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PART ONE

INTRODUCTION

Existing documents of the European Council (Lisbon Strategy, The European
social model, EU Cohesion Policy) clearly indicates the priority areas of socio economic development aiming at full employment and social cohesion. According to them „well designed and implemented social policy is an investment that
brings benefits for all society. The efforts of social integration increase the potential growth and social activity in all areas of life” 1. The Active Social Policy Conception is based on the active involvement of public institutions in the process
of solving the social problems mainly through innovative activation programs.
The APS relates primarily to employment policy, the system of social care and
education. The APS combines with the objectives of the Strategy "Europe 2020",
particularly in relation to reducing the number of Europeans living below the
poverty line.
Research shows that family is a core value for the majority of EU societies. Family is the first place of gaining life experience and development of personality of
the child. Family life and its effects are strongly felt on the social level and therefore the state policy has to be focus on them especially in the situation of changes in the models of family life, where basic functions performed by the family
are held in other, often lesser extent than it used to be so far. Researches emphasizes the observed increase of the aggression and cruelty among children
and youth, growing juvenile delinquency, increase of social inadequacy, a growing number of developmental disorders. Sources of these phenomena should be
1

Strategia polityki społecznej na lata 2007-2013, Ministerstwo Polityki Społecznej, Warszawa 2005,
s. 4
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sought in family houses. It is well known that the crisis of childhood is secondary to the crisis of parenthood, but there is a lack of universal programs to support families in fulfilling their functions. The lack of: a coherent accepted system
of values, patterns of raising up the children, does not help the families either.
There are no factors that support the family in fulfilling its tasks. Therefore it is
important to provide support for expanding opportunities of the families.
Preventing families from the social exclusion requires modern services to be
provided by the properly trained staff within the local environment. The necessity for decision making and actions taking requires from the specialists an accurate knowledge and abilities that allow them to recognize citizens’ needs in
social activities. Constant vocational development is required in the effective
actions taking. Manifestations of changes in the social life require from the aid
institutions an active approach towards education, knowledge gaining, educational methods development, ways of information flow activation as well as
gaining and straightening of their didactic competencies. Currently in Poland,
although families’ support services “Family’s assistant” have been introduced
there is still a lack of developed work tools and methods of operation that in a
significant way constitutes an obstacle in the professional support provided to
the families.
An attempt to respond to such diagnosed problems in supporting families who
do not cope with everyday problems is the implementation of the project "Integration through Education. Innovative methods of family assistance as a tool for
equalizing the chances of families at risk of exclusion "implemented in the
transnational partnership with financial support of the European Commission
under the ERASMUS + Program, Action 2: Strategic Partnership in Adult Education.
The main objective of the project is to enforce the level of the social integration
of families at risk of social exclusion by the dissemination of methods of family
assistantship in public support institutions.
Detailed goals of the project include:
1. Enhancement of professional competencies of social workers in the field of
the use of modern methods of working with families at the risk of social exclusion.
2. Preparation of a new, adequate to the modern forms, form of the environmental support, addressed to families at risk of social exclusion, by adapting the
methods and techniques used in the process of helping to the conditions and
practices used in the public assistance institutions.
6

Transnational cooperation will not only create an opportunities to transfer solutions used by partners to the national level but above all it is essential to prepare an universal, international tool. It would not be possible without taking
into account local conditions of social integration and joint discussion on the
potential barriers and ways to eliminate them.
As part of the strategic partnership a new, innovative approach of how to work
with families at risk of social exclusion is going to be developed. The focus is
going to be put on development of tools with a help of which representatives of
public institutions, (whose job is to help and support families in poverty) will be
able to create a personalized space for the relationships with their clients. By
design, the project is aiming at opening up assistance institutions’ employees on
innovation and change as well as on knowledge and “reflection in and under
action”2.
Ultimately, it should be emphasized that due to the transnational cooperation
the added value of the project will be achieved and that would not be possible if
the project was realized in the country of Poland only.
The "value" is the creation of a universal “helping” tool suitable for use in Europe as well as internationally. Achieving it would not be possible without recognizing local and national conditions of social integration of families and the
joint debate on the following issues:
Ways of eliminating potential obstacles;
Building alliances for the use of good practices in European countries;
Universalization of the tools used in the social and professional “activation”
The most important addressee of the impact of the project are families experiencing difficulties, ie the final recipients of activation measures undertaken by
staff of public assistance institutions.

2

Donalda Schan’s concept of reflective practice, see B.D.Gołębniak (red.), Uczenie metodą
projektów, Warszawa, WSiP, s. 16
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1. Description of research methodology

Research report „Conditions of the efficient support for families at risk of social
exclusion” analyzes the needs of the social professions and the expectations of
the support system recipients in the context of using the methodology of working as a family assistant to prevent family exclusion. The research was conducted on two levels:
1. Cognitive – by:
a) identifying the resources and working methods of family assistants (including knowledge about the functioning of socially excluded families, resources,
needs and expectations, assessing opportunities and threats, forms of help considered useful for families);
b) recognition of the functioning of families at risk of social exclusion (their
knowledge, preferences for social activity, continuing education of children and
conditions for increasing their activity).
2. Pragmatic - by:
a) developing methods and tools addressed to family assistants who work in
their workplace with families at risk of social exclusion.
In addition to the analysis, the final report contains recommendations and
guidelines for the preparation of the next result of intellectual work - e-book:
"Integration through Education - Family Support Methodology".

8

2. Goals and research problems

The main purpose of this study was to identify problems and identify the needs
of family assistants and their service recipients, families struggling with many
everyday problems.
As a result of expert consultations in each partner country, research areas were
identified for each of the researched groups.
As regards representatives of social inclusion institutions, the following research areas were identified:
The importance of the local environment as a place and a social space in
the process of helping
Families supported by the assistants of the family (including group
knowledge, their concerns, interests and needs)
The importance of standardizing family assistants
Methodology of the operation of the family assistant
Barriers in family assistant work
For families using family assistant support, the following research areas were
defined:
Characteristics of activities undertaken with the assistant
Assessment of institutional cooperation and client expectations towards
the institution
Evaluating the impact of the support measures in the families' opinions
benefiting from the assistance and on their own capabilities.

9

3. Research methods

The research was carried out using qualitative methodology with technique FGI
- Focus Group Interviews. Qualitative research is designed to look closer „the
outside world” […] and description, interpretation, and sometimes clarification
of social phenomena from the inner perspective of in many different ways:
Analyzing the experiences of individuals and groups
Analyzing the interactions and acts of communication during their duration
Analyzing documents (texts, images, movies or music) or similar traces of
human experiences and interactions”.3
Focused group interview (FGI) consists of conducting a group interview which
is a joint discussion of a group of respondents to a pre-defined topic. The interview is conducted by a moderator based on a scenario that outlines what issues
and topics are to be raised during the meeting. The task of the moderator is to
manage the conversation so as to provide the opportunity for free expression
and at the same time to get answers to the research questions. An experienced
moderator, who can manage the conversation in a way that does not compromise the natural course of conversation, ensures that the goals of the research
are met. The biggest advantage of this technique is the emergence of group processes when respondents' voices stimulate each other and stimulate discussion,
which in turn translates into the value of the research material.
Group interviews were conducted based on an interview scenario 4. Due to the
diversity of two research groups - employees of social inclusion institutions and
families benefiting from the support of family assistants - two scenarios of interviews were prepared, taking into account the assumptions of the project and
the specificity of the problems of the researched groups. Research scenarios
were common to all partners, but moderators of local research were able to
broaden the scope of their research into the specificity of the profession and the
problems in their communities.

3
4

R. Barbour, Badania fokusowe, Wydawnictwo Naukowe PWN, Warszawa 2011, s. 11
See attachment no 1 and no 2
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4. Organization and research process

This report presents the results of studies conducted in all project partner countries: Poland, the Czech Republic, Austria and Great Britain. In each country the
research was organized according to the research following plan:
1. Recruitment of 3 groups of representatives of social inclusion institutions - family assistants
2. Recruitment of 3 focus groups of families (or representatives of families) at risk of social exclusion who are benefiting help from social support institution
3. Conducting 6 group interviews
4. Making transcripts from research
5. Develop a national research report
6. Prepare a final report summarizing national research.
As a result of this plan, 14 targeted focus groups with 7 to 12 participants were
selected, 8 in-depth personal interviews and 3 telephone interviews. Research
was recorded using a voice recorder. The research was conducted between February and July 2016.
Organization of research in Poland:
Research participants in Poland, according to assumptions, were:
Family assistants, representatives of large and medium social welfare
centers as well as centers from small towns and villages of the Lower Silesian Voivodeship. In total, 32 family assistants participated in 3 focus
groups.
Families who use family assistants' support were divided into 3 groups.
The research covered the inhabitants of 3 cities - Wroclaw, Walbrzych
and Jelenia Gora. There were two reasons for this choice. Firstly, in these
cities, the largest number of family assistants was employed, which increases the likelihood of obtaining consent to participate in research
more families benefitting support from family assistant. Secondly, the big
problem was the gathering in one place of families from different cities,
11

especially small towns. It would be a task beyond the logistical capacity of
these families. Often, assistants have questioned the desire to go family
members to a large city. In total, 30 family members benefited support
from social help institution were participated in research.
The study was carried out by the employees of the In Posterum Foundation, in
the headquarters of the Foundation, in Wroclaw. It lasted about 120 minutes
and was recorded using a voice recorder.
Organization of research in Czech Republic:
Research was organized by The Institute for Research in Inclusive Education
Masaryk University. Research participants were, according to the assumptions:
Family assistants – Representatives of social integration institutions from
Brno (2 groups) and Hedonin city (1 group). In total, 21 people
participated in the research.
Families using family support services. In three focus groups were participated families with disabled children. Types of disabilities that occur in
children are primarily physical disability, mental illness, or conjugal disability. Meetings with families were organized in cities: Brno, Zlin and
Olomouc.
Research was conducted on the basis of the focus study, however, due to the
specific nature of the work of family assistants in the Czech Republic (families
with disabled children only), additional issues were identified such as prevention of burnout, personality traits of family assistants, and problem solving.
Organization of the research in Austria:
The research was organized by staff of Berufsforferungsinstitut Oberosterreich
(BFI OOE) in Linz.
Participants of research were:
Social workers, social educators, social workers with children and local
communities employed in public and private social inclusion institutions.
The study was also attended by a local authority representative responsible for child and family support. The study with this group was carried
out in accordance with the assumptions and on the basis of a jointly developed research scenario. Austrian partners did not provide any additional discussion. In total, two focus groups were organized with staff
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working directly with the family and two individual interviews with representatives of local authorities.
For reasons independent of the research organizers, some of the research assumptions - a study with family representatives benefiting from support from
family assistants - was not made due to legal barriers. In Austria data protection
laws are very restrictive. Social integration institutions are allowed to process
their clients' data but can not share these data with other entities or institutions. Research organizators also did not receive support from their staff in the
organization of research groups with the consent of the research participants
themselves. One of the reasons for refusing to hold a meeting with family representatives, in the opinion of employees of support institutions, is the concern of
clients to publicly disclose their family problems, mainly because of concerns
about the well-being of children. The fear of taking children from the family was
a barrier that could not be overcome despite the fact that one of the aims of the
study was to develop working methods used by social inclusion institutions to
counteract the need for intervention - the separation of children from biological
parents.
Organization of the research in Great Britain:
The research in England was conducted by the University of East London. The
UK child and family support system includes integrated health and social services. Therefore, in the research participated representatives of this integrated
system: social workers, environmental nurses, family support workers, speech
therapist, psychologist, trainer - mentor. Focus group was organized in Newham’s Clinical Commissioning Group (CCG) office. Invitations were sent to many
institutions and organizations for social inclusion, however only 9 people responded to the invitation. Because of the difficulty in organizing focus groups,
were conducted only 6 individual interviews and 3 telephone interviews. Regarding research with family members experiencing daily difficulties, neither
one interview was organized. Recruitment of participants was conducted by social workers. They, during environmental interviews, were supposed to encourage family members to attend the meeting. This way of recruiting did not
bring the expected results, therefore, this part of the research assumptions was
not realized. As a result of the failure to meet the research objectives, the UK
partners pointed to the difficulties arising from the internal organizational
structure of the University of East London and the prolonged implementation of
the project in the transnational partnership. Despite these difficulties, the report
provides some general information on the specifics of the work, problems and
13

opportunities for further improvement of the support system for children and
families experiencing difficulties. The scope of the information obtained from
the London study has been broadened to include issues related to the understanding by professionals working with the family of the definition of "social
isolation" and ways to counteract it in professional work.
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PART TWO

FAMILY ASSISTANTS PERCEPTION OF THE DETERMINANTS
OF WORKING WITH FAMILIES AT RISK OF SOCIAL EXCLUSION

Assisting the family is a contemporary structural and organizational solution
where the primary goal is to improve everyday living conditions and strengthen
family ties by supporting dysfunctional families who themselves can not overcome difficult life situations. Working conditions with families are influenced by
many factors. We can divide it into first and second order factors. First-line factors include the family and its problems, and the desire to work with an assistant and change in living conditions. Secondary factors, on the other hand, relate
to the working environment of the assistant - the workplace, the organization of
the work, the rules of the working institution and the related documentation,
family management. An important aspect in the work of the assistant is also cooperation with representatives of institutions that also surround families with
control and help if needed.
In all countries of the project partners, research groups were represented by
professionals working with families at risk of social exclusion: family assistants,
social workers, social workers, environmental nurses, etc. The tasks they perform are similar in each country, but due to the determinants of national social
policies, the working environment is different, and is defined by the work or15

ganization of the institution in which they are employed, the labor standards set
by the national policies and the internal institutional regulations and model cooperation with the social environment and institutions of this environment.

