.

In addition, this project benefited from the insight of two outside readers. Charlotte Williams is a
family representative on the Stark County (Ohio) Family Council’s Board of Trustees and Family Advocate
with FACES (Family Advocacy and Community Education Equals Support) of Stark County. Donna
Steeby is a parent advocate with KanFocus, the CMHS program in Kansas. These readers were not
involved in the project design for this study or the data collection and analysis. They were asked to read the
monograph to provide critical feedback when it was in draft form to ensure its clarity, its completeness, and
its ability to speak to the issues and needs of families and the service provider community. Their assistance
is very much appreciated.

Volume II: Learning From Families: 11
Identifying Service Strategies for Success



Promising Practices in Children’s Mental Health
Systems of Care - 2001 Series

The study team extends its thanks to the Child, Adolescent and Family branch of the Center for
Mental Health Services. Special thanks are extended to the five participating grant communities, which
responded quickly to a time-sensitive request for their participation. They identified and scheduled families
for interviews rapidly and provided invaluable on-site support to the interview teams. In addition, their

review of the monograph in draft form provided important feedback in ensuring the accuracy of the
information presented.

The team is also grateful for the assistance of several of FMHI’s support staff, who applied their

skills in editing, desktop publishing, word processing, and coordination to the project: Kathy Anthony,
MaryAna Farrar, and Nancy Burrus.

12 Volume II: Learning From Families:
Identifying Service Strategies for Success



Promising Practices in Children’s Mental Health
Systems of Care - 2001 Series

EXECUTIVE SUMMARY

INTRODUCTION

This monograph examines the success stories of families with children who suffer from emotional
and behavioral disorders—and of the providers who work with them—to learn which services and
approaches show the most promise. It identifies and describes promising practices in mental health services
for children and their families. The practices examined are associated with family “success” in grant
communities funded by the federal Center for Mental Health Services (CMHS) as part of the
Comprehensive Community Mental Health Services for Children and Their Families Program.

Family success was defined from the perspectives of the families themselves and of the providers.
Investigators documented the criteria the programs used to identify successful families, interviewed key
providers and families, and distilled a working definition of success from the responses. Families and
providers then identified the specific services and service approaches that they believe have been most

effective in helping families achieve their goals.

Over time, the provision of services as part of a community-based, family-centered System of Care
has dealt effectively with the problems of emotionally disturbed children. Just which services worked in that
situation and how they worked, however, have remained a kind of “black box.” The study on which this
monograph is based begins illuminating the interior of that black box by learning which practices seem

promising and under what circumstances.
STUDY DESIGN

A preliminary review of the literature built a beginning framework for understanding families’
perspectives of effective service delivery. The literature also provided some insight into the qualities of
successful family/provider relationships.’ Specifically, the literature documented various individual qualities,
professional perspectives, and specific supports that families perceive as facilitating a successful relationship.
The literature did not yield information concerning families’ definition of success. However, researchers

learned much about the importance of families’ expanding role as full partners with providers in the service-

Thirty-four in-person interviews with primary care givers were completed in five grant communities.
In one community, an additional eight primary care givers participated in a focus group. At least two
providers were interviewed in person in each grant community. The questioning route for both families and

providers was semistructured and open-ended, which allowed participants to use their own words to
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describe their experiences and express their opinions. Participating grant communities were chosen to
reflect the variety of contexts in which systems reform is occurring, including rural, small cities/counties, and

urban communities.

The following questions guided this research:

m  How are successful outcomes for children and families with severe emotional disturbances

defined?

m  Whatare the specific services or service responses that contribute to successful outcomes for
children?

®  Whatare the strategies that are effective in engaging and maintaining families’ involvement in
services?

®  What are the supports and relationships most critical in promoting family success?

®  What characterizes the successful therapeutic relationship and how does this relationship
contribute to successful outcomes?

SUMMARY OF FINDINGS

In addition to the definition of success that was meaningful to both families and providers, consistent
themes emerged to identify practices for achieving that success. Certain supportive and therapeutic services
were frequently mentioned, but the factors that made them promising had as much to do with how services

were delivered as with which services were delivered.

Briefly, the findings revealed that promising practices could usefully be classified according to the
following functional categories:

®m Engagement—the process of connecting with and maintaining the involvement of children and
families in services

B Delivery of Clinical Services—service elements that lead to the development of effective family/
provider relationships and ultimately promote success

m  Structural and Operational Characteristics—specific features of services that demonstrate
system values, including flexibility and a family- and community-based orientation

The monograph summarizes families’ definition of success by describing the hopes they have for
their children and the family as a whole and the accomplishments they have already achieved. It then
identifies and describes the service approaches and direct services that families and providers perceived to
be the most important in helping them achieve their goals. In an effort to give voice to families, direct quotes
are heavily used, along with the comments of service providers, to describe what families believe is really
working at the level of service delivery. Itis worth noting that across grant communities and among all

respondents, the practices identified showed a great deal of consistency.
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Families consistently credited their success to the grant communities’ approach to services, which
they described as focusing on the entire family, meeting families “where they are,” and emphasizing the
connection between the family and the community. Although families tended not to use either the term
“approach” or System of Care terminology, their awareness of the format of system delivery strongly
supports three key principles generally considered indispensable in a System of Care. The activity must be

® child centered and family centered,

B individualized, and

B community based.

In each of the five grant communities, these principles appeared to constitute the context for all
aspects of service delivery.

Strong bonds between families and providers appeared to be critical, whether the providers were
case managers, therapists, parent advocates, or other staff. These bonds had their beginning in the
engagement process. Reflecting some of the literature, providers built trust and confidence by listening
carefully to what families identified as their primary needs and treated family members as full partners in the
treatment process, focusing on their strengths rather than on their deficits.¥ Meeting families’ basic needs
for housing, food, and medical care early on allowed providers to devote attention to other important

resources and problems.

Grant communities built engagement through the relationships developed between the families and
program staff, a process described in the literature.*¥! Families identified these relationships as their most
important source of support. Unlimited access to providers and a depth of caring equal to that of the
parents were primary features of these relationships.” In many cases, providers were perceived as “family”
and “friends.” Families tended to rely on these providers for help in making decisions, locating resources,

and obtaining crisis assistance.

Building on the existing literature that notes the importance of family involvement in service delivery,
in many cases, families who were treated as partners learned case management techniques themselves. "
Not only did they learn to seek their own support, but some families also spoke of using the process of
planning and progress review as a way to achieve their stated goals and as an opportunity to build skills.
Many families adopted the process in their homes to improve communication with their children and to
become organized. They also used these skills with teachers and administrators when addressing their
children’s problems in school.
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Other features of services, such as flexible funding and the program staff’s persistence and creativity
in meeting needs, prompted families to refer to their providers as “miracle workers.” They credited
providers with finding innovative ways to gain support in the community to satisfy even the most simple and
practical needs. Atthe same time, providers were strengthening the connection between families and their
communities. By supporting children’s recreational activities, for example, the grant communities
successfully enhanced positive peer-to-peer relationships. A mark of success often mentioned was that

children were “fitting in” with their peers and demonstrating an interest in friendships and activities.

Clinical interventions, such as psychotherapy, counseling, and psychopharmacology, also played an
important role in family success. At their most effective, these services were provided in a context in which
boundaries and status were relatively relaxed. The evidence of a trend toward conducting therapy in
nontraditional locations, such as the family home, seemed to be growing. Given this context and the nature
of the interactions, families did not refer to their providers as “therapists” or use any other title, but rather
spoke of them on a first-name basis.

IMPLICATIONS FOR PROMOTING FAMILY SUCCESS

Studying family success within a System of Care offers an opportunity to consider implications for
other systems striving to effectively serve children with emotional disturbance and their families. Although
participants and grant communities consistently identified several promising practices being implemented at
the level of direct care, the implications for other programs are limited because of the small number of
interviews. In addition, this study made no comparisons with families who are not successful or who are

being served outside the System of Care.

In the grant communities studied, “success’ seemed to occur when the following elements were
present:
®m Families were fully engaged in services.

®  Providers listened carefully and respectfully to families’ priorities—and addressed the highest
priorities first and promptly.

m  Services addressed the needs of the entire family.

m  Services were designed on the basis of the families’ identified strengths and needs, as well as on
their criteria for success.

m  Services promoted and strengthened the connection between family and community.

B Providers, both individuals and teams, demonstrated genuine caring and were persistent and
creative in meeting families’ needs. Most important, they were fully accessible to families, often
24 hours a day, seven days a week.

m  Services were flexible and provided additional supports not typically found in the rational
approaches to service provision.
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m  Services provided opportunities for family empowerment, learning, and skill building. Through
this process, families were given the chance to solve their own problems independently.

There is clearly no substitute for hearing from families firsthand how important these elements have
been in their ability to experience achievements. Their enthusiasm in describing their achievements and the
providers who had and were helping them reach their goals was contagious. The authors hope that this
report captures even a small portion of that enthusiasm and reflects just how critical certain services and

supports have been to the well-being of families.
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CHAPTER 1: INTRODUCTION

OVERVIEW

In systems of care dedicated to improving children’s mental health, patterns of success have resisted
direct analysis. The inputs into the systems have been clear enough—emotionally disturbed children and
their parents, professionals of various disciplines, certain kinds of organizations and logistical arrangements,
certain kinds of aid and treatment. The outputs are known as well—various degrees of resolution of the
presenting problems, avoidance of more restrictive and expensive solutions. Nevertheless, what constitutes
the what, the how, and the why of the inner workings of these systems have remained a kind of “black box,”
with the contents obscure and at times almost mysterious. The purpose of this study is to begin illuminating
the interior of the black box, identifying the practices that connect the inputs with the desired outputs. In the
process, it is hoped that the practices that seem to be working the best and the reasons they are working

will be brought into the open.

What has emerged is a core set of characteristics, steps, or ingredients that appear to be present in
all cases, regardless of the individual family or clinician. Evidently, those ingredients are activated in the

relationship between the family and its clinician. As Burns, Hoagwood, and Mrazek have pointed out,

The effectiveness of services, no matter what they are, may hinge less on the particular
type of service than on how, when, and why families or caregivers are engaged in the
delivery of care. While traditional forms of care approached mental health treatment in
a hierarchical top down approach (with the clinician maintaining some distance from
the recipients of treatment), this approach is not reflected in newer forms of service
delivery. It is becoming increasingly clear that family engagement is a key component
not only of participation in care, but also in the effective implementation of it.’