1. Organization of the family assistant’s work

Respondents of international research were asked to describe their work day.
Each of them performs a variety of tasks during their work, depending on the
number of families they work with, tasks arising from the internal organizational culture of the unit in which they are employed, type of employment contract
and working time, etc. This situation is taking place in Poland, Austria and Great
Britain. Working day is usually divided into work directly with the family and its
members and office work, documenting the actions taken to improve the situation of their clients. This situation is illustrated by the statement of one of the
respondents from London:
Every day is different. This will range from documents, home visits, group management and training. Child protection meetings, emergency proceedings if the
parent reports a problem.[ FGI UK]

Respondents in Poland defined their day-to-day professional duties by the tasks
related to direct work with the family and office work. In their professional
work, in most cases, the assistants have a great deal of autonomy with regards
to planning their own work day. Usually, each of them has fixed time by the superiors to work in the office, but for the vast majority of the working time is intended for work in the family environment. These are both morning and afternoon activities, and this time is heavily dependent on the age of the clients and
their compulsory activities, such as children's school education or their parents'
professional activity.
Well, on Monday from seven to ten I'm in the office, and then I'm going to the area. [FGI Poland]
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Sometimes it happens that I do not come to the office at all, because I have so
many things to do in the city [...], but it is a day of work, because you have to visit
all families, once a week. [FGI Poland]

Research participants also mentioned the number of families they work with,
which also translates into their daily work schedule - the assistants presented
the number of families they care for, and how many family members they may
meet per day.
I have about twenty cases. I'm not able to visit them every week, but I try and call
and basic contact is at least every second week. [FGI UK]
I work with about six young adults, but mostly works with three. [FGI UK]
I work with about fifteen families, but most social workers are about twenty to
twenty-five. I visit them once every four or six weeks, but if there is any danger,
then every ten days. [FGI UK]
Sometimes it happens that I am in three families and then in the institution, and
sometimes it is so that I am even in five families per day. [FGI Poland]
I work in the city, but I have two or three families a day. Because sometimes I go
to school to check how the children deal with (...) I never predict how much I actually spend time with my family. [FGI Poland]
It also depends, because often in my working institution I stay 2 hours to speak
with social workers, and I have time only for two families. In court sometimes I
spend also much time. [FGI Poland]

For the vast majority of employees, they determine the need and frequency of
contact with families and the time they spend with them. Only one of the researched family assistants in Poland has a predetermined by their boss amount
of time the employer should spend working with his family.
I am working in a contract and my family mainly allocates a court. So I get the
family ordered by the court. And now I have seven families. And I have specific
worked hours. So I have so many hours as I have families. As I have two hours for
a family in a week and one day I am working with them all of these hours, then it's
the end of a week of work with them. Sometimes I can possibly bend something,
17

but it's only sometimes. And unfortunately, a lot of things can not be done through
this short time. I have not included office work in work time. I have to show my
signature everywhere. I think I have too few families. I would like more - and families, and hours. [FGI Poland]

The working day of family assistants in the Czech Republic is different. Assistantship in the Czech Republic is a typical service provided to families with disabled children. Their work is primarily to help parents / carers in caring for
children with various disabilities, and their tasks depend on the degree of disability. The organization of the assistants' work is different for every nongovernmental organization in South Bohemia. It mainly depends on whether the
assistants have a full-time or part-time contract, and whether they have any
other professional responsibilities in the country. Half of the research respondents are employed part-time because of their studies, 1/3 are full-time workers,
and the rest are working several hours per week or month. It also depends on
the number of customers during the day / week / month. For full-time assistants, day-to-day tasks are planned in partnership with families. These employees are referred to families where the long term service is needed. The assistant
gets a weekly schedule where he can find the right tasks, responsibilities and
daily time in the family. Research analysis shows that 95% of assistants perform
the same tasks during the week, so all graphics look the same. Employees employed in other forms work mainly in short-term jobs, usually planned by social
workers and their families. These orders specify the scope of tasks for the assistants specified in the task schedule. What is important, each family assistant has
a proper schedule of their tasks and must be followed. In the event of an unforeseen situation that prevents from completing tasks, the assistant must call the
family and the social worker, explaining and announcing the change. In this
case, the social worker must find a replacement for the assistant and send
someone else to the family to make the service according to plan.
Certainly, this is our most important rule in the company. We usually call each
other depending on the change, and if something happens, before the shift, I have
to call them and announce a change in the schedule of the day. [FGI Czech]

18

2. Family assistant’s opinion about standards of working

The research assumptions on the current working standards of the families experiencing problems were aimed at showing whether there are common, for the
four participating countries, standards and principles of cooperation between
assistants or social workers with their families. Respondents who were participated in the study defined standards as rules of conduct that were developed
under applicable national law and based on good practice developed by the organization / institution responsible for the task.
Based on respondents' responses, only one, common for the four countries,
norm for working with the family is to involve all its members in the planning of
assistance at an early stage of cooperation. But the way of realizing this standard is different. Assistance plans in the Czech Republic, England and Austria are
formulated to protect and support the child, while in Poland, the plan is designed for the whole family, less often for all family members, including children.
The general principle that applies to all social workers in Austria is the protection of the child. Social workers are required to monitor the fate of a child, especially a small one, on the basis of predetermined indicators. These indicators
mainly refer to neglected children and the extent of this neglect - eg whether the
child is adequately fed or whether the child is developing properly. The neglected - in terms of care and education - must be documented and can not be based
solely on the observation and interpretation of the social worker. In case of negligence towards children, social work with the family is conducted in the first
phase in order to eliminate these threats. If there are no changes in the parenting / care parenting / care practices, the social worker is required to file a case
to Children and Youth Services. Specialists from this department, after secondary analysis and assessment of the risks for the child, form a family support plan
that includes a variety of services, including family support services, according
to the needs and capabilities of family members. This plan is constructed in
team, with the participation of specialists, social workers and families.
Austrian respondents reported how the help plans were designed and implemented. Generally, goals and work plans are created between families and social
workers and always during consultation. The objectives set during the consulta19

tion can be implemented in different ways. Employees who work with adults
formulate long-term goals. Cooperation can last from two months to two years.
Those who work with young people set short-term goals, often assign tasks for
one week. Social workers who work with very problematic young people admit
that goals can only be achieved in the shortest possible time.
The English support and assistance system for children and families is
based on a government document: National Framework of Services for Children,
Adolescents and Maternity. This document sets out several standards for services that should be available in terms of health and social care. According to
records, children, young people and families receive quality services that are
coordinated around their individual needs and family needs and take into account their opinions. These services are implemented at the local level through
the institutions appointed for this purpose. For children whose safety concerns
exist, local social workers are responsible for analyzing the child's needs and the
extent to which they are satisfied. The social worker performs an initial evaluation within ten days of the referral of the child to help determine the type and
level of needs and whether there is a risk of harm to him. This assessment is
made on the basis of specific indicators of "degree of harm". A social worker
may decide that there is no need child protection, but family may benefit from
other services such as housing assistance, family assistance, or health problems.
Where social workers perceive the possibility of causing "significant harm" to
the child, they convene the team to protect it, with the participation of the family and the professionals involved in the case. If the team considers that further
action will be taken, a "child protection plan" is being developed. The plan identifies short-term and long-term goals that will reduce the risk of harm. Identifies
the responsibilities of individual professionals, and concrete actions, and outlines ways to monitor and assess progress. And most importantly, under this
plan, the "leading statutory authority" is referred to together with the "leading
social worker", and the focus is primarily on the need to clarify in the plan who
is responsible and for what. Key performance indicators are also defined5.

5

M. Titterton, S. Pelling-Deeves, P. Nolan, Usługi I instytucje opieki społecznej w Wielkiej Brytanii.
Ekspertyza, http://www.wrzos.org.pl/projekt1.18/downland/EkspertyzaAnglia.pdf [access: 30 july
2016]

20

Professional activities some of the English research respondents were based on
the action plan developed by specialists. They focused more in their responses
about the difficulties they face during its implementation.
Things that expect families to do from us or other professionals [...]. Some families
will do what they are asked for, some do not, if they are under Child Protection
this can be enforced. [FGI UK]
I'm talking about family involvement, I say: this is what we do next week and they
are coming back and only two of the five things on the list are done. And you have
no control over it - it overwhelm them. [FGI UK]

In the Czech Republic, organizators of family support services are nongovernmental organizations and their specialists. An individual assistance plan
is prepared for each client by a social worker with family members and a fulltime family assistant (assistants who are otherwise employed do not participate
in the development of these plans, receive a schedule of hours and tasks to be
performed each month). And, as the study assistants emphasized, the individual
plan is such a "bible" for the assistant and family members. These plans are discussed at least once a month during regular meetings in the organization. During group meetings the issues that have arisen during the implementation of the
service are discussed. They also discuss about how to resolve this important
issues. On the meetings also discuss the need to make changes to the existing
arrangements and propose positive solutions. The plan of supporting family and
child is modified three to four times a year together with the family. Family is
required to attend such meetings. Each family assistant knows the standards of
work of the organization in which he is employed. He must have been familiar
with them before starting work. Reference to current standards also takes place
during monthly meetings of specialists.
The Polish family support system connected with family assistantship has no
established, generally binding principles and standards of work. Service standards are indicated in the relevant legal act - The Act of 9 June 2011 on supporting
the family and foster care system, they relate primarily to the procedure for
managing an assistant to the family. According to the provisions of the act, the
social worker of the social support center conducts an environmental interview
and requests (either alone or after consultation with the immediate supervisor)
to embrace the family of the family assistant's service. Then, after consenting by
21

the family, signs a family contract with the family and introduces the assistant
into the family environment. From then on, this family assistant becomes a
"leading employee" whose job is to diagnose family problems and develop a
help plan. In this regard, it takes over the competence of a qualified and experienced social worker. The act also sets out the standard for participants in the
process of developing a family plan - the statutory assumptions are that the
family assistant prepares an assistance plan in collaboration with a social worker and at least one of the adult members of the family. In reality, however, the
process goes in different way in various centers of social assistance. Some centers, especially in large cities, develop their own, experience-based, assistance
model which is valid in the area of its operation. This document, most often in
the ordinance form of a director / manager of an organizational unit , defines
the functions and tasks of the assistant, the recipients of the support, the objectives of the service, the scope of his activities, the steps of working with the family, the mandatory documents and work tools. In some social welfare centers
you can meet the extended (in relation to the existing law) standards of granting
and placing an assistant to the family. In Wroclaw, the standards developed in
this area are as follows: the social worker requests that the family should be assisted by a family assistant's service and directs his application to the family assisting department. Specialists from this department conduct in-depth interviews with the family to determine the merits of the service and they decide
whether or not to support the family. However, these decisions are made solely
on the basis of the observation and interpretation of one's own employee, as
there are no established, general indicators of the need to refer a family assistant to help in the environment.
Respondents from research conducted in Poland, described the standards for
developing family assistance plans and standards for introducing an assistant
into the family environment. If It can be said that the standard set out in the law
for commencing work with the family is respected in all the surveyed centers the standard at which time the plan should be constructed and the inclusion of
family members in planning their own change is understood differently. The
period of diagnosis and familiarization with the family is interpreted individually - in each support center, the standardization of time for writing a plan of
work with the family is different.
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We have a preliminary diagnosis, it lasts thirty days. Then we create a plan.
And at the beginning I spend a lot of time with my family - even four hours a day
we talk (...) and it is so that for the third week I already write a plan of work. Plan
I write with my family and I still ask a social worker.
It is different in us. We have six weeks to get acquainted with the family. We find
areas where we have to work with our family. The plan is made after diagnosis.

The following discussion during one of the meetings demonstrates the implementation of the standard for family involvement in the task planning process:
O1 - And then I have a meeting with a social worker and we sit down and write a
plan together. We go with this plan to our family and we discuss about it there.
O2 – But how, without family?
O1 - Yes.
O2 – Hm, we only with family.
O1 – And we without the family, but later I consult everything with them.
Moderator – But do they know what they are signing?
O1 – Yes, they know.
O3 – And we don’t sign with the family. I am writing plan alone, and after this the
family read it.
O4 – I am doing it with family. Because previous assistant didn’t. And I am asking
them can they do that?
O5 – It is a table - planned activities for medium-term purposes. We invent main
goals, and then we discuss with the family that we want the goals ... And they
write it - I will cut my child's nails, I will read children fairy tales. And they themselves write it - with mistakes, but they write and write when they do this.

This conversation illustrates a different approach to creating a plan of work
with the family, although some of these things are statutory. As you can see, the
standard for developing a work plan with a family is based on the findings of the
manager, social worker or assistant. Work plan should be created in the presence of the family. It is forbidden to hide from the family the information contained therein and to assign tasks to the absent part of planning family members.
Another problem revealed during the study was the attitude of respondents to
the very appropriateness of constructing a detailed help plan and indirectly involving family members in the process of constructing.
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It should be a bigger, global plan of help. I am doing a diagnosis – this and this is
wrong. The family is signing this and ok. And they want us to invent some silly
things. They want perspective thinking – but these families don’t have a perspective thinking. (...)For me it is a nightmare, writing these essays, what they are going to do. It's writing for weeks and months - it's a nightmare.

This statement, on the one hand, may indicate the respondent's approach to the
documentation or, on the other hand, may indicate that the substantive form of
the document is wrongly adapted to the needs of working with the family. The
help plan is not a universal document, valid throughout the country, in all organizational units of social assistance. Each of the support centers modifies and
adapts its form to the needs of the organization. It may be worth introducing the
principle of modifying the document form based on the experience and opinion
of employees working directly with the family.