Families supported this position in conversations about successful interactions with systems of care.
Parents had a narrower frame of reference and view of what constitutes success than might be expected.
They tended to speak from the perspective of their child and their family, and they focused on concrete daily
issues. In contrast, clinicians tended to have a broader frame of reference, including a sense of the strengths
and challenges of each family and strategies for helping the family become more independent. Family
members tended to place less emphasis on the formal characteristics of treatment options, such as a group
home versus a hospital. Instead, they repeatedly focused on how services were delivered and by whom,

rather than on any particular intervention.
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Similarly, parents typically did not speak in abstract terms about interventions and insights. Rather,
they made down-to-earth comments about caring, accessibility, and trust. They also spoke frequently about
concrete achievements, such as improving school grades, reducing angry outbursts, making friends, and

using specific coping strategies.

The role of clinician was less defined and was described without ironclad boundaries separating, for
example, therapist from case manager. Clinicians who were seen as committed to a more traditional office-
based approach and who appeared to feel uncomfortable providing services outside that setting were
perceived as less effective. Those clinicians perceived to be most successful were comfortable defining their
role independently of the setting in which services were provided and were willing to go into family homes.
Descriptions of their work implied more flexible boundaries, designed to meet families where they are. The
system itself placed a set of expectations on clinicians that involved flexibility in how they deliver clinical and

therapeutic services.

In one way or another, the relationship between a family and its clinician and other support staff was
characterized as the essential ingredient in all recipes for success. The relationship was not always sufficient
to bring about desired changes without other services and supports—but the other services and supports
were not sufficient without this basic ingredient. More specifically, the following points emerged concerning
this relationship:

®m  Successful relationships were characterized by ease of access, depth of caring (a sense of
genuineness and commitment), responsiveness, positive reinforcement, bonding and trust, a
two-way partnership, and continuity of care. Successful therapists were seen as providing a
sounding board, being supportive, offering unconditional acceptance, and validating the thoughts
and actions of family members. Flexibility in terms of where and how therapy took place was
highly regarded.

®m  Therapists regarded as successful tended to focus on the strengths of the child and the family
and to proceed with encouragement and positive reinforcement. Through the emphasis on
strengths, families spoke of receiving acceptance, respect, and support.

m  Successful interactions were characterized by the family’s participation at all levels, with the
child having a voice and the parents having a sense of partnership.

m  Successful interactions involved training and education for families and their children, which
occurred as a succession of transactions in many forms as providers made their knowledge and
experience available to the family.

®m Finally, other aspects of services and supports repeatedly described as valuable included
relationships between families and parent advocates, case aides, and other nonclinical program
staft, as well as flexible funding, community-based services, priority for basic needs, and
effective coordination of care.

It would be a mistake to conclude that these ingredients could be combined in a standard recipe to
produce a given result every time. In families’ stories of success, the combination of these characteristics

appeared to be endlessly variable and nonlinear. There was no single good (or best) way of combining
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ingredients, any more than there is one way to characterize good parenting. Nevertheless, relationship was
always at the root of families’ accounts of success. In these accounts, successful clinicians demonstrated the
kind of treatment that Arnold and colleagues called for when they said,

Good clinical treatment is individualized, compatible with the clinician s style, intuitive
as well as logical, and attentive to the affective relationship. Good science requires that
the treatment be uniform, manualized, explicit, and logical, with the patient-client
relationship a variable to be examined.”

In the end, it was the respondents who lighted the way into the black box of effective treatment in
systems of care, providing a glimpse of the content and the context through their eyes. The remainder of this
monograph reports more fully on those elements and illuminates a variety of recipes and a clear appreciation
of the need for further study.

ORIENTATION TO THIS REPORT

Central to this study is the effort to give voice to successful families, allowing them to share their
perspectives and experiences with other families who have similar needs and experiences, as well as with
the professionals who seek to serve them. Following a review of the methodology and the literature, the

monograph summarizes what families and their service providers have to say about the following issues:
®  How success and successful outcomes are defined

®  How supportive relationships are developed and, in conjunction with direct services, have
contributed to their success

®  How the structure and values implemented and embraced by systems of care serve as context
and are an important foundation for service provision

The study presents definitions of success from several levels of providers, including CMHS technical
assistance staff, grant community directors, clinicians, and other program staff caring for families directly.
The profiles of the grant communities in Appendix A identify the features in each grant community that the
technical assistance staff considered most promising. The providers’ rationale in selecting successful families
for the study is described in the Methodology under Site Selection.

Appendix B offers the perspectives of the two parent research assistants who participated in the
study, beginning with study design and ending with analysis and reporting. They describe how they believe

their contributions have benefited the study and how they have personally benefited from their involvement.
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WHAT THE RESEARCH LITERATURE SAYS ABOUT SUCCESSFUL
OUTCOMES AND FAMILY INVOLVEMENT IN SERVICE DELIVERY

Although the literature offers much information about families’ perceptions of providers, the
effectiveness of treatments or services, and the growing role of families in service delivery, it contains very
little that describes success from the family perspective. Specifically, few if any studies have documented
family definitions of success or have described what a family hopes to achieve throughout the course of
receiving services. Although areview of the literature yielded substantial data on family perceptions of
effective service delivery, no direct relationship was established between what families identify as desired

outcomes and the service elements that contribute to those achievements.

Researchers in this study attempt to establish some connection between effective service delivery
and positive outcomes, based on the assumption that effective services are more likely than ineffective
services to produce positive outcomes. In the absence of data defining success and identifying services
most important in a family’s ability to achieve success, a review of the literature on service effectiveness
emerged as the next best alternative. Consequently, this topic makes up a large portion of the literature

review.

The main implication from the literature review is that family members can and do provide valuable
insight and expertise in planning and implementing treatment options and service plans for their children. In
addition, the literature offered insight into the qualities of successful family/provider relationships, an issue

that families participating in the current research helped expand on.
PARENT INVOLVEMENT IN SERVICE DELIVERY

In recent years, the growing emphasis on having families play a more active role in the organizations
providing services to children with severe emotional disturbances has led to questions about the appropriate
level and nature of parent involvement. Despite legislative and policy requirements for increasing levels of
parent involvement, parents and professionals continue to recognize the lack of wide-scale family input into
the provision of care. In addition, there is insufficient research to encourage and guide professionals in the
field to include parents and other significant caretakers in the design, delivery, and evaluation of the services
being provided to their children. As research on the nature of effective parent involvement grows, those in
the field are trying to understand the best way to get parents to participate successfully at all levels of their

child’s care.

As the discussion that follows reveals, the literature on parent involvement in services for children
with severe emotional disturbances clusters around two main themes. The first refers to the parents’

perceptions of effective service delivery. Specifically, it relates to the provider characteristics and qualities
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that families see as being most important in a successful parent/provider relationship and to the program or
service characteristics that families find most helpful. The second theme focuses on the development of
parent and professional partnerships and discusses the challenges inherent in the process. It further focuses
on the changes taking place in the field with respect to the parent/professional relationship and identifies

some of the benefits of establishing this new parent/professional partnership service model.
DEFINING EFFECTIVE SERVICE DELIVERY

The following discussion of the literature suggests that both the direct relationship between parents
and their provider and the parents’ perception of their providers are important factors in effective service
delivery. Most of the data address three main issues: the characteristics of parent/provider partnerships, of

the provider as an individual, and of the program or service.
Characteristics of Effective Parent-Provider Partnerships

As the efforts to articulate the common elements of effective parent/professional collaborations grow
in the field, a set of guidelines for identifying and potentially developing these partnerships is emerging.
Researchers offer four characteristics for consideration: (1) Partnerships are built on the premise that all
partners contribute specific skills and strengths to the relationship; (2) both partners voluntarily enter into a
collaborative relationship; (3) partners are committed to honesty and trust within the relationship; they
disclose any information relevant to the relationship and are committed to each other; and (4) all decision-

making powers within the partnership are clearly assigned among the partners when it is formed."

In this same review, the authors describe communication between provider and parent as a critical
factor in successful treatment interventions. Researchers specify the elements that facilitate effective
communication and feedback between family and provider. They focus on the qualities of the individual
professionals, including their personalities, and their actual behavior during and around the time of

mtervention.
Characteristics of the Provider

A review of several studies found that several qualities common to the individual professionals were
the most helpful in service delivery and treatment.¥ One study of families in Wisconsin identifies the six
characteristics of their service professionals that they considered most helpful: (1) knowledge in the field (as
reflected in their understanding of issues related to early intervention); (2) good communication skills,

including the ability both to explain information and concepts and to be an effective listener; (3) adoption of
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a family-centered approach, as reflected in their ability to establish rapport and work effectively with both
parents and children; (4) supportiveness to families; (5) possession of positive personality traits; and (6) a

positive outlook.

This same review reports on another study in which parents identified supportiveness, sensitivity,
and the providers’ overall positive attitude as important characteristics. Eight professional abilities were also
identified: (1) creating a supportive environment; (2) demonstrating a total commitment to the family; (3)
establishing rapport with the family; (4) reinforcing positive aspects of the child; (5) demonstrating sensitivity
to family issues; (6) sharing information and building parent’s confidence; (7) clarifying team members’

expectations; and (8) listening and responding to parents.

Other authors describe the relevance of parents’ perceptions of their provider’s personality and
professional characteristics.¥ Researchers have concluded that parents’ views and opinions about the
professional with whom they and their child worked determined their view about the program’s overall
quality and effectiveness. The implication is that parents’ positive opinions about their child’s provider often
correspond with their belief that the services themselves are effective. In addition, when parents perceived
their provider as helpful, they also believed that the provider had a high level of regard and concern for the
child. This research also reinforces the belief held by others in the field that communication and feedback

are essential in establishing positive relationships.

Open communication on the part of the provider was equated with helpfulness by the parents.
Specifically, professionals who took the time to respond to parents’ expressed desire for information on

treatment alternatives for their child were considered to be the most helpful.

In another study, parents were interviewed concerning the specific qualities of professionals that they
found most important."® Effective counselors were identified as being understanding; having a sense of
humor; and being down to earth, sincere, nonjudgmental, caring, and sensitive. Those professionals whose
interpersonal interactions were rated positively were described as not being “stiff” or “formal” or like a
“professional,” but rather as being “casual,” “informal,” and “down to earth,” like a “regular person.” The
implication is that parents seek a level of comfort with their providers. Therefore, establishing a positive
connection with the parent, demonstrating respect, and refraining from being condescending are important

tasks for the provider.