3. Specificity of documents related to working with family

The essence of all social professions is documentation. Proper documentation of
all relevant information in the customer's individual documentation relating to
support and assistance is required by law, programming documents, standards
set, or internal regulations of social welfare institutions. This process is important because it reflects not only the actions taken for the clients but also the
change process in the lives of family members. Correct documentation also provides a way to ensure information on the current situation of the family during
the change process. This is especially important when a group of specialists is
working with your family, or if you change one of this professionalist. The
planned change process should be continued, even in the case of a shift of the
"lead" employee. Documentation can be conducted in paper or electronic form,
especially in the context of an integrated support system.
In addition to the basic document, which is the plan of work with the family in
each of the countries where the research was conducted were carried out additional documentation related to the ongoing and planned actions. And depend24

ing on the institutional and national characteristics, it is more or less elaborate.
From the responses of respondents in each country emerges one common principle: documentation is needed, but in many cases it is too elaborate and takes
too much time, which could be devoted to direct work with the family.
In the Czech Republic family assistants run the weekly evaluation, which is defined as a standard form in the context of service performance. It includes a description of the customer approach, a description for family members, and a description for the social worker. Weekly evaluation is carried out for the needs of
the employing organization, and its purpose is to maintain the quality of service
provided during regular inspections; better understanding of services, better
problem solving in family relationships, and description of assistants' working
time. The indirect purpose of this documentation is to clear the funds received
from the municipal authorities. Conclusions that can be drawn from interviews
with assistants participating in Czech research: each family assistant considers
documentation to be very important, but everyone recommends simplification
of it. At the time of the research 60% of their working time is direct work with
the client and 40% of the time spent working on preparing various documents
for their employer. Their recommendations include a change to the proportions
of 80% direct work and 20% on documentation work.
Documentation is very important, but ... In the past two years, we have a lot more
documentation. Reason - more customers and more bureaucracy problems. I personally prefer less administration on my clients (progress is slow), so I suggest for
example: eight hours of direct care and half an hour of administrative work.
Documentation is one of the most important at work. I can only recommend simplifying the form. We have difficult forms of documentation in our NGO, but frankly, I do not know why our documentation is so difficult. It must have been some
reason why it is so difficult to understand […J
I do not like documentation. Do not ask me why I am so upset with this. I do personal care for 20 years, and the documentation is even worse. I'm sure - the type
of current documentation is completely nonsensical!

In the Austrian child and family help system, documentation is an important
element of institutional action too. Each institution, in addition to those required by law, has additional documentation that is maintained by employees
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while working with the client. The number of documents depends on the number of problems in the family and their severity. Each employee is required to
sign a contract / agreement with the supportive family members. In addition, a
family support plan is developed. It should include family diagnosis, short- and
long-term goals and an initial action plan. In addition, employees keep a meeting
log with the client, and a report of activities that also determines the performance indicators for employee activities. There are also family visit reports,
family financial assistance reports, etc. According to Austrian research respondents, 99.5% of all activities undertaken in the family (meetings, telephone calls,
contacts with other professionals, etc.) are documented in writing. Social workers participating in research in Austria are aware of the need for properly maintained documentation, as this guarantees continuity of their work in the event of
a change of "lead person" in cooperation with the family.
In the English social assistance system, a great deal of emphasis is placed on reporting all activities undertaken by employees. The national system of standards in every area of social assistance, providing high-quality services to needy
groups is a very costly system. This necessitates supervision both in the context
of the quality of the content services and the cost of these services. Virtually
every employee engaged in social assistance (regardless of the type and form of
employment and position) is required to report his / her actions in accordance
with the identified key service quality indicators. Hence, the documentation that
employees are required to carry out is extensive. In the opinion of respondents
participating in the study, the number of forms they have to fill is far too large.
Many of our work is to be shown for data purposes. We must achieve our goals to
win the fund. Early help reports, family support reports, home visits report, referrals to various agencies.

As in the case of Austrian studies, respondents from London see the need for
documentation, but point to the need for simplification and unification.
Ours are actually useful, but could be more streamlined, and we do record data in
different ways. There is a great central electronic system where we can write
notes and record the results of children's interventions, then we make another
sheet for our manager and then another. This is important and we get a lot of useful data, but we need to be smarter - one place to write data that will replace all
the other.
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The legal regulations of the Polish family assistance system relate to three basic
documents: application for allocation a family assistant to the family who is experiencing difficulties in fulfilling the care and educational functions , individual
plan of work with the family and periodic assessment of the family situation
once every six months. Family assistants are also legally obliged to write a family report at the request of the court. Because of the lack of legal regulations
specifying the templates of documents necessary for work, social assistance
centers are introducing their own formulas. They use patterns gained on training and their own experience. In addition to the mandatory documents mentioned above, assistants carry out additional tasks, commissioned by their immediate supervisors or on their own initiative, such as work cards with the family, the schedule of the assistant's work and the working time sheet.
I created this document myself. That I describe the day in the family, what I did
with them. Because after I write them about what I did with families in half a year
I review it.
I have an individual plan of working with family, with each family, even with children.
We have monthly reports.
At each visit are the assistant cards.

Assistants assessed the usefulness of the documents, but also said how timeconsuming filling of documents limits other, more important tasks they carry
out with their family.
We have had such monthly workouts with the family. And I, throughout the whole
internship and contract, so scrupulously describe it. But when I got seventeen families, I was not able to do that. And in our country, it is so that the assistant is assigned to the worst families. They are so difficult families that there is a risk that
these children will be taken away. And that is so much [...].Sometimes is that they
suddenly call me, because something happens, I get a signal from school. And this
plan is collapsing. And I had such plans, but in the meantime so much has changed
that some things were not up to date, but I did not have time to supplement and
give as it was. I was not able to grasp it, I only had what I did in my head.
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This extensive statement points to excessive bureaucracy as a major impediment to the work of family assistants in Poland. Of course, as they see it, it is
needed, but a golden solution should be found, which will combine the number
of environments assisted by the assistants, the scale of problems encountered
and the constraints resulting therefrom, along with reporting progress in accordance with the contract records. The essence of working in the institution is
bureaucracy, social workers and others employed in support centers fill out a
lot of documents that are evidence of this help. A family assistant, wanting not
wanting, when employed in a state institution, is also subject to her bureaucratic injunctions.

4. Cooperation with other institutions

Working with families experiencing multiple problems requires collaboration
with representatives from different institutions and organizations. This cooperation enhances the opportunity to deepen the diagnosis of possible pathologies
in the family environment and to apply appropriate remedies. The type of institution and the form of cooperation in each country varies and depends on the
standards set by the legal norms or the institutional standards.
The integrated child support system in England is designed to work with professionals from both the home institution and external organizations already at
the planning stage of family assistance. Joining a multidisciplinary team is an
integral guarantee of comprehensive and high quality service.
I work with community nurses, social workers, the police, employees of various social programs and other schools.
So we will work in collaboration with a large number of different agencies - education, social care, volunteering and housing, etc.
We work extensively with all the different services, so the community nurses, doctors, OT, psychologist, foster care, whoever our client has to support.
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From the point of view of the English respondents, cooperation is very important, but it requires several facilities. One of the postulated "improvements"
is the communication between the various institutions. Each of the specialists
uses other systems to evidence their own work. Where access to a secure server
is assured, the flow of information is fluid and time-limited. However, in the vast
majority of cases, the transmission of information is made by traditional methods, by mail or fax, which in turn causes time delays in the implementation of
planned actions.
Families and schools want me to write something about what they do and send by
post, and it often takes too long, as I can not send them by email, but I have the
right to fax. How can we share information faster and faster nowadays? If you
have an NHS account you can send it because it is a secure server but you can not
get to someone at school. I can work with people from all services, languages, social workers, pediatricians and we can all be given a variety of advice and all are
related to health - social work, youth work and education, we are not well connected.

The family assistant in the Czech social assistance system is a "service", so his
job is based solely on the execution of the tasks set out in the plan. Tasks focus
primarily on helping to care for a child with a disability. Assistants work with
other institutions only if the work plan includes the activity of a child with a disability outside the home. Institutions that are in contact with assistant are primarily schools, centers for extracurricular activities. They also accompany parents / carers during medical examinations, rehabilitation carried out outside
their place of residence.
More about the cooperation of family assistants we learn from research conducted in Poland. The essence of cooperation with other institutions and organizations was laid down in the The Act of 9 June 2011 on supporting the family and
foster care system. According to her records, the family assistant is obliged to
„co-operate with government and local government units, competent nongovernmental organizations and other entities and persons specializing in child
and family activities”, and „cooperation with the interdisciplinary team or working group referred to in art. 9a of the Act of 29 July 2005 on Counteracting Domestic Violence [Dz. U. No. 180, item 1493, from 2009, No. 206, item. 1589 and 2010,
No. 28, item. 146 and No. 125, pos. 842] or other entities whose help in performing
tasks is deemed necessary”. Interdisciplinary team is a group of people, specialists in various fields, dealing with a particular problem using resources which
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are at the disposal of each member of such a team. It includes: family assistant,
social worker, educational institution representative, police representative,
court curator, and others depending on the type of problems and competences
and capabilities of each institution and organization. Assistants during the study
did not mention interdisciplinary teams. In their speeches, they concentrated on
presenting their cooperation with a social worker.
Cooperation between the assistant and the social worker looks different in different centers. In centers where the professional role of social worker and family assistant is clearly defined, this cooperation, in the opinion of the respondents, is correct, but in most cases the respondents could not clearly define their
role in the institution.
There are some with whom I cooperate - I deal with my own actions. I care about
education and care in the family, he deals financially - housing matters. But there
are also some who will say that when in family is an assistant to help so he will
not do anything.

Some statements indicate that a good relationship between an assistant and a
social worker depends on how the other assistant's role is perceived in the family support system. Often, social workers place their profession above the family
assistant and try to delegate tasks or even control them.
Yes, they ask - and what did I do, and when I was, and how often I walk there. And
then to me - and why did you do nothing?
Better me, because they ask - and you will get it? Because I will not go, because
too far, and you are going anyway.

Assistants also do not like the approach of social workers to the problems they
report. Assistants who take on the role of family spokespeople are demanding a
statutory due contribution, or provide ideas for help, which should be proposed
by a social worker.
But, as I enter the family where I see that there is a financial crisis and that the
family does not collect documents, I go to a social worker and say - listen, well, you
would look there even though she does not come and does not apply Please go and
see, and you may need to give dinner and maybe pay in kindergarten, maybe some
clothing allowance.
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Often social workers believe that if an assistant appears in the family, they are
no longer needed. There are more bitterness and dissatisfaction than the joy of
cooperation in the statements of the assistants on social workers.
To be sure. We do the worst job. And splendor more than once goes to social
workers (...) Everyone is helping family. If you do something, it is done with conviction. So I want support from a social worker, and that's not the case.

From the statements of the respondents, it is clear that social workers don't understand them. And it is a pity because the assistants value them for their great
knowledge.
I like our work together. We are complementary. They are a mine of information
when it comes to some things. They have broader and deeper knowledge.

Often, as a result of lack of guaranteed supervision, assistants seek support from
social workers - discussing the situation of the family, analyzing different solutions. Research has mentioned that the behavior of a social worker is in fact dependent on the personality itself - there are different people. Of course you can
agree, but you have to realize that there is a problem in the cooperation between assistants and social workers, and unfortunately, in the absence of cooperation, the family is most affected.
During interviews with respondents, they pointed out the specialists they work
with in support of their families. They are probation officers and family court
judges, police, primary and specialized health care units, school representatives,
psychologists, etc. They appreciate this cooperation, especially when all specialists, equally and within the limits of their competences, work together to improve the situation of the family, which for various reasons has been in crisis.
I value this interdisciplinary cooperation - it is good to talk, ask. But a good social
probation officer, who you have one similar to you way of work with family fixed,
is something fantastic. Because services that appear in the home speak the same
voice.

The quoted statement is an example of the postulate of assistants on interdisciplinary cooperation of all institutions. They have to speak with one voice, but
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they also do not constitute a front against the family. Good communication, cooperation, and shared responsibility are key to your success with your family.
The research revealed the lack of system solutions in work arrangements with
family. Services of family assistantship have been introduced to the social welfare system relatively recently, so hopefully over time, experience will be based
on the development of procedures and standards involving different specialists
in the process of helping a family experiencing difficulties.

5. Additional information – family support system in Poland

Research conducted in Poland revealed a systemic vulnerability in family assistantship. The Act of 9 June 2011 on supporting the family and foster care system
does not specify how the family assistant works together with other people, including the social worker. Article 11 of the Act highlights the role of a social
worker in directing a family assistant to a family in need. This role involves diagnosing a family situation and the decision to assign a family assistant. Both the assistant and the employee - have the task of supporting the family and cooperating with each other. The duties of a social worker are defined in the Social
Welfare Act, the duties of assistant are written in act of family support and foster care system. Two separate laws define tasks for two separate individuals
working for one family. A social worker is an entity with a clearly defined position in the social assistance system, a family assistant - an entity whose position
in the system is just shaping up. The role of a social worker as defined in the act
of family support and foster care system is reduced to diagnosing and referring
a family to a family assistant. According to these records, it seems logical that
this family assistant takes over work with a family where a social worker has
diagnosed educational and care problems. Working with the family from this
point is no longer based on the act of social assistance, but only on the basis of
the act of supporting family and foster care system. A social worker acts as a
consultant. Interpretation, defining role sharing in the process of helping the
family, would be practical, provided that the municipal (responsible for organizing work with the family) would benefit more from the possibility of outsourcing the work to institutions, including non governmental organizations. The division of tasks and the definition of roles of individual employees would be
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clear. Such a solution would also help to identify those responsible for the effects of corrective solutions implemented in families. However, this has not
happened, and as it has been practiced since 1991, all assistance tasks for people and groups in need are passed on to social welfare centers. In the context of
these considerations, the responses of Polish respondents on cooperation with
social workers are understandable.
Researched assistants believe that professional roles and tasks overlap.
They overlap. I generally work well with social workers. But sometimes it is that I
get the job that a social worker should do.
We often do social work. And in total there is no such separation. Because it is
written that we have to support them to raise their professional qualifications.
And all the difficult financial situations that are under control, we are dealing
with them.
Each of us takes the responsibility about families decisions. If you do something, it
is done with conviction. And so I want support from a social worker, and that's not
the case.
[…]The fact that social workers has a large knowledge about life of the family
does not always throw our work well, because we want this family to straighten
out a little. And social worker says that it is impossible in this families because of
pathology and other things. That kind of stygmatism is bad.

In the context of the above statements, the task facing managers in social welfare centers is first and foremost the introduction of clearly defined rules for the
cooperation of family assistants with social workers. The division of responsibilities and tasks is the basis of a well functioning support system of the family
experiencing difficulties. You may want to consider introducing a document (or
an extension of an existing one) that identifies a "leader", "a key person" in
working with the family. The "leader", a key person is the one who organizes
the various forms of help for the family, including the various specialists in the
process, with an indication of who and what suits them - as is practiced in the
English support system for the child and family.
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6. Characterisitics of families supported by family assistant

Every family supported by an assistant is unique. It has its history, its secrets, its
various levels of experience and capital, which can be used to improve the living, psychological, material situation. In today's reality, you can encounter many
problems in one family environment. The following reflections will focus on the
theme of multifaceted. In each families we have not one but many problems
connected each other. This is a term that is often used in the context of family
support descriptions, but darkened diagnostic images. What is the multifaceted?
It can be said that there must always be a leading problem that determines the
actions of family members and causes dysfunctions. Perhaps, however, in relation to families having support from family assistant as well as social workers,
the term multifaceted is apt. It is related to the subsequent diagnosis and choice
of working methods. Working with such complex human fate is often unsuccessful if it does not involve the multifaceted action of various social services and
other institutional actors.
Family problems are common in all countries participating in the study. The
reasons for co-operation are the result of the "typical" situations in each of the
families, including issues related to adult and child disability, unemployment,
addiction (alcohol, drugs, gambling), carelessness, mental disorders etc. There
are also personal qualities and social factors of family members: aggression and
the resulting domestic violence, low emotional maturity of parents, low social
status of parents, etc. Literature of the subject abounds in detailed descriptions
of the main dimensions of non-adaptability, dysfunctionality and family pathology 6, which - inevitably - affect children the most. They are, first and foremost,
threatened because of the helpless of parents. Both in the short and long perspective of your life. Family dysfunctions, as such, affect the quality of life of
their minors, their emotional stability, and the chances of intellectual development. In the long perspective, they define the chances young people will have in

6

Compare: P. Trojanowski, I. Tworek, M. Wawrzyniak-Kostrowicka, Asystent rodziny jako
innowacyjny instrument pomocy na tle mechanizmów przeciwdziałających wykluczeniu
społecznemu rodzin, Wyd. Leader-Great Publishers, Łódź 2012. W. Ratyński, Problemy i dylematy
polityki społecznej, Tom I i II, Wyd. Difin, Warszawa 2003, I. Pospiszyl, Patologie społeczne, PWN,
Warszawa 2008, T. Sołtysiak (red.), Zjawiska patologii społecznych. Uwarunkowania, rozmiary,
profilaktyka, prognozy, Wydawnictwo WSP, Bydgoszcz 1995.
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their adult lives 7. Respondents from Austria, in their reflections on families and
their problems, drew attention to the duplication of dysfunctional family patterns. They work with families that have been dysfunctional for generations.
Their parents have benefited from the help and now they themselves, as adults,
also benefit from help. And this is a dilemma they can not understand. The problem of the inheritance of "poverty" is known in all countries, not only those involved in research. One thing is certain in the opinion of Austrian respondents the need for a great internal strength and motivation for family members to
change the style and quality of life in relation to the conditions under which
they were brought up. Family patterns become the dominant factor affecting the
quality of our individual lives.
The characteristics of families and their problems were most thoroughly presented in Polish studies, so the following below are examples of answers about
families with whom Polish assistants cooperate. But bearing in mind the earlier
considerations, it can be assumed that similar situations are taking place in Austria and England. Only in the Czech Republic family assistants work in families
with a homogeneous problem. It is a service aimed at all children with a variety
of disabilities (regardless of the social status of their parents / carers), primarily
aimed at enhancing the skills of the family in childcare and supporting the integration of children in various aspects of social life.
Description of the structure and problems of the Polish family
Families who use assistantship have different structures. There are families
with many children, incomplete, in marital or non-formal relationships, multigenerational families, patchwork families, LGBT families, etc.
I have a family that I have to work with every day. There is a mother, there
are six children, including four from different fathers.
In these families, usually women do not work, dealing with children, among
whom one or more are usually emotionally disturbed, or have mental dysfunction. Full families - with two parents, do not happen often. In most cases dominates single parenting or cohabitation.
7

M. Bernaś, P. Trojanowski, I. Tworek, Problemy wdrożeniowe asystentury rodzinnej w świetle
doświadczeń i opinii jej adeptów i ich opiekunów, Wyd. Fundacji In Posterum, Wrocław 2014, s.16
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As for the family structure, I have ten families and eight of them are single motherhood. We almost do not have families where dads are. Most are cohabitate families . Or are combinations of free relationships.

Family members are usually people with low social status - uneducated, often
with addictions. Some of them have criminal history or are in the process of being sentenced to imprisonment. Many - most men, heal or cure of alcohol addiction. Almost all of them receive social welfare benefits, but there are exceptions.
Well then I say that most of my families do not benefit from financial help.
Because they are not people with pathology only on benefits.
Often, the beneficiaries of family support are adults who have been raised in
care facilities. People raised in foster families, statistically speaking, are more at
risk of social exclusion. This is mainly due to the lack of parental patterns, professional pedagogical diagnoses that will determine the child's psychophysical
capabilities and the specificity of such centers. The very nature of care and education centers contributed to the release of adults with minimal life skills. Children with trauma develop in adults with traumatic disease who often fail to
cope in normal life. But, while statistically significant pupil of care and education centers are more likely to suffer from life's failures, this does not mean that
family assistants' have no success in working with them.
[…]these are also the young people who are raised in institutions. And they are
somehow so unsuited.
But I will tell you that I like to work with them. I had such a girl taken away from
home with siblings and they were at the child's home. And she was later a mother
with a partner who did not accept the children. There was violence. He was alcoholic. And she after a year somehow left this guy [...].And I told her that there is no
option that she can not handle that she will be better alone. And now she is looking for a job.

Assistants with one voice confirm that families with whom they work are generically multifaceted families.
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Most are concubines and alcohol. (...) You can add to the carelessness of the caregiver. The lack of these models of care and education.

In families is multifaceted, may experience intellectual disability, violence,
alcohol. And yet it is such a miserable life that one must learn from the basics of certain activities. You have to adapt, socialize. Huge work in one family.
You can also include the disability of one of your family members - an adult or a
child who affects family situation. It is worth mentioning that the family assistant is not a rehabilitation or caregiver of a dependent. Assistants during the
survey mainly raised the issue of the problem of intellectual disability of their
customers. It turns out that the intellectual disability of a client who has a family
with children is the reason why a family assistant is granted. Respondents to the
mentally retarded group do not include mentally ill people. This is another
group that they also care for. Family assistants who support intellectually disturbed families are asking: who we are? An assistant or carer of a person with a
disability?
If it is a family with mental retardation, it comes out that we suddenly are to assist the disabled person.

With such a person working harder - according to the assistants can lead to
some level of his work and than can not do anything more. There are also situations where, without constant help, habits become receding.
Unfortunately, it is like it is, I also work with such families. Sometimes I think we
are used. It seems that we have already gone straight, we have minimized their
financial problems and they suddenly forget everything. This is the fight with
windmills. You can straighten them up to a point, pull and then nothing.

Similarly, the case appears to be with persons who are normal, in good intellectual standard, which, for educational reasons and systemic deficiencies resulting
from lack of care and attention, can not function properly in the environment.
Physical disability is also a problem. They emphasized that people with disabilities often fall into depression or complete helplessness, for which reason, their
past lives can break up like the house of cards.
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7. Description of actions taken in the family

The scope of tasks for a family assistant is based on the legal norms, the organizational culture of the institution in which he is employed, the specific national
standards of work with family, and specificity of the plan prepared for the particular family. In the case of Austria, the Czech Republic and England, family assistantship is a service that is subcontracted with the scope of tasks to be performed at the request of a social worker (Austria, Czech Republic) or a team of
specialists (England). In Poland, the family assistant is a self-employed specialist
working with the family, which itself determines tasks based on diagnosed
problems in the family. The aim of the work of assistants in Austria, England and
Poland is to assist parents / carers in fulfilling basic care and education functions so as to prevent the removal of a child from the biological family and taking care of the child in foster care institutions. Whenever possible, efforts should
be made to help children in their family environment.
We will always strive to keep the child at home with his family, all we can do must
be in the best interest of the child and his family. [FGI UK]
If the family is unable to cope with the care of their child and is assessed as such,
the child would normally be placed in relatives, ie under Special Guardianship or
Adoption or foster care, and in rare cases the child will be looked after in a nursing home or possibly a hospital. Who could provide proper care, for example, if the
child was suffering from severe autism, difficult or risky behavior or lifethreatening illness. [FGI UK]

In the case of the Czech family support system, its aim is primarily to increase
the family's ability to care for the disabled and to support the integration of
children in various aspects of social life. In each country, support is important,
family support, motivation to solve problems, and realization specific tasks
geared to change. Improving the functioning of the child in the family assumes
changes in many areas of family life, so the goals of the assistantship can be
grouped into several of the most important: Strengthening the parental / carer's
parenting skills, strengthening parent-child relationships, improving social and
living conditions, improving the housing situation, improving household skills,
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improving the psychosocial functioning of the family (including motivation for
addiction treatment), etc.
Problems in families determine the goals and tasks that need to be taken to
achieve the intended effects of change. Below are some statements by Polish
respondents who give a certain picture of the range of problems and responsibilities they face while performing their professional duties.
The problem of alcoholism and related violence is solved by motivating the addict to treat or encouraging the victim experiencing violence for setting up a
Blue Card, reporting a case to the police.
In my case it is like that: When there is an alcohol problem, then I apply to the Alcohol Problem Solving Committee and I ask for a conversation. That person is invited and is already dealing with the committee that is investigating the matter.
And then I contacted whit this lady from this committee.

Here the assistant used cooperation with another institution that took over the
client and his problem, or rather one of the family problems.
Assistants enhance the self-esteem of their clients, belief in the success of actions undertaken by the client.
I have that lady. She has five children and lives in her ex-husband's house [...]. She
was still sitting at home because the husband was insulting her and maybe even
beat her. Well I told her that she has her rights and everything can be turned. And
after three months she set him up with a Blue Card, she went to the psychologist.

Assistants are motivated to change - not so much the lifestyle, as the environment in which they live. Hence, they urge their patients to repair their flats, take
responsibility for the environment in which they live.
Suddenly there are curtains, suddenly there are new furniture, you have to do the
order, we sort the clothes. It turns out that you need to buy something new.

Often, assistants take actions that go beyond their duties. This is about activities
of their own assistants and using their own resources to help their families.
They organize a variety of charity activities, including collecting clothes, toys for
children, furniture. They are looking for sponsors who can help with exchanging, for example, windows in flat, or repairing a sewer. They use their connections to speed up the service or lower its price.
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I had such a family, there was a girl. Very bad girl [...], it turned out that she sings
nicely (...) but it was a problem because the girl did not have a front tooth. I
snagged her mother to the dentist and so I arranged that she paid only three hundred zlotys instead of 1300 and the baby has a tooth inserted and sings somewhere in school.

Participation in intervention activities is also an assistant's job. They are people
who know family members well, so it's often easier to get them into the house.
Naturally, interventions are carried out with other services, usually with the
police, district offices, sometimes ambulance. Assistants, as they say themselves,
deal with child protection.
Well, there was a case where a schizophrenic guy threw a woman with a child
from the house, threatening to kill them. Well, I called cop, a lady came from
PCPR. And I settled them in a single mother's house.

The purpose of the support is to help solve the basic social and health problems
of the family. Because financial security, housing and health is the beginning.
Usually assistants start with this.
First of all, improving living conditions.
Very often you have to start from this. Throw away the old, stinking bed.

These seemingly basic and for some obvious things have very big power.
Throwing out the old bed and painting the walls will not fight family problems,
but it can be the beginning of change because some initial action has been taken.
By helping to solve the basic social and health problems of the family, the assistant helps to eliminate the factors that are often the "brake" at the beginning of
the road at work with the family. Not resolving them at the beginning of cooperation will prevent any work. The assistants in their statements used mainly examples of assistance in arranging social benefits, repayment or spread into installments of housing debt. Often they have also mentioned the diagnosis of
"eye-to-eye" visual disturbances, or hearing the client and directing them to a
specialist. Having installed a hearing aid or fitting the correct eyeglasses to the
eye, clients were perceiving the reality surrounding them completely different.

40

Actions in families experiencing a variety of problems are determined by the
role and functions of the family assistant in the support process that has been
set by the applicable national / local support system.
In the Austrian child and families' support system, the family assistant assumes
the role of a carer with a counseling and monitoring function of the family situation. His main tasks for family members is to model different roles in everyday
life, so as to show how families can solve their problems in a different way than
before. It is the responsibility of the assistant to observe how adults protect the
child's basic needs in the family and whether the child is not exposed to harm
and to report to the appropriate institution any signal that the child is harming
the family.
In the Czech system, the family assistant was assigned the role of tutor, with
primary care, counseling, education, motivational and activating role. His main
purpose is to help a child with a disability in its day-to-day life, from providing
nursing services (bathing, dressing, meals, etc.) through: helping with learning,
helping with the development of their own interests, or helping with leisure activities. The counseling function is carried out by indicating to parents / carers
the proper way to deal with a child with a disability.
The family assistant in the English social assistance system is a specialist in social work with the family. In this group it also stands out specializations - persons with specialization in working with a disabled child will be referred to families only with a child requiring specialized support. It carries out activities that
include psycho-emotional support, care, education, motivational and activating
support and, as is widely emphasized within the system, the coordination functions of the family. This last function is extremely important as the English support system for children and young people includes a variety of services to improve the living situation and personal development of young people.
In Poland, the integrated child and family support system is just beginning to
shape and it can be assumed that the introduction of a family assistant to this
system is only a first step in the development of these services. Therefore, the
scope of tasks assigned to an assistant in legal solutions and in practice indicates that the assistant performs many roles and functions in the family, from
the child's tutor, teacher, specialist (therapist, psychologist, social worker) etc.
The activities it undertakes include diagnostic and monitoring functions (diagnosis and assistance plan for the family), caring, psycho-emotional support,
counseling, mediation, parenting, motivational activation and coordination of
activities directed at the family. And interestingly, the lack of specialization in
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solving specific problems in the family causes the person who performs the
tasks of the family assistant becomes a "specialist of everything". He is a person
who will help to clean the apartment, cook dinner, do the lesson with a child
and sometimes read a fairy tale to sleep. Will help adults to get to a specialist
doctor, spreads the debt in installments, and in need he will hug and listen.