A follow-up study conducted in 1992 of 104 families with children who had been abused and
children with behavioral problems yielded similar findings."" Among the professional attributes found to be
most valuable to family members were honesty and trustworthiness, the ability of the worker to establish a

connection to the parents and children, and the ability to communicate a sense of support to the parents and

24 Volume II: Learning From Families:
Identifying Service Strategies for Success



Promising Practices in Children’s Mental Health
Systems of Care - 2001 Series

family. Parents in this particular study were less likely to recall “fancy therapeutic techniques” and more
likely to recall the “dignity and respect received in treatment,” as well as the general feelings of “validation

and support.”

A study of stepfamilies seeking counseling on issues associated with coping with their new family
structures also rates similar qualities as important.™ In addition to their professional skill and level of
expertise in stepfamily issues, the therapists’ ability to communicate with warmth and trust was identified as
being crucial. Like other studies, this research highlights the importance of effective communication and
support as being the most helpful aspects overall. It also identifies a unique characteristic: the professionals’
ability to validate families, especially at times when they may be less able to provide such validation for

themselves.

The literature does not appear to support or favor parental acceptance of any one professional
discipline over another. Rather, data vary from study to study, suggesting that parent perceptions of different
service professionals (i.e., social worker, psychologist, etc.) are mixed. A review of several studies reveals
that parents’ opinions of professionals depend in part on professional discipline, yet there is no consistency
in these findings across studies.* For example, to determine what, if any, impact a practitioner’s mental
models had on the parent/professional relationship, one study looked at psychiatrists, psychologists, and
social workers.® The results indicate that among the three groups, social workers were least likely to score
well on the “family friendly” dimension, whereas psychiatrists were found to be the most supportive and
least judgmental. Psychologists tended to score somewhere between the other two groups in most
categories, while scoring higher on issues of open information sharing and the importance of research-based
knowledge. In another study, the findings were reversed.® Families reported the greatest satisfaction and
the least alienation with psychologists, while reporting the least satisfaction and the greatest alienation with

psychiatrists.

In a related area, both parents and professionals were found to associate the source of the child’s
behavior problems with the parent’s attitude about the intervention and its effectiveness.®® When parents
attributed their child’s behavioral difficulties to genetic or medical causes, environmentally based
interventions were less likely to succeed. Conversely, parents who attributed their child’s behavioral
difficulties to environmental causes were found to be more likely to respond to behavioral or environmental
interventions. Like others, this study found that generally, treatment methods that rely on a positive
approach are more acceptable to families. Such treatments also tend to take less time and have fewer side
effects. In addition, the more severe the presenting behavioral problems are, the greater is the likelihood

that the family will accept a more intensive treatment or professional intervention.
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Characteristics of the Program or Service

The literature also identifies the program characteristics that parents generally found most and least
helpful. In highlighting the least helpful aspects of programs, some identify brief service availability and a
lack of service intensity as two negative characteristics.™ ¥ Other literature focuses on the barriers that
parents continue to encounter in securing effective intervention: a lack of funding for transportation and
daycare; use of professional language that parents do not understand; and the daily time constraints
experienced by many parents of children with severe emotional and behavioral disturbance.'® Various

articles mention the following as being the most helpful aspects of treatment or service:
B Setting specific treatment goals
B Requiring homework assignments
®  Providing services for the entire family, not just the identified child
]

Emphasizing the teaching components of treatment i xviil xix. xx

Other program characteristics identified in the research include the availability of therapists, such as
the parent’s access to a therapist’s office and home phone numbers and the provision of in-home therapy.™
It was, however, difficult to determine from the literature whether therapists engaged in these activities
informally, without the approval of the agencies, or whether these activities had been deliberately

incorporated into the service delivery approach.

DEVELOPING PARENT AND PROFESSIONAL PARTNERSHIPS

Challenges of Developing Parent-Professional Relationships

The literature suggests that it may be difficult for family members and professionals to become full
partners in service delivery because of existing differences in perspective on several issues. Some
researchers and theorists submit that the traditional therapeutic roles involve an unequal sharing of power
between parents and professionals, a condition that stands in opposition to much of the current thinking on
parent/professional partnerships.® There is some evidence that many professionals are still reluctant to
abandon these roles, thereby risking the further alienation of the families they serve. The differences
between parents and professionals appear to lie primarily in their focus. For example, in one study,
professionals express concern over limited financial resources and personnel shortages in treatment settings,
whereas parents stress staff training and quality services. In addition, parents emphasize their greater
involvement in treatment activities and the removal of barriers to treatment, whereas some professionals “do
not ascribe a major role to parent involvement.” While parents focused on evaluations, which they felt were
not usually extensive, professionals were more concerned that parents did not fully understand or accept

their child’s difficulty and therefore had limited involvement in the intervention.
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Advances in the Parent-Professional Relationship

Notwithstanding the differences in focus between parents and professionals, data support the notion
that a shift is occurring in the parent/professional role. v A orowing number of parents have begun to
establish greater equality in their relationship with service professionals. However, this shift is complicated
by the strongly held opinions of many professionals either that parents are not seeking greater involvement
or that their involvement is inappropriate. A study on the level of parent participation in services for children
in hospital settings indicated that “many parents separate themselves from their children to develop greater

normalcy at home.™

The reported exception occurs when the child’s problems are organic in nature. In those cases,
parents were often more willing to learn about the child’s illness. The authors referenced, however, caution
that generalizing about parents’ willingness to participate and partner with professionals is difficult because
of the diversity in culture and context of family circumstances. For example, cultural differences influence
the degree to which families share personal and confidential information, as well as their approach to dealing

with physical and cognitive difficulties.

Despite these challenges, the literature reflects that both parents and professionals are taking on new
and varied roles in caring for children with severe emotional and behavioral disturbances. For example,
whereas professionals were previously considered the “expert” and parents simply the client, parents and
primary caregivers are increasingly being viewed as experts because of their unique knowledge of their
child’s behavior. In response to these role shifts, professionals are being seen more as consultants with the
primary responsibility to “stimulate changes in how people come together and interact within the problem
solving process itself.”™i The process of collaborative consultation has been described as “a model that
actively involves educators, youths, and counselors as equal participants and experts in problem solving a

specific issue.”

In these evolving roles, parents and professionals appear to be working toward partnerships that
involve shared power and accountability. One study describes six elements of successful collaborative
relationships: (1) collaboration is voluntary; (2) collaboration requires equality among participants; (3)
collaboration is based on mutual goals; (4) collaboration depends on shared responsibility for participation
and decision making; (5) individuals who collaborate share their resources; and (6) individuals who
collaborate share accountability for outcomes. ™ In this context, the role of expert is not tied to a specific
title or job description; rather, it depends on the specific nature of the problem and on those individuals who

have relevant information.
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In their new role as consultants, parents affect the course not only of their own treatment process
and that of their child, but also of the broader field of treatment in general. By bringing new insights as well
as expectations for more effective levels of care for their children and themselves, parents are beginning to
have a broader impact on different types of therapeutic interventions. Consequently, new models of parent/

professional partnerships are emerging as the roles of parent and professional continue to change. ™ >
Benefits of Parent Involvement

A substantial amount of literature supports parent involvement in service delivery.~** Increased
parent involvement has been associated with many treatment benefits, including the ability of the service

provider to more accurately predict parent behavior during the course of their child’s treatment.

Increased parent involvement in service delivery has resulted not only in greater collaboration among
professionals within disciplines, but also in collaboration between disciplines. ™ Ag parents are
increasingly cast in the role of case coordinator for their child’s care, medical, educational, and mental health
professionals become more aware of the complex clinical issues faced by many families of children with
severe emotional disturbance. Perhaps of greater significance, professionals become aware of the

complexities inherent in parents’ efforts to negotiate a complicated system of service delivery.

Parent involvement in a child’s treatment has been associated with a corresponding increase in
parent’s feelings of self-efficacy—the belief that they can personally accomplish a given outcome because
they possessed the required skills. ™ An increased sense of self-efficacy corresponds with an increased
investment in their child’s treatment and treatment outcomes. Similarly, other research has indicated that
improved parent self-esteem, which translates to more positive role modeling for children, has a positive

impact on the intervention, @ i

Not only does increased parental involvement affect the individual family’s treatment, but greater
collaboration between parents and professionals has an impact on treatment systems generally. il =xx Ag
professionals become involved with parents who engage in less traditional roles, they experience an
increased awareness of and a willingness to explore treatment alternatives and shifts in their own roles.
Ultimately, greater collaboration between professionals and parents and the formation of true partnerships

allow an expanded array of interventions and available supports.

A second benefit of increased parent involvement in their child’s treatment is reduced lengths of stay
in the treatment environment.® According to one study, a direct relationship exists between shorter stays in
residential treatment services and increased parent involvement in treatment. This benefit is particularly
valuable today because greater emphasis is being placed on the treatment benefits of maintaining children in

their home environment and serious economic limitations create pressure for reducing the cost of treatment.
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These same authors indicate that just as increased parent involvement results in more positive
treatment outcomes, it also corresponds with an increase in positive feedback from parents about the
program. As parent feedback becomes a more integral part of overall program design, program survival
will likely be linked to increased parent involvement. Although the importance of parent involvement in
service delivery has emerged over several decades and has manifested itself in legislation, policy, and, to a
lesser extent, practice, continued research is required to substantiate the value of making parents more
meaningful members of the service team. The dialogue between parents and professionals regarding the

parents’ role in the service system has begun and appears to be gaining significant momentum.
SUMMARY