8. Methods of family assistant’s work and their evaluation

The purpose of the family assistants is to strive for a change in the current behavior of family members. The assistant, on the basis of the situation of the
family, has a clear idea of the goals of the change he intends to achieve and the
means of their implementation. The definition of objectives and the selection of
resources is made as a result of methodical approach. The methodological approach in the work of all social professions, and therefore the family assistant,
consists of several phases:
1) Familiarize a social worker / family assistant with a social problem or
with a request;
2) Analysis of situation (collection of information about the client, general
context, social institutions);
3) Preliminary and operational assessment;
4) Development of a help plan (action plan) in cooperation with the client
and conclusion of the contract;
5) Implementing a joint aid plan (project) and taking action;
6) Evaluation of results;
7) End of action8.
From the point of view of family-work efficiency, one of the most important
steps in this planned method of action is the implementation of a common aid
plan and the selection of resources while working with the family. Resources
should mean the selection of methods and tools of action that will be applied in
practice. In the rich literature of the subject the methods of social work can be
applied by family assistants. This is because there are no working methods di8

More: I. Krasiejko, Metody działania asystenta rodziny. Podejście Skoncentrowane na
Rozwiązaniach w pracy socjalnej, Wyd. Naukowe „Śląsk”, Katowice 2010, s.45.
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rected primarily to family assistants. It is worth mentioning that often family
assistants are educated social workers, so they have a good knowledge of social
work. The current methodology of action, based on experience, is diverse, giving
the professionals the freedom to choose, depending on the individual preferences of the specialist and the possibilities of his clients. The social and institutional environment in which the family functions is also important. Below will
be presented some of the most commonly used methods of social action. All of
them are based on theoretical assumptions and empowerment experience and
work on the so-called. resources. Empowerment – that is work based on
strengths. Empowerment in the practice of social action means the ability to
gain control over one's own life to achieve a goal. It outlines the methods used
by specialists to strengthen those who lack such power, control over themselves
and their lives9. The mechanism of the empowerment process proceeds in three
stages: 1) unlocking the potential; 2) increasing competence; 3) improving selfawareness. „The empowerment described above empowers the client to another
fresh look at the surrounding reality. They allow the client to recognize his or her
strengths, abilities and skills, which, even if small, can give rise to changes.”10.
Strengths-based social work practice uses, for example, concepts of positive psychology - solution focused model, strengths case management, individual placement and support model, building model of community development11.

9. Description practical application of the methods

Asking the respondents about their methodical approach in their professional
practice, we were interested in the extent to which the aid is a planned process,
and to what extent is this action based on our own experiences? A number of
research studies on the practice of helping people point to the fact that workers
are driven by theories derived from different models and methods of action,
combining them and with their own individual style, based on experience 12. It is
9

R. Adams, Social Works and Emowerment, BASA, London, 2003, s. 3-4; [za:] I. Krasiejko,
Metodyka działania asystenta rodziny….op.cit., s. 50.
10
I. Krasiejko, Metodyka działania asystenta rodziny. … op.cit., s. 55
11
Description of individual concepts and their precursors: I. Krasiejko, Metodyka działania asystenta
rodziny. …op.cit.
12
R.A. Skidmore, M.G. Thackeray, Wprowadzenie do pracy socjalnej, Wyd. Śląsk, Katowice 1998.
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difficult to determine the reason for this, since new theories and models are
emerging based on the experience of the employees they have experienced during their professional work.
Research in four countries confirms this generally used scheme of practical
work conducted by family specialists. In each country, according to the standards, a model of methodical activity with certain phases is maintained. In methodological work, it is very important to gather information about a potential client and analyze the situation. It is the basis for the development of further
phases: the help plan and the ways in which it is implemented.
About information collection methods in particular countries we could find out
on the occasion of answering about the standards for creating support plans for
the supported family. Two models are worth mentioning: the Polish model and
the English model.
In the Polish assistance system, the basis for information about the family is an
environmental interview conducted by a social worker. This interview is a collection of information made on the basis of a standardized, nationwide tool. The
data that is collected relates, in addition to basic information (income, occupational, health, housing), the family situation of people living together. In the remainder of the interview, the focus is on obtaining data on both adult family
members and the situation of children in these families. Questions focus on conflicts in the family and their causes, caring and education problems and their
causes, domestic violence, family functioning in the environment and relationships with relatives living separately. A description of the situation in each area
is made by the social worker on the basis of information obtained from the client and on the basis of documents confirming the actual state of affairs. The
basic information contained in this document is supplemented by assistants
during individual interviews with a social worker and other specialists who
have previously worked with the family (if the family was already familiar with
the institution). Diagnosis of family situation is deepened by participant observation (assistant work in family environment). Such family data is the starting
point for the next phase of the methodical approach, the help plan / action program. What is important, the decision to award a family assistant is based on
the observations and conclusions of the social worker, sometimes in consultation with a direct supervisor or other specialist, depending on the organizational culture of the unit in which the family assistant is organized. The information-gathering practice used by the vast majority of respondents to research
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in Poland is based on a subjective opinion about the family from other family
work specialists. Each of them conveyed their family image, and this can lead to
loss attitude of a neutral specialist in the process of establishing and long-term
cooperation with the family. It is up to the individual predispositions of the family assistant and his reflection to what extent he will remain neutral in perceiving the subject of his influence.
Well, because it is so that from every environment, from each institution there is
another opinion about the family. As I talked to the curator, she said – and they
are like they are. As with the social worker it is the same.

In the English social assistance system, methodical activity begins with
the information about the family receiving help, and ends with the evaluation of
the results and the completion of activities. The first, important method is to
assess the situation. Evaluation is made by a social worker but its results and
recommendations are shared by all professionals working in the integrated
child support system. Evaluation is intended to collect and share information
about the family, its strengths, limitations, and how to protect the good of family
members, especially children. The assessment is made in terms of the degree of
danger to the child in the family environment. Depending on the results of the
evaluation, the work of specialists is undertaken. The degree of child danger is
determined on the basis of harmonized indicators. Common Assessment Framework covers all aspects of the functioning of the child in the family and is used
throughout the UK by all social workers and health care workers. The evaluation structure contains three equivalent areas:
Child’s Developmental Needs – health, education, emotional and behavioral development, identity, family and social relationships, social presentation, selfservice skills.
Parenting Capacity – basic care, security, emotional heat, stimulation of development, guidance and limits, stability.
Family & Environmental Factors – Social resources, social integration of families,
income, employment, housing, a wider family, family history and functioning.
For each area has developed sets of indicators describing the facts. Based on
this assessment of the child's situation in the family, help plans and ways of carrying out the tasks are built. When developing a plan, social workers are required to put in place, based on research and experience, working methods ap45

propriate to the specific situation. Plans must be accepted by the team manager
and only then can they be forwarded to the finance team.
The description of working methods in the family (phase five - implementation
of a common help / project plan and the selection of actions) has caused some
problems for respondents, regardless of the country where the research was
conducted. The methodology of work was described rather by the type of action
taken rather than by the definition of a particular idea or concept.
Austrian studies have revealed that social workers have very little to say
about their methods. They use their own experience and scenarios of diverse
situations. Only experts can write the canon of methods and describe them in
detail. But during the conversations they exchanged all that are used in the
practice of action, and not the ones that are used by them in working with the
family. According to respondents from Austria, the most important thing in
working with clients is to establish good relationships. Building a relationship
with a customer begins with small steps, starting with a common plan of change.
Social workers / family assistants need to "learn their customers" to understand
and adapt assistant's work to their needs. Social workers are trying to respect
the value system on which family life is based. They cook together, clean up,
learn with children, etc., but nobody teaches, they only try to educate family
members about the common rules that will apply in their family life. With this
approach, social workers need to learn that true experts are always family
members themselves. They must know that they are not experts on every matter and realize it. At this point, flashed among respondents the discussion on
social values as a social norm. Who creates rules, who sets them? If the case is
not related to the threat to the child, the question arises as to how much the
family can change, since the standards they are familiar with are very different
from those known to the social workers? Therefore, in the Austrian family help
system, life in line with generally accepted social standards / social values can
not be defined as goals to be achieved by families. The next, underlined method
of work, is social work oriented around society. It aims to involve families in the
wider community, participation in social life.
Family assistants in the Czech Republic use five basic working methods in a
family with a disabled child:
- Individual interview - the assistant establishes the first, basic relationship with
the client;
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- Customer Activation Method - applied accordingly to the client's health;
- The individual planning method - the assistant, together with each client, establishes an individual plan in which they both determine how their client relationship should look. At this time, they set a common goal they will strive for in
service.
- Model Peers - family assistant is trying to create model situations that are
popular in Czech culture for people of the same age, same gender, and with the
same social history;
- Working with a family member - only when the client wishes.
For this group of respondents we can say that they spoke about methodological
steps rather than methods of working with clients.
Due to the limited number of respondents in London, we have only received one
statement about the methods used in working with families:
One on one, work in groups, strengthen [...]. We use one on one, group training,
seminars. I spend time talking to all my clients, about their day, what they do,
what they did before their child got sick and generally about their isolation or
loneliness.

Researched family assistants in Poland know different ways of working
with family (mainly used in social work). However, this is only theory for them,
because, as they think, life goes its way, and methods written in books their way.
Rarely use the naming of a particular method, more about the practice of their
use. Of course they use the elements of methods in their actions, but they do not
quite manage them. The respondents referred to methods of work with individual case, group work methods, method of system approach to work with family,
or concept of working on resources.
Well, group method, individual case, method focused on solutions. Genograms and
photograms. That helps.
We have genograms, that is, we write the whole family situation (...) it works, because you can embrace the family, suddenly a man is aware of the relationships
they have.
We as family assistants identify the resources of these families and their deficits.
And on these resources we are trying to work.
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The disturbing phenomenon observed during the study was the finding that diagnosing and working with the family is primarily based on personal experience
that based on family assistants' experiences, on life observations, try to direct
tasks for families. The personal life experiences of an assistant can be a good
example for the family but can not be the basis for methodical action.
I'm talking to them. We sat at one table and talked. I used my life experiences.

In their professional work, Polish family assistants also use a variety of techniques. The most commonly used technique is training.
This, in terms of my family, is in the first place. Showing them from start to finish.
And that is all - official affairs, writing the script. This is all throw to training.

The method of training according to the respondents is valid, although it may be
abused. The assistants themselves question it because showing two or three
times how to make a bed, or cooking the soup is something different than doing
it with the client every time.
In the interview, the methods of imposing the laws or the working methods of
social workers were often evaluated. Some of the respondents stated that they
did not have time to use any of the methods from start to finish, because they
have no time for it. They deal with the minimum - the removal of matters related to the place and the maintenance of the family, as well as the protection of
institutional care for children.
Reflection on the work with the client and the methods used is very important.
It leads to an understanding of working with another person - in the case of assistants - to revise their beliefs about working with difficult families. The reflexive approach of respondents to their work and methods used can be seen, however, in very few cases.
Well, as I enter the family, I do not always say that it is dirty here, it is not cleaned,
here you have to clean up. Because I think this is my image, these are my social
norms. So I want these social norms my family to convey. So I try to talk to them to
see what they want to change, what they have to change, what is wrong with
them. Sometimes they are tired of this curator, court, social worker. I listen to
them, because sometimes what I'm going to come up with is nothing to do with
what they want.
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10. Difficulties in working with family in the opinion of
family assistants

Speaking of difficulties working with families experiencing multiple problems,
they have to be divided into two groups:
1. Family barriers
2. Institutional barriers
Family barriers:
The first, basic difficulty indicated by all respondents in four countries is the
attitude of family members they adopt in collaboration with the family assistant.
Families, most often are not aware of their problems, do not know what is the
role of another person who appears in their home. People feel good in their situation because they do not know another model of functioning. They do not see
the need for change. The result of this attitude is a disturbed relationship in cooperation with the assistant, which is manifested, for example, in avoiding contact with the assistant, avoiding the implementation of undertaken obligations,
etc.
Well, because she did not want to - because no. And now I also have such a family she is mentally ill but it is in such an initial stage as an alcoholic. She does not
acknowledge that she has to heal. She does not answer the phone, When she see
me on the street she is escaping. [FGI Poland]
Both alcohol abusers, fancy, police interventions, etc. So they challenged me and
even wrote a letter that they did not want me, especially this mother. Because I
think they are the person who gave them the most problems. I worked with them
for two years. [FGI Poland]

Some assistants pointed out that there are families who do not have the courage
to change their situation despite the declared willingness. There are so strong
environmental influences that even the long-term effect of an assistant is unable
to exceed this barrier.
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Well I have a girl in the family where, although we come to some conclusions, she
constantly retreats. But it is a fault that she is a DDA, is a co-dependent, lives with
her parents who drink. She has a guy who is beating her - he used violence against
her and psychic and physical. And she does that for the good of the child she is
able to agree on everything but does not have the strength to change that. I recently gave it to her in writing - she signed it, a list of clinics that can help her and
that she is to use these clinics. This is my defeat, because I helped her a lot. I
helped her to arrange materials for the renovation of the apartment. Because she
has the opportunity to get out of this apartment from her parents. But she does
not want.