Given the available literature, it is important for this study to give voice to families about the services
and supports that are most influential in promoting their success. More specifically, researchers hope to
supplement the existing literature with a clearer understanding of how families define success for their
children and to establish a relationship between what families identify as desired outcomes and the service
elements that contribute to those achievements. It is also hoped that this study will assist in developing a
connection between effective service delivery and positive outcomes. The existing literature on service
effectiveness helped inform the development of relevant interview questions, facilitating the further
exploration of the importance of family involvement in service delivery and the inner workings of family/

provider relationships.
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Study Traits of Providers
Dinnebeil e Have knowledge in the field
and Rule e Have good communication skills—including listening and responding to parents
(1994) e Adopt a family-centered approach
e Support families and create a supportive environment
e Possess positive personality traits—positive attitude and sensitivity
e Demonstrate a total commitment to the family
e Reinforce positive aspects of the child
e Share information and build parent’s confidence
o Clarify team members’ expectations
Taricoetal. | ¢ Parents equate open communication with helpfulness.
(1989) e Providers have a high level of regard and concern for the child.
e Providers respond to parent’s need for information on treatment alternatives.
e Parents’ perceptions of provider’s personality and professional characteristics
determine their view about the program’s overall effectiveness.
Sells et al. e Are understanding
(1996) e Have a sense of humor
e Are down to earth—casual, informal, like a regular person
e Are sincere
e Are nonjudgmental
e Show caring and sensitivity
Coleman e Are honest
and Collins | ¢  Show trustworthiness
(1997) e Have the ability to establish a connection
e Communicate a sense of validation and support
Pasley etal. | e Professional skill and level of expertise
(1996) e Ability to communicate warmth and trust
e Effective communication and support
e Ability to validate families
Study Traits of Collaborative Relationships
Dinnebeil e All partners contribute specific skills and strengths to the relationship.
and Rule e Both partners voluntarily enter into the relationship.
(1994) e Partners are committed to honesty and trust.
e All decision-making powers are clearly assigned among the partners.
e Communication between partners is critical.
Keys et al. e Partners adopt new and varied roles in caring for children with severe emotional
(1998) and behavioral disturbances (i.e., parent as “expert”).
e Professionals act as consults with responsibility for stimulating change.
Friend and e Collaboration is voluntary.
Cook (1997) | e  Collaboration requires equity among participants.
e Collaboration is based on mutual goals.
e Collaboration depends on shared responsibility.
¢ Collaborators share their resources.
e Collaborators share accountability for outcomes.
e Role of expert is not tied to title or job description.
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CHAPTER 2: METHODOLOGY

STUDY PURPOSE AND OBJECTIVES

The purpose of the study is to describe successful treatment outcomes and the services that
promote them for children and families being served by a System of Care. It documents, from the
perspective of parents of children with severe emotional disturbances, the services, approaches, and other
program features that are most promising in terms of promoting family success. The study also places a
special emphasis on understanding the features that constitute the “black box” of the successful therapeutic
relationship. As comparison and validation, the study seeks to understand the clinician’s perspective on

these issues, as well.

The study relies on interviews with families and clinicians to answer the following questions:

m  How are successful outcomes for children and families with severe emotional disturbances
defined?

m  Whatare the specific services or service responses that contribute to successful outcomes for
children?

®m  What strategies are effective in engaging and maintaining families’ involvement in services?
®  What supports and relationships are most critical in promoting family success?

®  What characterizes the successful therapeutic relationship and how does this relationship
contribute to successful outcomes?

STUDY DESIGN

The fundamental premise in the literature—that families provide valuable insight and expertise in
planning and implementing services—was incorporated into the overall design of the research. We included
parents of children with severe emotional disturbance as partners in the research design with the expectation
that they would ensure the relevancy of the study and make it more family friendly. By acting as
“consultants” or “experts” and offering insight and knowledge, parents would enrich the research overall and

possibly bring about unexpected benefits.

Along with the literature review, preliminary interviews with parent research assistants helped shape
our initial thinking about the questions to include when interviewing families, providers, and key supports in
each grant community. During the process of developing questions to address the research objectives,
parent research assistants helped ensure that the questions were stated clearly and were family friendly.
Interview and focus group guides were open-ended and semistructured, to allow and encourage participants

to characterize successful outcomes from their own perspectives.
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We deliberately designed the research to have a positive focus, aimed at providing answers to “what
works.” We therefore distinctly emphasized positive outcomes and relationships. In addition, we hoped to
give families an opportunity to nullify or validate, and expand on, some of the findings from the literature as
they relate to service effectiveness and family/provider relationships. Our ultimate goal was to learn and
benefit from the experience of successful families and their service providers, so that other might benefit

from their experience.

This research relies on a case study methodology, which allows researchers to consider the
contextual conditions that may affect the issues being studied.™ The case study also relies on multiple
sources of evidence to help triangulate, or support, the information the family reports. For this study, the
primary care giver in each family served as the principal source of information about that family’s
experience. Other members of the family, such as the primary care givers’ children, spouse, and parents,
who were present during the interview with the primary care giver served as additional sources of
information. In addition, some families identified key supports and gave permission for us to interview them
separately. In most cases, families identified their multidisciplinary or multiagency team, therapists, or other
program staff as their most important support. In our study, only a few primary caregivers identified
someone outside the service system as their most important support. Given time and their availability, we
interviewed these key supports, who included case managers, therapists, parent advocates, and other
program staff, as well as extended family members and friends.

The Role of Parent Research Assistants

The participation of parent research assistants as part of the Florida Study Team was essential to the
success of the study. Five parents of children with special needs participated in all aspects of the study,
including design, data collection, analysis, and interpretation. These parents provided firsthand experience
with the needs of children with serious emotional disturbance and their families, as well as successful

outcomes.

Parent research assistants initially participated as interviewees for piloting the draft interview
questions and subsequently worked with the team to clarify the study objectives and finalize the topic areas
included in the interview guides. These parents played a central role in determining the final wording of the
family recruitment flyer and the primary care giver interview guide, ensuring that these items were family
friendly, focused on strengths, and were meaningful and relevant to families.

Parent research assistants were also part of the interview teams that traveled to the grant
communities to collect data. They brought the parents’ perspective to a two-person interview team, in

which the other interviewer was a professional researcher. Across all grant communities, a parent research
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assistant was absent from the interview only in two cases in Santa Barbara, where the primary care giver’s
primary language was Spanish. Because of limitations in time and funding, the team was unable to include a

Spanish-speaking parent interviewer.

When the interviews were completed, parents worked in cooperation with their interview partner
and the team as a whole to analyze the data and prepare written reports and charts to represent the findings
for their individual grant community. Two of the five parent researchers also assisted in drafting certain
portions of this monograph, specifically the section summarizing the families’ hopes and dreams and the

stories of their personal experiences with the study (see Appendix B).
Site Selection

We chose grant communities for the study to reflect a variety of contexts in which systems reform is
occurring. We based our selection primarily on nominations from technical assistants representing three
grant communities serving urban, rural, and small city/county populations. At the time we conducted our
research, we organized, or clustered, grant communities with similar characteristics with the expectation that
they would learn from one another and approach service delivery with some consistency, given the specific
population they were charged with serving. As aresult, grant communities serving the most densely
populated areas represented one cluster, as did those serving smaller cities and suburban areas and those

serving a rural population.

We asked technical assistants in these communities to nominate grant communities that they thought
were implementing services or approaches at the practice level that held “promise” in terms of promoting
successful outcomes for families. Beyond this request, we purposely kept the criteria undefined. By leaving
the technical assistants to draw on their own definitions of successful outcomes to select these communities,
they also contributed to the findings of the study. Technical assistants brought to their nominations several
years of experience with the grant communities and a depth of knowledge based on their participation in

meetings concerning service planning and implementation.

From the technical assistants” nominations and with the additional consideration of geographic
representation, the research team selected at least one community to represent the rural, urban, and small/
city county grant communities as a collective. After determining their availability, we chose the final five
grant communities for the study: the North Dakota Partnerships located in Bismarck and Fargo, North
Dakota (hereafter referred to as the Partnerships or North Dakota); the Multiagency Integrated System of
Care in Santa Barbara, California (hereafter referred to as MISC); the Community Wraparound Initiative in
the suburbs of Chicago, Illinois (hereafter referred to as CWI or Oak Park); the Southwest Detroit

Community Mental Health Services, Inc., in Detroit, Michigan (hereafter referred to as Southwest Detroit
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Mental Health); and the Guilford Initiative for Training and Treatment Services (hereafter referred to as
GIFTTS), one of the four sites of the North Carolina FACES (Families and Communities Equal Success)
System of Care State Level Project.

Once the research team identified the grant communities, we contacted Directors and Program
Managers and asked them to recruit families for the study. We left the definition of a “successful family”
open to interpretation by each grant community and requested that they describe their process and selection
criteria. Given that the available literature on success is limited, the research team wanted to understand the
factors that individuals at different levels of service provision take into account when defining success for the
families they serve. Further research is required to document the factors that are most associated with
family “success,” including how to weight these factors to denote importance. In addition, further study is
needed to identify and understand the factors that may have prevented a family from being nominated as
successful.

Each community recruited six families to be interviewed. Since the North Dakota Partnership
offered contact with two distinct service locations, one in Bismarck and one in Fargo, each location
identified three families. Because of the number of families responding in Bismarck, a focus group was

scheduled in that community, giving these families an opportunity to share their perspectives.

Using purposeful sampling techniques, families were stratified by their experience of success and by
the richness of information they had to offer about the service and relationships most promising in promoting
successful outcomes. Beyond this broad approach to sampling, each grant community employed its own
unique method of recruiting families for participation in the study. Brief descriptions of their recruitment
process follow.

The North Dakota Partnerships

Bismarck, North Dakota. The Project Director in Bismarck recruited families by posting in the
family service center flyers designed by the research team. Families interested in speaking about their
success contacted the program staft. Three families were scheduled to participate in individual interviews,
with eight additional families volunteering for a focus group. An additional family provided its input through
an informal interview, when the primary caregiver was unable to attend the focus group. These families

represented eight of the 11 Care Coordinators employed in Bismarck.
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Fargo, North Dakota. The Project Director in Fargo selected families on the basis of the
diversity of their needs and the individual situations that they represented, including geographical
considerations. The Care Coordinators were approached and asked to nominate families they believed had

experienced some success. Three families agreed to share their stories.
Southwest Detroit Community Mental Health Services, Inc., Detroit, Michigan

Under the leadership of the Executive Director, the program supervisor of the Southwest Detroit
Mental Health Services assumed the lead role in recruiting families for the study. Direct-care staff were told
the goals, objectives, and parameters of the study and were asked to identify families they considered
successful. Ultimately, families were identified on the basis of the staft’s knowledge of their unique situations
and outcomes. No specific definition or criteria of “successful families” was articulated, and staff members
used their personal experiences and intimate knowledge of the families they serve to identify those who were
functioning well. This result suggests that in Detroit, concrete or tangible characteristics of success may vary

by family and may depend on each family’s unique circumstances.

Guilford Initiative for Training and Treatment Services Site (GIFTTS),
Greensboro, North Carolina

The Director of this grant community held the primary responsibility for coordinating family
recruitment in Greensboro. An effort was made to represent the ethnic distribution of families served by
GIFTTS. The determination of success was based on the service coordinators’ experience and history with

families, as well as on direct reports from families about their perceptions of their own success.
Multiagency Integrated System of Care (MISC), Santa Barbara, California

The MISC Program Manager, in consultation with individual caseworkers, selected families for the
study. Caseworkers identified families they believed had achieved some level of success in the program and
would be willing to share their thoughts with interviewers. Caseworkers used their depth of experience with
families to identify children and families that were doing well. Discussions with the parents, family members,

and school and therapeutic personnel contributed to the decision to include families in the study.

In the most basic sense, family “success” in Santa Barbara was defined as having met the treatment
goals identified by the family and MISC personnel at the beginning of the treatment process. These goals
included improved self-esteem and some change or improvement in home-based behavior, such as greater
communication between parent and child or less hostile or violent behavior. Success was also defined by
“precision of fit” data provided by the University of California, Santa Barbara, indicating improved school

performance, both academic and behavioral.
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Community Wra paround Initiative (CWI), Three Township Site, Oak Park,
Illinois

The Clinical Director for Community Family Services (CFS), one of the three community mental
health agencies that make up CWI, had primary responsibility for identifying families to participate in the
study and relied on program staff providing direct services to make nominations. In making the final
selection, the Clinical Director attempted to represent the geographical area of the Local Area Networks
(LANS).

Family nominations were highly individualized, yet generally had the following characteristics: (1)
families were functioning well; (2) the wraparound teams of the families nominated were strong, yet flexible,
and had implemented a good plan; (3) families had demonstrated changes in the level of understanding of
their children and families; and (4) families had implemented functional improvements. These families
generally felt more supported, empowered, and in control of their lives because of services from CWI. In
addition to these elements, the direct-care staff’s perception of the “likability” of the families may have

subjectively influenced the selection process.
DATA COLLECTION

Paired teams of interviewers collected data. In all but two interviews, one member of the pair was a
parent research assistant. In those two cases, a Spanish speaker was needed to conduct the interviews,
and no Spanish-speaking parent research assistant was available. Interviews in each grant community were
completed over the course of one week in April through July 1999. A year later, the research team
conducted follow-up telephone interviews with a small sample of families to expand on the successful
therapeutic relationship.

The grant communities gave interviewers the names and contact information for all families and
assisted in scheduling, identifying the location of the interviews, and providing the teams with directions.
Prior to the teams’ arrival at the site, those responsible for recruiting families obtained informed consent by
using forms prepared by FMHI and approved by the Institutional Review Board of the University of South
Florida. For Spanish-speaking families, all consent forms and other interview materials were translated into

Spanish.

Families chose the location for the interview, with most selecting their own homes. All interviews
were tape recorded with the families’ permission to eliminate bias in the analysis and to provide detailed

documentation and a reliable source for quotes about the families’ experience.

36 Volume II: Learning From Families:
Identifying Service Strategies for Success



Promising Practices in Children’s Mental Health
Systems of Care - 2001 Series

DATA ANALYSIS

The research questions provided the foundation for summarizing and analyzing the data. This study
collected data in the form of written notes completed by the research teams during the interviews, notes
resulting from additional conversations both in the field and by telephone, and audio recordings of all
interviews. The initial steps in data analysis occurred while the teams were still in the field. Each evening,
the teams reviewed critical information from the interviews and other data gathered that day. Research
teams representing each grant community reviewed their notes for clarity and completeness; reviewed the

guiding research questions; and recorded their immediate impressions, ideas, and conclusions.

When they returned from the field, paired teams used the research questions to further analyze the
data by identifying repeated themes and patterns and noting both consistencies and inconsistencies across
families. Teams received analysis templates, or outlines, to help them focus on the themes and patterns
emerging for each research question. Ultimately, these templates gave the researchers a practical
framework to summarize the data and increased the uniformity across teams during their analysis. The
templates also enriched the information by allowing additional themes that did not specifically speak to the
research questions to emerge from each grant community. Where possible, data analysis examined the
similarities and differences in family and provider perspectives. Field teams referred to their notes and
audiotapes to extract quotes to reflect and support themes they identified and to give voice to the

participants.

To enhance the reliability and validity of the data, the research team relied on a strategy suggested
by scholars in the field of qualitative research. A draft report was offered to the communities and
selected research staff for them to identify factual errors, unfounded or unreasonable generalizations, and
hypotheses. We asked the grant communities to review and verify factual data for their organization and to
review the data as stakeholders. These reviews were helpful in ensuring the accuracy of the Grant
Community Profiles (Appendix A) and the data collected through provider interviews. Although we did not
allow grant communities to make direct changes to the interview-based data, this review allowed them to
question or clarify references to ensure that the perspectives emerging from provider interviews were

represented accurately.

On completion of the analysis for each of the five individual communities, the research team used a
card-sort method to finalize the cross-site analysis. Each team completed note cards to organize by
research question the major themes and patterns emerging from the data. We then placed the cards on a
storyboard, and the entire research team worked to cluster and develop categories for both similar and

dissimilar items. This process helped us understand the frequency with which common patterns in the data
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emerged across grant communities. After completing the cross-site analysis, we convened a meeting with
the research team and invited consultants. Over the course of this discussion, participants reached

consensus about the most consistently repeated themes and patterns across communities.

The monograph focuses primarily on the themes reflected by a majority of participants across
communities. For the purpose of illustration, the discussion periodically refers to specific examples, which
should not be interpreted as unique features of these communities. Although some unique features may be
mentioned, they are not the focus of the discussion. In addition, although all grant communities adhere to a
wraparound philosophy of service provision, not all apply this philosophy similarly. Specifically, some have
implemented the model by using a more traditional wraparound team approach. This monograph makes no
effort to determine the efficacy of one approach over another; rather, it explains what is most promising
within the models as they are being applied.
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CHAPTER 3: DESCRIPTION OF STUDY
PARTICIPANTS

PROFILE OF PARTICIPATING FAMILIES

For this study, research teams interviewed 42 primary care givers (parents), 34 in face-to-face
interviews and 8 in a focus group. These parents represented 41 children from the five grant communities.
Exhibit 3-1 details the number of study participants from each grant community. Eighty-six percent (86%, n
=36) of the caregivers were female, while only fourteen percent (14%, n= 6) were male. The average age
of caregivers was 40. With the exception of one “surrogate grandmother” in Detroit and an aunt in

Greensboro, each caregiver interviewed was the child’s biological mother or father.

EXHIBIT 3-1
Study Participants: Primary Caregivers
(Total = 42)*

INumber of respondents

10+

Bismarck* Fargo Detroit Greensboro Oak Park Santa
Barbara**

*A focus group was also conducted with eight additional respondents, including seven individual primary care
givers and one couple. **Includes four individual primary care givers and two couples.
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This sample approximates the custody status of children being served nationally across grant
communities, where 76 percent of children are in the custody of either their biological mother or father, both
biological parents, or one biological parent and a stepparent. The main difference is that 8 percent of
children being served by the grant communities are in the custody of the state, 6 percent are in the custody

of a grandparent, and 4 percent are with adoptive parents i

The research teams interviewed parents of children who were receiving or had received services for
an emotional or behavioral disorder in one of the selected System of Care communities. A few primary
caregivers also identified individuals who had been important supports to their child or family and gave
permission for them to participate in a brief interview about their relationship with the family. Most of these

supports were program staft, with only a few being an informal (or nonpaid) support.

EXHIBIT 3-2
Ethnic Representation of Primary Caregivers Interviewed by Site
(Total =34)

B Caucasian M Hispanic []African American [JNative American

Nurrber of respondents
8_

Bismarck Fargo Detroit Greensboro Oak Park Santa Barbara
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Ethnic Representation

As depicted in Exhibit 3-2, the majority of the primary caregivers interviewed were Caucasian,
(66%), followed by Hispanic (14%), African American (12%), and Native American (7%). The table also
reveals the number of families of each ethnicity interviewed in each grant community. In Santa Barbara, two
families identified Spanish as their primary language: as a result, those interviews were conducted in Spanish.

All other interviews were conducted in English.

Exhibit 3-3 depicts the ethnic distribution of the subject children represented in each grant
community. Although the majority (18) were Caucasian, 12 children represented a variety of minority
populations, reflecting the diversity of families being served across System of Care grant communities. This

breakdown also reflects the geographic location and service area of the grant communities studied.

The ethnic distribution of children in this study approximates the profile of children being served in
systems of care nationally.™™ This sample is more heavily Caucasian (60% vs. 53%) and nearly equal in
representing Hispanic children (10% vs. 9%). Although it includes fewer African-American (17% vs. 23%)

EXHIBIT 3-3

Ethnic Representation of Subject Children by Site
(Total = 30)
B Caucasian M Hispanic []African American [INative American [ Biracial ‘l

Number of respondents
8-

Bismarck Detroit Oak Park
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and Native American (6% vs. 17%) children, an additional six percent of the children included in the study
are biracial. Unlike the national sample, which includes a small percent of Asian children (<1%), this study

included no Asian children.
Marital Status

Nearly half (47%) of the caregivers participating in interviews were married, while 53 percent were
separated, divorced, or widowed or had never been married. The marital status of participants varied
across grant communities. For example, none of the six caregivers interviewed in Detroit was married,
whereas all but one of the families in Fargo and Bismarck had married care givers (Exhibit 3-4). Ofthe
eight Bismarck focus group participants, five were married, two were divorced, and one was widowed.
Marital status appears to differentiate this sample from the national profile of families being served in a
System of Care by having a higher percentage of married couples. Although national demographic data do
not provide information on marital status, the data indicate that only 33 percent of children were living in a

home with two parents or caregivers.™

EXHIBIT 3-4
Marital Status of Primary Caregivers by Grant Community

Status Bismarck Fargo Detroit Greensboro | Oak Park Santa Total
Barbara

Married 4 3 0 1 4 4* 16
Separated 0 0 1 0 0 0 1
Divorced 0 0 2 1 2 0 5
Widowed 0 0 2 1 0 0 3
Single 0 1 1 3 0 4 9
Total 4 4 6 6 6 8 34

*Two married couples

Employment

Nineteen (56%) of the 34 caregivers were employed either part-time or full-time. In Oak Park, all
caregivers interviewed were employed, whereas none of the caregivers in Greensboro was employed
(Exhibit 4-5). Although not represented in Exhibit 3-5, it is important to note that the Bismarck focus group
had four participants who were employed full-time, three who were unemployed, and one who was
employed part-time. Data were not available to compare this sample of primary care givers with those

receiving services for their children nationally in systems of care.
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EXHIBIT 3-5

Primary Care Giver Employment Status
(Total = 30)
[Total Employed =19; Total Unemployed = 15]

mEmployed OUnemployed

Number of respondents

8-

Bismarck Fargo Detroit Greenshoro  Oak Park Santa
Barbara

Age of Child

Corresponding with the national population of children being served in systems of care, the average
age of'the children in this study was 12. The youngest child was 6 and the oldest was 17" As shown in

Exhibit 3-6, the children in Bismarck were on average younger than those in the other communities.