Another difficulty in working with clients is the misunderstanding of roles and
tasks that an assistant in a family has to fulfill. This difficulty was most often
emphasized by respondents from the Czech Republic. Among the barriers they
mentioned:
- family requirements for an assistant went beyond the scope of service specified in the service agreement;
- parental concealment of some facts about the child's health and resulting from
them possible consequences when performing the service;
- Involving an assistant for various tasks - cleaning the house / apartment,
shopping for the whole family, taking care of other children in the family, etc.;
- Contesting the quality of assistants work in the presence of a child covered by
the service.
Expectations of clients, inadequate for the role of a family assistant, were also
emphasized in the Polish and Austrian studies. Some parents expect the assistant to be a private, free babysitter or homemaker. In their sense, the granting of
care services in their place of residence exempts them from home and parental
responsibilities.
The story of a mother who constantly wanted to share the care of her children
with the caregiver. After two years of working with the social worker, it turned
out that the child was not able to read, in the food was mold. Mother then called
to the center asking why social workers did not give her better help with children
and why not clean her home properly because she found mold in her food. [FGI
Austria]

Employees are aware of the limitations and opportunities of their charges,
therefore, failures and difficulties in work resulting from customer behavior are
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inscribed in the specifics of the profession and specialty. They must be prepared
that part of the assumptions of their work, as set out in the help plan, will not be
met.
Institutional barriers:
During the study, conversations in each focus group indicated at least some instances of institutional barriers that hinder or sometimes prevent effective performance of the tasks.
Participants in the London study, as problematic, pointed to a language
barrier. London is multicultural, with a high percentage of black families and
ethnic minorities, with more than 120 spoken languages. And although translators are available through Language Shop and Language Line, communication
with families is difficult.
Language is a big barrier, but it's no problem for us, we have to be creative in the
way we communicate. Especially as the translator is not available.

As a problem and a nuisance at work, English respondents pointed to the high
rotation of employees and related vacancies.
Many of our team is working part-time. We also have high staff rotation, as nurses
and caregivers leave, it has implications for families. Sometimes due to sick employee to not cancel care, we must use the agency staff, and it is difficult for families.

In the Czech study, the problem of professional burnout among family assistants
was revealed. It occurs most often with employees who provide long-term care
services in one family. The reason for the loss of motivation to work according
to the respondents is conflicts with family members in the context of the way of
care. Assistants have their own work workshop, defined in the contract, to do,
but some parents do not accept it, putting expectations to the assistants not
consistent with the findings.
Most of the institutional barriers were told by family assistants in Poland.
This is obviously due to the fact that the asystenture, as a service, has been
functioning in the social welfare system since 2012, and there are several areas
of their work requiring systematic refinement or unification. The most
important institutional barrier in respondents' opinion is the lack of clearly
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defined role of the family assistant in the system and all resulting consequences.
The most important barrier is understanding the role of the assistant as control
and intervention, while at the same time instrumental treatment of methods
establishing a relationship with the environment based on trust building by the
assistant.
I do not want to control. This is contrary to the law and that we do it is unlawful.
For the controlling is the curator. And even in such training materials it is written
that the assistant does not have to inform the curator that the client is under the
influence of alcohol.

Managers often send two contradictory signals to assistants - on the one hand,
they demand authoritarian working methods and confidence building, giving
apparent freedom to work, on the other hand they impose, their style of team
management, a function that they believe should be fulfilled. Typically, this function is a function controlling the family and caring for children. There is no other
place for other functions, because there is often no time.
Assistants are subjected to pressures from different sides. Representatives of
other professions and institutions expect them to enforce on their clients quickly entry into action and immediate effects. This pressure often causes the families to be engaged in the tasks that are set before them. Often, the assistant handles of his or her own clients affairs, counting on the fact that it will save the
time and allocate it to other activities with the family. Only that bypassing one
level in the ladder to work with the family will not benefit her, and may have the
opposite effect. Often, such actions apply to clients with physical disabilities.
I have such a person, a woman in a wheelchair (...) as I was banned to bring her by
my car, then I did a lot of things behind her.

Researchers have criticized the lack of logical and causal thinking about family
well - being. In many cases, the assistant's support is introduced into so-called
"multi-generational pathological" families, with the expectation of a change. Often, they are waiting for the last moment to give the family assistant's support
and after that it is hard to work out anything.
Or we get families with nothing to do, just have to take the children. Because they
are waiting, the workers are waiting for you.
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For some respondents, system deficiencies also appear in the selection of families to assist. The respondents emphasized that often managers give the family
assistant "in-reserve" or "just in case", although the diagnosis and advice of the
assistant is different. Often, the lack of an idea to take action by the institution
results in the assignment of an assistant - a panacea for every problem. Such
situations take valuable time to work with others, needing families, also arouse
frustration in the assistant.
I have a problem with system solutions. It is difficult to work with a mentally ill
person or with intellectual dysfunction. And there are doctors, support centers and
anti-violence centers here. And here is just a system failure. And children are still
in trauma and pathologization progresses.
And for me such a problem and what I notice are families with intellectual disabilities. This is a percentage. And that is a huge hole in the system. Because it's a
problem - a family where there is an intellectual disability needs an assistant all
the time. And at some point this assistant would have to take over certain parental functions, and he should not do this. They are able to dress and cook, ok. But
when it comes to such development issues they don't. And I think it's a hole, because everybody is spreading their hands because they do not know what to do
next. This is a topic of concern - apropo sexuality of people with mental disabilities. Because I think each of us has somehow with 3 or 4 such families. This is a flat
topic, and we work with consequences.
I had a single mother, which was habitually refused assistant. And we convened a
meeting about her, which she did not appear on. But with such a stubborn maniac
we walked for her until she signed that she would accept the assistant. But she
was doing nothing. Well, I did not want to work with her anymore, because it was
a waste of time. But the manager said - please, come to her because there's a baby.

Lack of understanding of the role of family assistants by other colleagues is
problematic. The question arises as to whether the main barrier to the work of a
family assistant is not the workplace of the assistant? In all cases, these were
social welfare centers. Maybe there should be only one representative from
each institution? There should be a social worker from the social welfare department, curator from the institution of justice, teacher should represent the
school. Where should a family assistant come from? This is a very important
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question, on which should be answer quite quickly, mainly because of the good
of the family.
Some respondents also pointed out difficulties in working with other institutions, especially the court.

But the worst is the judicial system. In my family is a 15 year old girl, which is bad
for the mother. There drugs and alcohol also come into play. And even her mother
wrote to put her in the resort. And the hearing was in February and they had to
take her to take some psychologic research, it took her probably a week ago - and
it is May. And then it's two weeks waiting for the result. Then the hearing. She has
five hearings of others. Instead of taking her from under the door to the correctional institution, so that people have peace, it has to wait months. And she can
kill someone.

There is a mother whose three children have come to the facility and come back.
And mom is emotionally disturbed and for her the best condition is pregnancy.
And she has four children, three in the foster family of her mother. And she wanted
to divorce with her husband, but she wanted another baby, and that her husband
did not give this baby, so she found the next guy. And so they live together, in
three. But the curator said she was not interested in who she was sleeping with.
And they took her children for eight months, then returned when the youngest
was fourteen months old. So she said she had lost the best time for child and in
three weeks she was pregnant again. And the judge says that she is efficiently educated.
[…]Because the court often believes these people. And this is my word against
their word. And they give back these children who after a few months have the
same as before. Well, but people say – if the court give the children back that
means it's ok.

It is also worth mentioning quite a lot of rotation in the profession. Over a half of
the researched assistants worked for a year or two. Only a few were employed
in the first period of functioning the system. A lot of work, imposition of functions and tasks to work with the family by the management and lack of cooperation with other units causes family assistants to resign from this activity. Usually, people who have previously worked in social assistance in other positions
are doing so.
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11. Additional information – the concept of social exclusion in Great
Britain

1. Social exclusion
During the study in the UK respondents were asked what they consider to be
social exclusion. There were a variety of answers which shows that in the professional health and social care services there is still not a clear definition or
understanding of the term.
Social isolation for me is where you are not able to access the services and
you are forgotten. If you are in an area or in a situation you are isolated
from other people of accessing services as a family or a person.
I think of social isolation in terms of relationships and connections with local people, some of the families that come to school are isolated and don’t
have those connections. They don’t go to the same religious place, or shop
or pub or whatever makes them part of the community. But they don’t have
the relationships and then exclusion is more of an active blocking of the relations.
People being treated inappropriately due to knowledge or culture. Giving
up on those who have been through the system a long time.
Belonging but not in the sense of me saying I’m not British, all the Asian ladies who don’t speak English, it’s kind of like you are disconnected with the
whole community, you are only interacting with the same people, the same
demographic, maybe gender based, not in touch with any services, your
child might be your translator and you only deal with your home and house
and not really any wider than that, just your family members.
Social isolation occurs when you are caring for someone all the time and as
a result who don’t access anything outside. Children who have siblings that
have a life limiting illness can be very isolated as they also have to be carers
and this impacts on everything; school, friends everything.
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2. Social isolation definition
All respondents were given the following definition of social isolation:
‘Social isolation can be defined as ‘an objective measure reflecting an individual’s
lack of contacts or ties with others (family, friends, acquaintances, neighbours and
potentially service providers). Social isolation is characterised as an absence of
limitation in the quantity of social interactions. Loneliness is a subjective perception in which a person feels lonely. Social isolation can be described as ‘situational’ or ‘chronic’. (Sharf, 2014)
The respondents felt that this was a good definition and all agreed that social
isolation was a problem with many of their clients.

3. Current practice
Social Workers, Health Visitors and Family Support Workers do already try to
improve their client’s social isolation but the others that do not discuss it felt
that it could be a difficult subject to bring up with their clients.
I have never had a conversation with a family about feeling isolated or excluded. So it’s my perception from what is a mass of people (school gate),
mums who are on their own and don’t talk to anyone else and over the
(school) year you expect them to make friends but they don’t.
Health Visitors look after children aged between 0 and 5 years old and perceive
their work as ‘inclusive’ so that the whole family is looked after during this time.
They use a range of support services to help families and to try and reduce social isolation.
To ensure that everyone gets the same support, we use voluntary services
and childcare centres and also with housing. We can make referrals to
wherever and all our families are isolated there are services that they can
be referred to like childcare centres.
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The Health Visitors will also follow up on their families and make sure that they
have been to the childcare centre or elsewhere to try and reduce their social isolation.
Yes we follow up, we have to and we follow up on their progress. Should get
feedback and the health visitor should follow it up.
Other respondents have a different view of social isolation as for many of their
clients it is a situational isolation, in that they have a child who is severely disabled or has a life limiting disease and because they spend most of their time
caring for that child and any other children it prevents them going out and reducing their isolation.
I think my families do know that they are very lonely, it is all about practicality and if you are doing this all by yourself and not having an adult conversation. You can’t go and meet anyone and if they have had a relationship or are a single parent you can be very lonely as once your children are
asleep but no one is taking care of you and you then have a repeat of the
day before, some families have said that they are very lonely.
I use the word isolated rather than socially isolated. If a child is life limiting
condition there family network and friends will change because of hospital
appointments, as they can’t access things as easily like going to the park or
if they are in a wheelchair you can’t go to a lot of homes.
Social isolation for many of my clients is a real problem, they can’t get out
and do what they used to do so it impacts on everything.
4. Positive comments
There are some positives in the debate around social isolation in that Local Authorities now have to be as inclusive as possible and that they have to abide by
the Disability Discrimination Act. So where possible children are educated in
mainstream education with whatever support they need in order to be able to
do this.
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The Disability Discrimination Act is there which means that you have to
provide disabled access in all schools and there was another child in my
children’s school who was severely disabled and he was able to go to school.
They have lifts, toilets and ramps and one to one support.
There is also an emphasis on inclusion, so you have children with very significant medical, emotional, behavioural needs and they get the support to
be part of school. There was a boy with downs syndrome was there at my
children’s school till he was 16 with support of course but it was great as
the children were told to help look after him.
5. Financial issues
All respondents were clear that social isolation was a problem and while they
were trying to do something to help families there was also a problem in that
services were suffering from financial cuts and as result some centres had
closed or services have been cut.
We have lost a few children’s centres over the years and we have to just do
what we can do.
There has been a cut in services, for example school transport, more of an
expectation that parents will provide this themselves.
It’s improved a lot it’s just that the government don’t fund it sufficiently.
6. Connectivity
All respondents were asked about using the term “connectivity” as in to improve connections to the community and services and whether this should be
used in a positive sense instead of social isolation. Generally respondents felt
that using a positive term was better than using a negative one but that social
isolation probably described the situation better.
Always use positive language where possible, I want to reduce your social
isolation and whether this strike up other things.
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You might need to use the term ‘social isolation’ in order to explain what
connectivity meant.
Generally most respondents felt that using the term “connectivity” by itself was
not clear enough, most thought that it related to IT, broadband usage or Wi-Fi
rather than a social connection. It was felt that if the term was to be used it
would be better if it was called “social connectivity”.
I am not sure that connectivity has the meaning that we are aiming for as it
is about the internet – if someone said it to me it would be improving my
broadband.
Connectivity is it about IT or electronic? Wi-Fi? Improving connectivity, I
find social isolation ok. You can use it but otherwise I think connectivity, if
we went somewhere without Wi-Fi we would say that we need to improve
the connectivity.
Connectivity itself won’t work – needs to have something to direct it – so I
think that social connectivity could work – but to be honest I would initially
think it meant something to do with Wi-Fi
7. Toolkit
When asked about putting together a tool-kit in order to reduce social isolation
most thought that was a good idea and that they were already in place for other
issues. Although some did think that tool-kits were overused and might not be
that useful in this instance.
We use tools to monitor post-natal depression
I am allergic to the word ‘tool-kit’. I know with families they would be unsure how to answer these questions. But if they say I miss seeing my friends
or I miss going out you can take it further.
When asked about the different scales or questions that should be used in order
to measure social isolation, there was a preference for using questions that were
positive and that were for service providers to use rather than for academics.
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The scales – better to use a service provider one, one that is positive. It’s all
about mindfulness, just make someone a cup of tea…….. It’s about making
you feeling better.
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PART THREE

SOCIALLY EXCLUDED FAMILIES IN THE LOCAL
ENVIRONMENT

The idea of project „Integration through Education. Innovative methods of family assistance as a tool for equalization of opportunities for families at risk of
social exclusion” is the development and implementation of the institutions
dealing with help and support of families experiencing difficulties, working
methods, that respond to the needs of family members they work with. One of
the aims of the research conducted in four countries was to assess the impact of
institutional support provided to family members using family assistant's services.
The information collected about assistantship, their impact on improving the
quality of life of family members, the effectiveness of their actions, and their attitudes towards this form of assistance show whether the current style of assistantship, organizational level, is adequate to the needs and perceptions of the
stakeholders themselves. It is intended to stimulate reflection on the work of
family assistants. Reflective action is that which balances the organizational culture, values and practices with the skills and limitations of families.
In this part of the report we present the results of the study with representatives of families in Poland and in the Czech Republic.
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SOCIALLY EXCLUDED FAMILIES IN POLAND

1. Families evaluation of the cooperation with the assistant

The assessment of family assistants in family reviews is positive. During the
three meetings with the families supported by assistants, there was no bad
word about the assistantship. In general, the beneficiaries of the support are
satisfied with the cooperation.
Well, I'm happy with my assistant. It helps me a lot.
I have a nice assistant, I do not want to get rid of her.
My is very cool, I could live with her.