EXHIBIT 3-6

Age of Child
Age Bismarck Fargo Detroit Greensboro Oak Park | Santa Barbara
Average Age 10 13 13 12 11 14
Age Ranges 7-15 7-15 8-17 7-14 6-17 8-16

Children’s Special Education Status

Most of the children in the study were in special education. Twenty-five of the 34 children (74%)
whose caregivers participated in face-to-face interviews were receiving some kind of special education
services. This information was unavailable for Bismarck focus-group participants. As shown in Exhibit 3-7,
all but one of the children from Santa Barbara and all of the children in Fargo were in special education.

Detroit appeared to be the only grant community where most of the children were in regular classes.
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Although the majority of children in Santa Barbara were in special education, not all were receiving

inclusion. In fact, several children had reduced their reliance on special education throughout the course of

their involvement with MISC, moving to more regular classes and continuing only minimally with resource.

8 -

Number of respondents

Bismarck

EXHIBIT 3-7

Special Education Status
(Total = 34)
[Total Enrolled = 24; Total Not Enrolled = 10]

HmEnrolled

[ONot Enrolled

Fargo

Detroit

Greenshoro

Oak Park

Santa
Barbara

Repeated Grades

Although only 8 of 34 children (less than 25%) had repeated a grade (Exhibit 3-8), the proportion

of those who had repeated a grade varied across grant communities. One-half of the children from Detroit

and Greensboro had repeated grades. Data were not available to compare the children in this study with

those receiving services nationally in systems of care.

EXHIBIT 3-8
Number of Children Who Repeated Grades
Repeated Bismarck Fargo Detroit Greensboro | Oak Park Santa Total
Barbara
Yes 0 1 3 3 0 1 8
No 4 3 3 3 6 7 26
Total 4 4 6 6 6 8 34
44
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Age When Problem Was Recognized

The average age of the children when their emotional and behavioral problems were first recognized
was nearly six (5.8 years). As Exhibit 3-9 illustrates, the problems were recognized as early as the first year
for a child from Greensboro and as late as 16 years for one child in Santa Barbara.

EXHIBIT 3-9
Age of Child When Problem Was Recognized
Age Bismarck | Fargo | Detroit | Greensboro | Oak Park Santa Barbara
Average Age 5 5 7 6 6 6
Age Range 2-9 2-7 2-13 1-9 2-12 2-16

Person Who First Recognized the Problem

Primary care givers were typically the first to recognize that their child had a problem. Exhibit 3-10
indicates that 23 (of 34) caregivers initially recognized their children’s problems. In these cases, either the
biological mother or father was the first person to recognize the problem. In six cases, school personnel

initially identified a problem; in five cases, it was either a physician or an extended-family member.

EXHIBIT 3-10
Person Who First Recognized the Problem
Bismarck Fargo Detroit Greensboro | Oak Park Santa Total
Barbara

Mother/

Father 4 4 4 2 3 6 23
School 0 0 2 1 2 1 6
Physician/

Other 0 0 0 3 1 1 5
Total 4 4 6 6 6 8 34

Age of Child When Services Were Initially Received

The average age at which children first received services for their problem was nearly eight (7.5
years). As Exhibit 3-11 illustrates, the average age in each community ranged from six in Santa Barbara to

nine in Detroit.
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EXHIBIT 3-11
Age When Child Began Receiving Services
Age Bismarck Fargo Detroit Greensboro Oak Park Santa Barbara
Average Age 7 8 9 7 8 6
Age Range 3-14 3-11 3-13 3-12 2-12 2-12

Child Diagnoses

All the children in the study had some emotional, learning, behavioral, or developmental disorder.
Exhibit 3-12 identifies the predominant diagnoses for these children and their frequencies across grant
communities, including the Bismarck focus group. Some of the children in the study had multiple diagnoses
and more than half were diagnosed with Attention Deficit Hyperactivity Disorder/Attention Deficit Disorder.

On average, slightly more than half of these participants were receiving medication.

EXHIBIT 3-12
Child Diagnoses

Diagnoses Frequency
Attention Deficit Hyperactivity Disorder (ADHD)/Attention Deficit Disorder (ADD) 19
Learning Disability

Oppositional Defiance Disorder (ODD)

Other*

Depression

Obsessive Compulsive Disorder (OCD)

Hyperactivity

Emotional Handicap (EH)/Emotional Impairment (El)I
Severe Emotional Disturbance (SED)/Anger Management
Autism

Being Tested
*Other includes self-mutilation, Pervasive Developmental Disorder (PDD), bi-polar disorder, femoral antiversion, Behavioral Disorder
(BD), Cerebral Palsy (CP), mood disorder, and Asperger's syndrome.
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PROFILE OF PARTICIPATING SERVICE PROVIDERS

The research team interviewed a variety of clinicians and program staff to obtain the provider’s
perspective for the study. Interviews were conducted with individuals providing clinical or direct services,
such as therapists, case managers, care coordinators, clinical directors, and parent advocates. In addition,
those who could provide an administrative perspective were interviewed, including directors and program

managers of the grant communities. In all, 16 providers were interviewed.
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Most of these providers had been working as professionals in the field of children’s mental health in
some capacity for aminimum of 10 years. They reported holding a variety of positions throughout their
years of service, including: social worker, special and regular education teacher, on-line service provider,

clinical manager, administrator, pediatric faculty, program director, and therapist.

The length of time that providers had spent working in either their current positions or with the
program in some capacity depended somewhat on how long that particular program had existed and ranged
from a minimum of one year to a maximum of 13 years. They had also been living in or near the
communities they served for various lengths of time. A few had been residents in the surrounding area for

29 years.
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CHAPTER 4: WHAT IS “SUCCESS?”
MAKING THE TERM OPERATIONAL

FAMILY HOPES AND DREAMS

One reason the black box of service provision is obscure is that emotional problems hinge on
meanings, and meanings vary from place to place and from person to person. Therefore, identifying the
practices that promise to make families successful required an understanding of what families meant when
they used the word “success.” To guide us, we asked the families to describe their hopes and dreams for
their children’s futures. Three themes consistently emerged that are related yet speak to different areas of a
child’s life:

®  Behavioral improvements

®  [mprovement in school

® Livingaproductive, “normal” life

Many parents simply hoped that their children would “get better,” referring primarily to the child’s
emotional, behavioral, or developmental problems and needs. They desired improvements in the child’s
ability to manage emotions and express anger constructively. Specifically, parents wanted their children to

be less angry, less aggressive, and less destructive, toward themselves and others.

Improvements in school performance, including study habits, better grades, and fewer behavioral
problems, were considered key predictors of a child’s future. Parents underscored the importance of
having their children complete high school and possibly attend trade school or enter the military. From their

perspective, such achievements correlated with future employability and financial independence.

Graduation from high school. Being able to relate [to] and understand the rules and
regulations, society-wise. (Parent)

Parents also hoped that their children would become productive, well-functioning, accepted
members of society. The hope that children would live “happy, normal” lives often included children being
“good citizens”; obtaining gainful employment; and cultivating healthy social relationships with peers, other
family members, and society as a whole. In some instances, “fitting in” meant looking like other children in
the community in terms of similar clothing. In others, it referred to the absence of behaviors that separated
the child from peers or community.

I am hopeful that my children will find their niches. I want them to use their strengths,

manage their own behaviors, contribute to society, and find a place where they can
shine. (Parent)
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[ just want [child] to be happy...I want my son to have what he needs and what he
deserves. (Parent)

1 continue to keep the hope that he will live by himself by age 18 or 19. (Parent)

UNDERSTANDING SUCCESS

In sharing stories of success and describing the achievements of successful families, parents and
providers helped the research team understand what constitutes positive outcomes. The goals or outcomes
that indicated success for children generally mirrored families’ hopes: school success, such as improved
grades and behavior; better peer-to-peer and other relationships and interpersonal skills; increased ability to
function independently; and the ability to manage emotions, especially anger and violent behavior.
Successful children were described as making more “thoughtful choices”; realizing a need to talk to
someone; taking initiative; and redirecting anger into a more positive expression, for example, by taking it

out on a punching bag.

He's [child] been more optimistic in his life, in what he s done. It's also caused a positive
situation in me too. (Parent)

Individual Achievements Versus Comprehensive Change

Though parents tended to agree with clinicians about what constitutes success, they were likely to
define their success and that of their children by focusing on individual achievements. Clinicians had a more
comprehensive perspective, considering each family’s current situation as a whole. Parents and clinicians
articulated similar markers of success, such as improved school performance and behavior and other
functional improvements. Clinicians also spoke of indicators of systemic success, such as reductions in

service utilization.
Achieving Goals and Meeting Basic Needs

Success was generally thought to have occurred when a child or family achieved the goals they and
the clinician—or the wraparound team—had identified in the treatment plan (Exhibit 4-1). However, not all
of those goals were likely to be “clinical” in the traditional sense. Many families defined success in terms of
meeting the basic needs of the child and the family. “Basic needs” included medical, financial, and other

requirements for adequate comfort and security in their daily lives.

According to clinicians, meeting these needs was necessary before families would have sufficient
surplus energy and resources to address emotional and behavioral needs. They perceived meeting a

family’s basic needs to be a critical first step in the ability of family members to address the child’s emotional

50 Volume II: Learning From Families:
Identifying Service Strategies for Success



Promising Practices in Children’s Mental Health
Systems of Care - 2001 Series

and behavioral problems, develop useful coping strategies and skills, and gain important insights into their
child’s behavior and their own. For that reason, basic needs were typically expressed in the goals of the

treatment plan and represented markers of forward progress.

They asked us to come up with these [family goals]. This came out of us as a family,
pretty much. The kids came up with a couple of these. A couple of them might have
been that we had ideas of what we wanted to say and they helped us with them. (Parent)

EXHIBIT 4-1

Sample of One Family’s Treatment Goals

Less fighting

More bonding and politeness to each other

More loving, closer

Skills needed to get into adult world

Tolerance for differences

Problem-solving abilities

Thinking things through

Having more respect for each other’s differences and opinions
Self-sufficient children with a strong [family] bond

Respectful children, appreciate each other for the good things

Some of the stuff I didn't even know I had a right to need. I just thought I was their
mother, so it was identifying what I didn 't even know I needed. (Parent)

Having a common understanding of what they [the family] see as success. Then that
really becomes the marker [for achievement]. (Clinician)

Success in School

A reduced need for special education indicated school success, which was specifically defined as a
child’s ability to transition to mainstream classes or to demonstrate decreased need for other special
education program offerings. Parents also referred to their own experiences as indicators of the child’s
improvement. Less time away from work and fewer calls from the school were tangible examples of how a
child’s ability to function in school improved the life of his or her parents and the family as a whole. For
clinicians, a child’s ability to stay in school and achieve better grades was also a predictor of improvement in

other areas of life.

The program would like to see stability in the family; more effective parenting, improved
school functioning. (Clinician)

My child is going to school. She wasn t going to school last year and getting As. (Parent)

They don t feel torn between their kid and their job. Maybe the school is managing the
kid better...but the parent s life is less disrupted. (Clinician)
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Interpersonal Relationships and Self-Esteem

Parents and clinicians perceived a child’s ability to establish and maintain positive interpersonal
relationships with adults and authority figures as an indicator of success and as evidence of improved self-
esteem. Developing relationships and demonstrating an increased motivation to succeed in school, an
interest in extracurricular activities, and better communication skills were all indicative of improved self-
esteem. In the family setting, advances in self-esteem and communication translated into the child’s ability to
compromise and solve problems without fighting with parents or siblings.

We sort of learned how to negotiate and get along with each other on the wrap team. 1

think we 're more well put together as a family. There’s more cooperation, there’s more

compromise. There’s not as much fighting, although there can be days. I think the

problem solving has increased greatly. He [son] came through as a good compromiser.
1 think they 've [children] both become more self-sufficient. (Parent)

It changed his personality where he's a little bit more outgoing, especially with adults.
He's a little bit more standolffish with kids, he has to work into it. (Parent)

Through GIFTTS we are a family again. They helped us to bond closer together. (Parent)

In the beginning, he [child] wasn t able to open himself up and at the end he was able to
communicate how he felt and where he thought he needed to be and he is getting more
self~-motivated. (Parent)

These children were also described as being able to “fitin” and feel like other “normal” children.
Several parents indicated that their children were developing friendships for the first time with neighborhood
children and schoolmates, extending invitations to play basketball or shop at the mall. Parents saw these
children participate for the first time in extracurricular activities in their communities and enjoy themselves.
Parents and clinicians agreed that as an outgrowth of feeling accepted and encouraged, children gained a
sense of their own capabilities and strengths.

The parents see a future for the kid. The child’s involvement [in activities] diminishes

the view that they are such a problem. The perception is that they are more “normal.”
(Clinician)

Feeling accepted is a big thing for kids. Not feeling that the whole world is against you.
(Clinician)

Independence

Clinicians repeatedly mentioned the importance of promoting family independence, especially in
terms of the family’s ability to negotiate various systems effectively. Mirroring the value of independence,
families reported feeling more supported, empowered, and in control of their lives. Parents who regarded

themselves as successful also spoke of changes in their level of understanding the children and the family’s
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unique dynamics. While they were experiencing increased independence, families also spoke of having

greater stability. These families were more capable of establishing informal supports, which reduced their
need for services.

It’s a success when children are able to thrive at school and at home,; when parents are
able to use resources and advocate for themselves. (Clinician)

What I would expect to accomplish is to truly find the proper match based on all the
things that are hard to do as a system; values of the family culture, proper treatment
match for that child s disability, that whole combination of things that makes this work.
What I would expect is that the match be there and the progress be made and eventually
the need for us be gone. (Clinician)

The family is less stressed and managing the kids’ behavior. They 're less isolated and
feel more supported, more capable. (Clinician)

Prevention or return from out of home placement or hospitalization. (Clinician)
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CHAPTER 5: STRATEGIES THAT
PROMISE SUCCESS FOR CHILDREN AND
FAMILIES IN A SYSTEM OF CARE

Because this study seeks to understand positive inputs and outputs, the primary effort is to describe
what works in the black box of a System of Care and how it works. What emerged from this study is that
the practices most frequently associated with indicators of successful outcomes were in one way or another
affected by qualities of the System of Care—and of the providers. For example, families frequently
mentioned the attitudes and values of providers—in particular, caring, commitment, and dependability—
along with clinical skill or a talent for innovation and change. For the purposes of this discussion, these
practices have been grouped into three primary categories and their relevant subcategories:

B Engagement

Meeting basic needs
Parents as partners

® Delivery of Clinical Services
The successful therapeutic relationship
Individualized services
Access and perceived depth of caring

Collateral clinical services
Medication
Maintaining commitment to family goals

B Structural and Operational Characteristics
Flexible funding
Community-located services
Continuity of care
Advocacy
Coordination of care
Training and education
Natural and community supports

Although this classification is a useful foundation for discussion, it is clearly not the only possible way
to organize the findings. In fact, promising practices placed in one category could easily have been placed in
another category. For example, the therapeutic relationship was guided and supported by the structural and
operational values embraced by the system; meeting families’ basic needs early in the process of
engagement was made possible in part by the availability of flexible funding. Given the complexity of

relationships among elements in the black box, reality is more complicated than this representation.
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ENGAGEMENT

To engage in something means to be actively involved or committed; engagement refers to
persuading or encouraging someone to participate or become committed. In this discussion, engagement
constitutes the process by which the family and program staff develop and maintain a meaningful connection.
It also refers to the process of developing conduits for communicating needs; strategic and operational
information; and an array of attitudes and values, such as concern, compassion, respect, creativity,
dedication, ethics, and trust. Engagement establishes the conditions under which all further interactions and

transactions occur.

The parent advocate as part of the intake / assessment process [is] crucial to engagement.
It immediately establishes a connection. Engagement of the parent is key. (Clinician)

According to providers in this study, a central goal of direct services was to remove the stigma of
pathology or abnormality from children with special needs, both with their peers and in the community. To
meet this goal, they made every effort to “meet families where they are” by addressing each family’s unique
hierarchy of needs. In general, both families and providers perceived the availability of and access to an
array of services to be more important than any single offering. However, they repeatedly mentioned certain

service elements as being key to family success.

Even in the first meeting we could tell they were listening to what we had to say and 1
felt that they were involved, they were willing to put the time into it. So, I think after the
first meeting, that initial negative feeling was starting to dissipate already. [ would say
that the first few months we started to see changes. (Parent)

My relationship with the GIFTTS people has been very helpful. They were willing to
provide assistance with family needs. They care about you individually. They have a
goal to want you to get the things that you need to handle, handled. (Parent)

Providing services to correspond with need I think maximizes the potential of the family
and brings the family the kinds of resources they need. (Clinician)

We have lots of services available. We have in-home intensive. We have big brother, big
sister options all the way from volunteers to intensive higher trained folks that can do
outpatient in a more creative way. (Clinician)

Meeting Basic Needs

Although children were referred to the System of Care because of behavioral issues, providers
recognized the importance of engaging families by addressing basic human needs at the stage of initial
contact and assessment.™™ Parents and providers portrayed families as coming to services desperate for
help, having been unable to locate needed resources or having exhausted the resources available. It was
therefore essential for clinicians and other care coordinators to listen closely and attend to what families

considered to be their most pressing needs. They also stressed the importance of taking quick action to
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address those needs, as a way to build trust and create a bond. Families perceived these early efforts as
representing genuine caring and concern and a commitment to continuing support. Initial and continued

responsiveness and a focus on family strengths also rekindled hope that help was available.

There were things I needed, to get everything going. They helped me get the services.
One time I was laid off from a broken foot and we needed food in the fridge. They
helped us find what we needed. They helped me understand how the kids did on tests
and helped with an application for SSI disability benefits. (Parent)

They are going to be bringing me over a food referral because I got off my food stamps.
Friday they are going to hook me up with a ride to St. Vincent s to get some furniture.
So they are really helping. (Parent)

This program has been a godsend for our family. I am more pleased with this program
than any program he [child] has ever been in. You ask for it and they pretty much do the
best they can. (Parent)

Both families and providers described the response of program staft to families’ pressing issues as a
critical opportunity to build trust and motivate the family to commit to participate in services. In this way,
engagement constituted the beginning of the therapeutic relationship, one that allowed further intervention

and eventual family success.

Provide all the support up front. Make their life easier...then you can get to the other
issues. You can't get at those when there'’s chaos. (Clinician)

Varying what you do with whatever that person needs. Really trusting that families
know what they need. Staying more in tune with where they are, what works and doesn t
and being able to shift it. (Clinician)

Help was for the whole family. Food, making dentist appointments, transportation.
(Parent)

Parents as Partners

Both parents and providers perceived establishing a “partnership” with families in service provision
to be a key element of success. From the point of initial contact and assessment, providers sought to
empower families to take an active role in their own care. In addition to a strength-based approach to
developing a comprehensive, family-focused treatment plan, providers emphasized outreach and attended to
vulnerabilities. For these efforts to succeed, clinicians and other program staff had to know when to listen

and when to provide information and explanations.

They listened first of all. They are in the home, you know what I mean? You can call
them. You got an issue or depressed or stressed out about something, you can talk as
long as you want, even an hour or two. Here is my home phone number. Call me at
home. (Parent)
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A key point for me was I needed to feel like I was doing something. So, if they cut you
out of the picture, I was not comfortable. I need to stay active in like the therapies and

stuff. (Parent)

He’ll [child] talk to them [program staff]. He’ll give his opinion and he’ll tell them
what he thinks they should do for him now at times. So, he's starting to accept them as
people that will listen and take into mind what he wants. (Parent)

Families stressed the importance of being involved in the treatment process and frequently described
a working partnership with program staff. Supportive providers were described as listening to the concerns
and opinions of parents and children and involving them in decision making when considering specific
interventions. Through what families described as honest two-way communication, they developed a deep
level of trust in their support network. They repeatedly expressed abiding confidence in the providers’ level
of caring for the well-being of all members of the family.