The statements shown that assistants are treated by clients as good friends. This
applies mainly to female assistants and their clients, also women, who form a
one-sided friendly relationship. One - sided – because the assistant due to professional practice should not befriend the customer. There were also statements
indicating that the assistant, through the emotional support he gives his client,
sets up the role of a family member - usually the parent.
I feel like it was my mother - I have never had a mother in my life [...] We did not
have [with my sisters] maternal love. And I can talk to her all the time.

From a psychological point of view it is difficult to distinguish whether the attitude of a strong client involvement towards a family assistant is a good attitude.
However, it is worth remembering the specificities of families that work with
the assistant. People are often confused, often with emotional deficiencies, who
are very involved in various relationships. An assistant is a kind of "connector"
between professionals and clients. His job is to coordinate support for clients
from different professionals and institutions. In addition he knows problems of
the families, he talks with them.
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Interestingly, in one research group young women - aged between 19 and 25 spoke about the assistant indifferently. It is ok for them that he is in their families, however, from their utterances and the attitudes they showed during the
conversation arises that the family assistants were instrumental in their treatment. They do not go into deeper relationships with them, although they can use
the help they give them.
Well, as unannounced comes [the assistant] it was a bull of shit. He comes differently. Well, as soon as it comes it sits down. And I'm talking to him - he tells me
this is good, and that's good. Sometimes it's short, and when he does not want to
go anywhere, he asks if she can sit - and sits.

The approach to the assistant may be primarily a result of a young age of clients
and emotional immaturity, which results in a lack of reflection on their situation
and emerging problems. It shows once again that assistants working on behalf
of the child and families, towards parents, carers of children must implement
similar instruments of work, resulting in educational and care action. Awareness of the importance of tasks and the role of family assistants
It should be a key action towards families.
The investigators described the assistant's visit, although they did not rate
them, we do not know if they would like to change anything in the form of a visit. Visits look different in each family. Sometimes the assistants come in unannounced, sometimes they call and announce their visit.
Differently. Sometimes the assistant comes pre-announced and sometimes does
not. Sometimes unannounced will come at different times.

Clients do not know why it looks like that, but voices have arisen about the desire to "educate" their assistant and impose their co-operative style on them.
Well, he must announce, because I often do not have at home.

It is not known whether these statements are consistent with reality, or are just
a client projection. It is worth mentioning the very idea of assistantship - to assist in the other way means to accompany. However, is it possible to accompany
without any plan, which is the control tool and commits to cooperate? If families
will not know why the assistant comes to them, the sentences described above
will appear more often. Because what does it mean to say - he should announce
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his coming because I am not often at home? How did they present the customer
the idea of cooperation? Usually young adults are rebellious youth, only their
age is different - according to the law they are adults, according to the psyche,
they are young people, rebellious, with unmet needs, emotional shortcomings
that no one has filled. One should consider ways of working with young people this is another field of reflection on how the assistant works with families.
During family visits, the families report the assistant to the task, talk to him,
share their observations, talk about the children.
Well, when I am in home he comes and asks what I did, what kind of case (...) And
writes on the sheet what is done, what I am doing. And usually, when my child
talks with assistant so he is sitting an hour's time. Because my W. talks a lot.

Reporting about perform the task is a way of non direct control. The family does
not feel controlled, but the assistant has information about the client's resources
- whether the client knows how to deal with the issue, whether he understands
why he should deal with the matter.
Assistants are important also for children. They are unreflectively trusting assistants. The older also respect the assistant, but he is often used by parents as a
"scarecrow”.
I scare my son that when the assistant will come she backbite you. Well and she
comes and then suddenly he is quiet.

Assistants often take the role of tutors and family authorities. Dysfunctional
parents often toss the responsibility for their children on assistants, freeing
themselves from the duty of controlling them and justifying the lack of influence
on their behavior.

64

2. Forms and methods of support used in the families

The assistantship is to accompany families experiencing extremely difficult
problems that they can not cope with 13.
We were given that form of help - it was new for us - we wanted to use it.

The assistant is assigned at the request of a court or social worker. Only in two
cases have representatives of other institutions intervened.
The children were in the children's village in K. and some man from K. came over
and said that the children would come home and we would have a family assistant.
As I remember how my child's tutor and pedagogue came home to me, as I was
lying in that dirt, so they told me that I had to do something because they would
take my children.

Currently, family members participating in research are well aware of the role
of family assistant - who assistants are and what they do. They know they support, and does not perform a task for them. Each family is different, there is an
individualization of methods and tasks, but families, while listening during the
study, confirmed the repetition of activities and appreciated their effectiveness.
O1 - I also had such matters with the child that my assistant told me to make these
smileys for Viktor.
O2 - Oh, me too. I had the same.

The respondents commented the system of work used by the assistants. It was
divided into two groups - command and co-operation. Most of the respondents
confirmed that they were more suited to the cooperation system.
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Every man, as he is commanded in a rigorous way, has that resistance in him. I
prefer this partnership cooperation. And not order - that you have to do, because
if not ...you know....

The assistant in the conversation proposes tasks to do. Diagnose with the family representative the opportunity their achieving and depending on the condition of the client helps in their fulfilling or just waiting for the final result. Some
need to help, need to know what and how to do - However, the main task of the
assistant is this, that after a few times their clients must have faced the task
alone, without assistant. Although the respondents admit that they should be
shaken up and commanded from time to time by family assistant.
These beginnings as I went away from my husband I could not gather to go and do
something. And then you were the lady who told me - you have to fix this and that.
And she gave me time for it. And to start with, I had to have such discipline.

Clients, like clumsy children, are often waiting for boundaries to be imposed.
There are also those who have to be shaken up.
But, for some it would be such a shock. [...] Well, because you have to put someone
up. Because you can not be all the time nice. Because he will not do what you
want. Your help can be used.

Families are aware that the assistant's job is vulnerable to customer failure.
Main failure is not fulfilling the task by family. But it is also the desire to use assistant for its own purposes - to settle for it, to take responsibility for the family.
The topic of working with family and developing a common, effective path is
difficult for both parties. From the beginning, the pattern of cooperation will
depend on further actions leading to the strengthening of the family.
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3. Description of actions done by families

When describing actions taken for families, it is best to highlight the problems
that families had to face. The description of the activities also shows the path of
cooperation between the assistant and the family.
One of the main problems is to arrange a space to live. Several of the respondents lived in support centers for mothers and children. One of the tasks assigned
by the assistant was to apply for a social flat.
Now the most important for me is to apply for social flat.
Tomorrow I will go to UM and submit documents for my flat. This is my main task.
Now about this flat, we think to write a proposal, because I live in the home of a
single mother.

Execute action is commissioned to the customer. Sometimes an assistant helps
to complete an application, but after this obliges the client to place it himself at
the premises department. The respondents referred to the tasks as a big challenge - we have to do something by ourselves. Several times they were able to
repeat the information about the application, showing their acquisition connected with performing the task.
Among the respondents were people with alcohol and drug addiction. The most
serious effect of adult alcoholism is to take the children from parents or carers
by court decision. In one of the researched family the children was taken away
because of both parents alcoholism.
Nowadays, children are in D. We are now trying to get them back home. Mr. Jacek
helps us. We did the repairs and we took rehab. Well, Mr. Jacek is guarding us to
take care of ourselves. If it were not for Mr. Jacek, I would not to do anything. Well,
because I landed in the hospital and the children were in D., Mr. Jacek started mobilizing us.

The described mobilization consists in the eventuality to stay in sobriety and
attend meetings of MONAR support groups. This is to make you aware of the
causes of the problem and work on it. Essential for working with addicted par67

ents is whether the family is asking for help from an assistant because she
wants to get children back, or assistant’s help was "imposed" as one of the system tasks. The assistant can then modify his work plan accordingly.
Another family has made efforts to recover children after nine years. They did it.
They are an example of family that determined to take help action and decided
to return the children to the family. They now have an assistant who supports
them in their educational activities. Respondent shows motivation - she is not
sure if she will be able to cope after such a long absence of their children with
their upbringing and the handling of all the necessary cases. The decision is a
rational decision.
I wanted to have an assistant. We got the kids back after nine years. And I wanted
to have an assistant. My children were taken because of our alcoholism.

The major problem is the lack or inability to take care of children. There were
also families who assured that they had no problems with alcohol or cigarettes,
and explained that the assistant had been assigned to them due to educational
problems with older children.
Well I have a son, fifteen years old and he is so rebellious, and I prefer to have an
assistant to stand behind me. Because he and his colleagues, and his friends are
not listening anyone. I prefer to have an assistant.
She [the assistant] help me with daughter, she is teenage. I am single mother,
sometimes my nerves will take me. I need support.

The role of the assistant in diagnosing care and education problems should be
multidimensional. First of all, what is the meaning of helplessness in matters of
care and parenting? Parent support is one thing, but it is important to make the
parent aware of why the child exhibits behaviors that are defined as problematic. As one of the participants noted, the presence of the assistant helps with
handling matters.
I was fighting for a therapist without an assistant (in the time I had no assistant).
I did things, but it did not work. Because it was also so that the daughter did not
want to talk to a psychologist. And now it's completely different - we've got to do
the coercion with the assistant and now. She has to walk. Now two people are
watching at her.
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The assistant also appears as an acting force and launches processes that, although accessible to every citizen, they can not always launch due to disturbances in the definition of help and support categories.
Actions directed towards younger children are mainly, in the opinion of the respondents, activities related to the crèche and kindergarten.
Now it's most important with this social flat. And with kindergarten. Because she's
going to kindergarten, but I want her to get her to eat lunches there. Well, I have
to fix it, but assistant will help me.
I have to arrange the crèche. Because I want to go to work, I have to get a crèche.

Respondents do not describe what actions they take to arrange the creche or
kindergarten. You can only conclude that they have to go and file documents.
However, it is not known whether the assistant will be accompanying them or
will just commission the task.
I arranged kindergarten, because F. is from one to six, but it does not fit. Because
he preferred it in the morning. And so it is that morning is sitting with me. And as I
have some business to do, I have to take them with me. No assistant to me at the
kids helped a lot because she only explained and showed. She explained what I
can do, where I can go, for example. Much has taught me so I know what and how.

This statement can be inferred that the client is not satisfied from the hours of
attending her child to kindergarten. And we do not know if the assistant motivates her to work on whether they both take actions to change the situation.
When I was living in K. assistant explained me how to deal with a child, how to
talk to her.

Many beneficiaries of the support are single mothers who have experienced in
the past or continue to experience psychological and physical abuse. Assistants
with their presence, conversations and offered support strengthen them by
showing the situation in which they and their children are.
Well, as I was with the father of children I also had such a nice assistant. She didn't like my partner, because he was not working, and drank. It was very painful for
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me. I had to explain all the time. And one day she said to me - you have no choice,
you must do something about it.

This is of course no excuse. It shows how important it is to work with the client,
to make him realize that it may be different, but client must make the effort. And
it is in these efforts must help him. Clients, talking about help after departure
from toxic, violent relationship, emphasized assistance in the form of maintenance, possibly limiting the parental rights of the father, or regulating the relationship between father and child. Support concerns on light help etc. supportive conversations, psychical reinforcement, were not emphasized too much. It
can be assumed that in the consciousness social help clients', conversations and
support do not constitute the value of which one's speaks and which one's remembers.
[…]and write a request for deprivation of father's parental rights. Completely.
Well, because he's not interested .....
[…]I ask what I have to do and how. I am now depriving the father of my children
rights because he was limited and now I am depriving him. Well, we wrote together with assistant, I wrote alone of course, but assistant told me what I could add.
So there are some diagnoses and test results there.

You can see here a specific help measure, which translates into a real benefit.
The assistant took the informational role.
In addition to the conflicts with partners, there were statements about the conflict situation in the immediate family. It is also a field to work with an assistant.
I was offered such a group to counteract violence. Because there was a terrible
conflict between me, my mother and my sister. And that was - not to be provoked.
And that was good because it was aimed at a specific purpose. And that gave me a
lot (...)