Everybody was honest. That was one thing we did too, is everybody had to be honest.
Even if it was something thats not positive or you hate someone or whatever, we had to
be honest. Be honest whether it was good or bad. (Parent)

1 just think because she [facilitator] was always there,  mean she'’s always called...even
now she keeps in touch. We haven t been in the wrap program for two years and we still
have contact about every three or four months. (Parent)

1 think the other thing that has helped is I've been involved on the committees and the
development of the partnership project and that'’s been empowering. So building those
relationships has helped. (Parent)

Services involving parents were described as much more far reaching than each intervening incident,
because of the level of parental involvement. Parents reported gaining valuable skills in constructive
problem solving. For example, family involvement in developing the goals and actions in their service plan
seemed to foster a greater commitment on the part of both families and professionals to accomplish the
agreed-on goals. Clinicians believed that involved parents demonstrated a greater willingness to examine
difficult family issues and explore unfamiliar options. Involved families were described as being willing to try
different things, participate fully in the wraparound process, and ask for the help they need.

1 thought they were going to get up in my business and try to tell me what to do, but they
helped me. (Parent)

We focused on where the families were with their child. We worked on earning their
trust. Once you have done that, you have the family involved in all aspects. When the

family is involved, you pull for each other’s strengths. Honesty plays a key role in
success. (Clinician)

Families who were comfortable communicating their ideas and expressing themselves were also

perceived as having a better chance for success.
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When I got into the program, it seemed to open my heart a little more, rather than me
holding all my anger in. It'’s helped me to open up to people that I don 't know. (Parent)

By working closely with their case managers and care coordinators, parents learned about their
children’s needs. Simultaneously, they absorbed the “culture” of the social service system and the schools,
discovered their rights within those systems, and learned how to function effectively. Many parents
perceived themselves as having become better advocates for their children and reported using their new
skills most frequently in their interactions with the schools.

They have assisted me with my child educational-wise and made me more aware of the
school system and the problems that an emotional child would have. (Parent)

It’s helped me to open up to people that I don t really know.” (Parent)

“I think when you have everybody at the table, I think there is a lot more ownership.
(Clinician)

Families in crisis are often involved with five different agencies and those five different
agencies are all kind of laying down the law about what the services are they have [to
offer] and they are often at cross purposes and none of them take into consideration the
overall family picture or what the other agency’s impact on the family is. (Clinician)

DELIVERY OF CLINICAL SERVICES

Clinical services typically include those that require licensure or certification and that are aimed at
direct change of behavior, thoughts, emotions, or the convergence of the three in relationships. In a system
of mental health care, clinical services typically include medical and mental health assessment and (if

indicated) treatment, psychopharmacology, and some form of individual or family therapy.

Within and beyond these services exist a range of clinical activities referred to in this report as
collateral clinical services, such as crisis intervention and follow-up care, therapeutic foster care, drug and
alcohol rehabilitation, respite care, and day hospitals. Depending on the situation and setting, they may also
include occupational or physical therapy, diet and nutrition education, or other forms of intervention intended
to bring about direct change. These services represent those mandated for grantees in the Center for
Mental Health Services Request for Application, specifically, home based intensive case management, crisis

management, respite care, and therapeutic foster care.

Nonclinical services may be anything that helps a child or a family, from providing transportation to
helping make the living environment safer. Between these two are services that teach or train children and
families to make plans, resolve disputes, be effective parents, reduce stress, or enhance any of the myriad

aspects of living that affect the quality of life of child, family, and community.
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It has become increasingly clear in recent decades that the interpersonal context in which clinical
services are provided has an impact on their effectiveness. Mirroring those conclusions, this study
confirmed that the “strength” of the relationship between provider and recipient affects the outcome of
clinical interventions. Listening, attention, honesty, involvement, two-way communication, tangible help,
availability, and authentic expressions of concern were key elements of successful therapeutic relationships.
When these elements were present, children and parents formed trusting, lasting relationships with their
clinicians.

They have to feel you really care about them. Attachment is not a one-way street; it’s

mutual. They have to feel that from you, really believe that you care about them and
want what's best for them. (Clinician)

You can never shame them. There always has to be a reason for their choices. You're
job is to understand it, not to judge it. (Clinician)

One of the keys has been complete honesty [with families]. Once people realized that
we weren t saying there are no problems, we 're all going to be happy and that strengths
were a way to tie into strategies to address the problems, people kind of got, “Okay, I'm
good.” That’s also helped with the relationship with families. (Clinician)

The Successful Therapeutic Relationship

Although parents and clinicians regarded therapeutic services as essential to family success, they
found it difficult to articulate or conceptualize when asked to shed light on the therapeutic process.
However, since therapy played such a pivotal role in family success, the research team made every effort to
understand what features or ingredients characterized these relationships. It was clear that beginning with
the initial contact, the trust developed between families and their therapist(s) set the tone for their
involvement and commitment to services. Parents and children also relied on their therapists to listen, help

find solutions for problems, guide families through crises, and facilitate continued growth.

Her [counselor's] approach is to do family counseling. She has been really helpful in
giving us the tools we need and the understanding we need to appropriately set limits
and boundaries, to love unconditionally. So that’s probably, I think, the biggest help.
(Parent)

1t s the unspoken. It's how you listen, how in tune you are with them, how much attention
you pay, how willing you are to invest in the things they re interested in. (Clinician)

Therapists and counselors were frequently described as having an approach that offered flexible
boundaries, positive expectations, and an emphasis on collaboration. At the core of these services was a
commitment to meeting the needs of the individual, with the therapist using a variety of interventions and
approaches designed to speak to the abilities, interests, and needs of each child and family. A commitment
on the part of therapists to flexibility in terms of their role and the appropriate setting for service delivery

characterized their interactions with children and families.
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They were able to provide assistance with family meetings. They help you individually.
They have a goal to want you to be able to get happy. (Parent)

They praise me when they see me doing something and they like pick me up. (Parent)

With [son] it was the role playing that built trust. [Child] took charge of sessions and
told the therapist what he wanted to do. (Parent)

You might say [to the child], “I think about you and take you with me. You need to learn
to do that too.” Kids need to learn to take it [therapy] outside the office. (Clinician)

Although titles and responsibilities varied slightly by grant community, individuals in the roles of
therapist, case manager, care coordinator, case aide, mentor, and parent advocate were among those most
frequently mentioned as providing key support (Exhibit 5-1). However, parents often struggled to identify
staff by title or discipline, typically referring to them by their first names and as their “helpers.” A blurring of
the boundaries of “traditional” family/clinician relationships characterized these relationships. Families
described these supportive individuals not as belonging to categories of professionals but as being most like

close friends and “family.”

EXHIBIT 5-1
Key Family Supports

Wraparound or service team

Therapist or counselor

Parent advocates (often called resource coordinator, family resource developer, care
coordinator)

Natural and community supports

Imean I adore her [counselor]. On Christmas vacation, wherever she goes, she will call
and 1 think that somebody that takes the time to call from out of town to see how he’s
[son] doing, it means a whole lot. (Parent)

Here it’s almost like family. They [members of the team] talk to each other all the time.
(Parent)

Parents and providers described relationships in which a conventional top-down approach was
abandoned for a partnership developed to implement change. Parents and children considered themselves
full partners in this process, working cooperatively with clinicians and program staff to identify needs,
articulate goals, and share in the tasks required to achieve those goals. At the same time, clinicians relieved
parents of some of the stress and burden of addressing the problem alone and served as a resource for
information, skill building, and personal insights. Here again, both parents and providers perceived the level
of family involvement to be predictive of the likelihood that the family would experience successful

outcomes.
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1 believe we have the answers to a lot of our issues. ... We have answers within ourselves
and I'm just kind of a facilitator. I’'m someone to help sort out...I'm not the answer
man. People come in and they have their hand out, like I have the answer. ['m like,
“No, you have the answer. And if I can help you understand that you have the answer,
then you can take ownership”...and then change can last as opposed to being a temporary
change. (Clinician)

Individualized Services

Clinicians who were deemed successful focused on what the family identified as its needs, rather
than on a fixed repertory of available services. Parents, in turn, characterized the therapeutic relationship as
involving mutual respect, a focus on the strengths of child and family, and the clinician’s ability to clarify and
prioritize goals.

She [wrap team facilitator] would do everything. I wouldnt have to do anything, but

show up [for the wrap meeting]. She would bring desserts. She would do everything.

She took all the notes and gave me copies. It was just really nice to sit back and have
people help. It was just wonderful. (Parent)

Being able to go with the flow with whatever the pressing need was at the time. Everybody
starts to feel like you re on their side and they can get their needs met. (Clinician)

When I work with this child and this family, nothing is wasted. And if I'm doing what 1
need to be doing, nothing is lacking. (Clinician)

Several parents who initially feared becoming involved reported that their fears were quickly
alleviated and replaced with a sense of relief that someone was listening and offering help. According to
families who had experience in other kinds of service systems, the individualized approach set these System
of Care communities apart from other programs. They described atmospheres of respect and
understanding and a sense that what these programs offered was entirely different from what they had
encountered when seeking help in the past.

She [care coordinator] started by asking us what we needed to help us. We didn 't know,
but we had run out of steam. (Parent)

1 did not expect too much. I thought it was something set up by the court and that they
were going to monitor things. I didnt realize that they were going to have such family
involvement. And actually the more people you get to know here, it is like building the
community to look after the kids again. (Parent)

Bonding appeared to grow with repeated interactions in a variety of circumstances, as clinicians and
other supports addressed the family’s needs during crises and assisted them with both practical and highly

personal or emotional issues.

She [wrap team facilitator] was fantastic! She would have stuck her neck out for
whatever we needed. (Parent)
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The kid did not really have any friends, so I served as a sounding board. Someone who
unconditionally accepted him...for who he was...new kid on the block, having to make
friends, understanding the difficulties with that. (Clinician)

If they 're bonded, they really like to see their therapist. He [child] doesnt want to take

a break from his therapist. Whenever [therapist] is sick and calls, it really upsets [child].
(Parent)

They [program staff] are there to support you, respect you, know that you know your
child the best, and you don t give up. (Parent)

Access and Perceived Depth of Caring

The most promising ingredients of family/provider relationships were those most difficult to quantify.
They included nearly unlimited access of parents and children to their providers, the perc