The research participant touched on a very important issue regarding the assistants' activities - use to help workshops, group meetings, initiatives often organized by a group of assistants, which customers benefit from. Assistants direct
their clients to youth clubs, parent support groups. The greatest knowledge
about this subject had respondents from the city over 500 thousand residents
who talked about the initiatives in which they participated.
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There were those cool cooking workshops (...) it was very cool.
We went for half a year. And now we had workshops, it was a puppet. We were doing pacemakers and we had a show a week ago.
Through this previous assistant we had another parent's academy. And then at
the center of social integration I went to these cooking. There we made Christmas
decorations. And we also had a two week trip to the sea. And this year, in October
we had a week trip to T.

Workshops, meetings, trips, is an offer to activate marginalized people. In addition, it is an educational activity. Man, as a social being, should be in the group,
so he acquires many skills that he often does not acquire in solitude or in contact only with the assistant.
The respondents also mentioned that they themselves take action. Initially directed by the assistant - talks, support, education - have the courage to undertake the tasks themselves
I set myself a job. I know what I'm doing. I am so motivated, even when we sometimes write tasks that they exceed, what was written.

Activating a person incapable of taking action is difficult, but possible. Not every
customer enjoys the chance to become independent. Some are afraid, others
have a claim and resist. It is important to remember that working with a family
with multiple problems is a long-term affair - it may take some time to take selfdirected action.
She set me a plan of the day. For school year with kids. Who when gets up, when
has duties? What in school, what in free time. How does it look like the evening,
looks like a weekend? Just as we plan for a month, we write the most important
thing we have to do. And I declare what I am able to do. With my assignments,
Mrs. A. points me in the right direction. We lay down according to the importance
of the case. And I'm reporting on the things I'm doing. Recently assistant told me
that I should do the same thing myself. That was my son's disease document - I
had to go and deal all matters connected with it. I was reluctant, but I agreed. And
that was it, I did it. I was very proud of myself at the time.
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t is very clear from this statement that a lot of assistant's activity is needed for
the action, but also from the client side it should be action. As you can see, family assistants should have many methods of persuasive motivating in their workshop. There is a group of clients on which such work is positive, which contributes to improving their well-being.

4. Cooperation with other supporting institutions

Apart from assistants, families often work with representatives of other institutions. The investigators usually talked about the curator. The co-operation with
him is rather good, although there are also negative evaluations.
I had two curators. One of the family court. She was cool, even though she was
concerned about me at first. My partner drank alcohol. I was beaten, the kids were
beaten. And she once came as a guy was drunk and she just looked at me. But the
next day she came again, when he was not at home. And she said - Mrs. M., we will
take your children. (...) but she helped us a lot. She came once every two weeks.
And then I got the another curator. And he does not help me. He probably comes
once a year.

The curator's perception is different - often the clients, like with the assistant,
do not know why they got the curator or why he or she is assigned to them.

But now they mostly give - either the curator or the family assistant. Well, I had
problems with children, because one child to school was not meant. I had a case.
And I got the curator even though the kids were clean and well-groomed.

To the end it is not known, paying attention on the way of client's statement,
what is the truth about this family? What is the real reason for being a curator in
this family? It is associated as a further control tool by the system. Only how to
coordinate if the controlled side shows a passive attitude? And often everybody
"screams" on the assistant because he did nothing to make the situation better.
In turn the assistant can not take over the role of curator in the family, he can
only cooperate with him. Each of the curators has a different system of work 72

from the opinion of the surveyed people it is often possible to find out that the
curators are rude, they shouted.
Well I was at a professional curator, I wrote about his change too. She probably
got too used to my family and had a stereotype view of us.
[...]I used to have such a curator. Man. And he has gone too far. And I was then a
minor. He was very rude. And to me and to my siblings he spoke badly.

The problem of stigmatization of families by social workers or curators was already addressed by the assistants. The role of aid workers sometimes, supposing by the statements in both groups, instead of replenishing - they are excluding.
The next and last institution with which the investigators work together is
school. They are in contact with teachers and educators, but their statements
indicate that the school is not an institution with which they are contacted with
pleasure. Alternatively, they often disclaim responsibility for contact with the
school on assistant.
It is worth mentioning the contacts with a social worker who, although he is an
employee of the same institution as the family assistant, does, however, in the
opinion of the respondents, play a different role.
And I also have a nice social worker, which reminds me that I got money, I will get
something.
Well, he is calling me and tells me what I can get, what money is for me. I think
about it, but I have 6 children and I do not always have time.

These statements show that cooperation with social workers is working well.
However, they show the problem of the role of social welfare workers and their
treatment by clients. We should ask the question - who is a client and who is the
applicant? Families emphasize the complaisance of social workers who educate
their clients in their rights and needs. Such behavior contributes to creating barriers in your own environment, because this workers are badly seen, who, in
accordance with the principles of social work, motivate their customers to take
action without showing them the ready solutions.
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5. Assessment of the impact of support in families’ opinion

A very important aspect of the study was the response to the question of how
assisted families perceive the help they receive, and whether the actions they
take affect their habits, their self-awareness.
Some of the respondents do not know why the assistant was assigned to them.
They assume they may have some problems, but they can not tell what problems. There was even a statement of one respondent saying that as an assistant
was not, she had no problems. When assistant appeared she had a lot of problems.
Well, I do not remember why I had this assistant. Previously, I thought I had no
problems. Only when I got an assistant - it was the problem for me.

We do not know how the situation looked exactly, but the problem remained
because the client still does not know why the assistant was directed to her family. Further comment shows lack of communication.
Well I do not know why I have this assistant, I do not know why. Well, because he
started writing somewhere to the institution, because I have a mom's flat because
my mother left. I never got any writings, just as he started to write it began to
come. All in all it was as he started to fix it they wanted to throw me out.

Another respondent states that there is no assignment from the assistant because she has to take care of herself.
I do not have any tasks, only [assistant] comes and see if I was at the doctor.

It can be inferred from the testimony that he needs specialist care and, perhaps,
when he is reinforced, he will begin performing other tasks assigned by the assistant.
It is very difficult to articulate to customers what their problems are - mainly
because of their dysfunction - emotional and social. However, it is worth point74

ing out that the problem exists. Some clients underestimate their problems or
do not know their existence. And if that is so, then the question arises about the
perception of help itself. Why is this help, why I get it? Improving the situation
of the family - adults and children is not just living in a repainted flat, granting
benefits and general improvement of family well-being. It is to realize the importance of the problem the client faced and to prevent the problem from happening again.
Often, clients were supported by their assistant, but they did not know who they
were letting in, who they were going to work with, and why.
There would be no assistant, because I did not need an assistant. But from MOPS
they said that we would need an assistant because we would help the children.
Well, and I say I do not complain. Well, because I have problems with my children
- they do not want to learn, they are rude.
Because, I have five children, we are together with husband only, I do not have
family support. And I also thought I had no problem. It came out that I'm in a
black hole. Because at the beginning I told him why the assistant? I'm dealing with
everything. And then I thought - but maybe this assistant is needed. Because we
did not do anything, any flat's repair ...it was far, far away. [...].Until we finally got
an assistant. I have a month, two and I have everything. I have finished the renovation. We needed a kick to do something.

There are many similar situations. People do not feel they need to get help. Only
when they receive it can they appreciate it. The problem of repair, as well as
children's gushing, is just the tip of the iceberg. Not everyone can admit to trouble, and more to determine what the problems are. Often, after offering assistance, they rebelled. They themselves have fallen into the trap of stigmatization
- the one who uses assistants’ support is pathology. They emphasize that they
are normal families.
We do not drink, we do not smoke, children walk cleanly dressed, daughter eight
years passed with red stripe to third grade.
Because I only have problem with my son. Neither I drink nor smoke. I am doing
my teeth. The assistant is satisfied with our cooperation.

Many clients are resourceful - only when they bounce back from the system
guidelines they notice that they need support. One of the respondents was look75

ing for a place for her and her children, including one child disabled. She was at
the president of the city, at a parliamentary deputy, writing letters to
Ombudsman for Children's Rights. She managed to do a lot of things, but as she
says - she does not have enough power for further tasks. However, she herself
described how some clients use the help of an assistant.
It is true that we take the easy option. That we do not think anything, we immediately call the assistant. And so it should not be, because probably the assistant
work is that we first should try, and then we call for help

In this statement was signaled a problem of so-called "Learned helplessness”.
As if the clients in the assistant person doesn't see as much as the person who
supports, but rather the person who will do the client's job. Sometimes it looks
like the child testing the parent - how much I can afford to support, and when
can I count on taking the task away from me. Respondents identify help only
with the social welfare institution - which is not strange because they are its
beneficiaries.
The greater the number of support institutions in a customer's life, the greater
is his knowledge of them. During the conversation, there was a question of directing the person in need of help to the relevant institution. Most respondents
advised to go to the municipal social welfare center. A few of the respondents
said they would call their family assistant to get information on what to do with
a colleague. Those who dealt with addiction and violence pointed out addiction
clinics, or the police, to make a Blue Card. They also gave examples of their lives,
showing that they have a reflection on the changes they made.
Asked about the future, and what is associated with it, the lack of assistance of
the assistant, respondents have different thoughts.
Well, I know I have to deal with myself, because the assistant will not be forever.
The curator will not be forever. Therapies do not last until the age of eighteen.

They are aware that at some point the assistant's help stops - not everyone is
ready for that.
But I do not agree, I do not want to. I will do everything to keep the assistant at all
times. Because I can not do nothing without him.
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The families with whom the assistant works are diversified. The above statement is most likely a family opinion, which requires a lot of work from the assistant. We do not know to what extent the work remains in this family - what has
already been implemented, what to look out for now. An assistant should know
that one of the stages in working with the family can be described the stage of
"learned helplessness" of the client, attachment to the assistant, lack of faith in
one's own abilities, and what is associated with it - lack of faith in the possibility
of change.
One of the assumptions after finishing work with the family is to monitor her
situation. Customers are aware of this.
Well, I'm not scared, but I know they'll check me out and support me a little.

One of the most important conclusions, after hearing both assistants and families, is that clients of family assistants are at a high percentage a functional illiterate. Functional illiteracy can be defined as a situation in which people without
education or having only formal education can not use the acquired knowledge
to function well in everyday social life. Family assistants often undertook topic
of difficulty in taking action by the customer. Typically, this action was related
to the handling of official matters, but also to enrolling a child in kindergarten or
school, set the rules of the day. Family members cited examples of tasks assigned to them by the assistant - the main axis of client activity was to go to the
office, write applications, deal with everyday matters while the children were at
school or partner was at work. It is worthwhile to make it clear to professionals
working with families - both family assistants, but also social workers and curators, the importance of the term functional illiteracy and describe the phenomenon itself. Often, this behavior is called by persons who cooperate with family,
laziness, lack of motivation. Such terms are harmful and unilateral, because they
can not reach the heart of the problem and stop it.
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FAMILIES AT RISK OF SOCIAL EXCLUSION IN THE
CZECH REPUBLIC
1. Description of cooperation between the family and family assistant

The family assistant in the Czech Republic is a service aimed at helping the family in caring for a disabled child. Prior to cooperation, a service contract is signed
which defines the terms of cooperation, the scope of activities performed by the
assistant, the duration of the service and the number of hours per week /
month. Research participants were 21 family members using family assistant
services.
During the study family representatives were asked how and to what extent
they cooperate with the family assistant. How it is presented their involvement
in caring during individual family assistance. As a result of the response analysis, three groups of parents / carers were identified.
The first group is the parents, who the assistant's working time with their child
treat, as a free time for yourself. This is a time to rest, shop, meet with friends,
etc. Usually this group of parents at the first meeting with the assistant provides
all information about the child, does not control the assistant, does not check his
or her competence.
Ok, thank you for that question. I prefer to leave the house, it's just me. If I have
enough money, I provide social care for my son twice a week. Mostly once a week
but having free time for three hours twice a week is a great balm for my nerves. I
love my baby, but go out for a while, it's just beautiful and I'm happy every minute.

The second group of parents / guardians is the parent who, in the first phase of
the relationship, is rather distrustful of the assistant, but after making sure that
the child is left with the care of competent people, they decide to spend their
time away from home. It takes about one month and this time is dedicated to
monitoring assistant services, discussing child behavior, and discussing issues.
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Well, at first, when I do not know the family assistant well, I usually stay home. I
can not imagine going out of my house if I'm not sure my family assistant is able
to make the whole tasks without my help. If I discover that the family assistant is
able to fulfill the task, I am happily leaving the house.

The third, last group are the parents who will not leave the assistant alone with
the baby at home. They spend 100% of their time with the family assistant, having constant contact with him, by participating in every activity, which is the
assistant doing to improve the health of their child. Even when cooking dinner
or cleaning the flat this kind of parent must have under the control the assistant's activity. They have no confidence.
No way, I'm staying home. I only have one child and my child is my life. Even if I
trust a family assistant, my heart says to stay home all the time

2. Assistance in the opinion of family representatives

The purpose of the Czech research was to obtain the opinion of family members
who were using the services of individual assistants.
Parents are well placed to evaluate family assistant services, both in terms of
their professionalism and communication and collaboration, although they
point to several factors that limit their effectiveness. The most highlighted notes
to assistants are:
The family assistant does not have a clear motivation to work with the
family, they often choose this work because they have failed in another
profession,
Overprotective, doing everything for a child, which restricts the development of his independence,
He answers instead of the child without giving him / her sufficient space
to express himself / herself, making decisions for him / her, even in cases
where it would be desirable,
Overprotection, when it comes of the world outside home, afraid that
something bad will happen,
They do not adapt clients behavior adequately to their age and do not
know how to talk to child at given age,
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They seem to be experts. They give parents recommendations on care
and criticize their approach,
They are contesting the meaning of family assistantship, especially the
cause and principles of integration,
They solve their own emotional problems "using" the family (low selfesteem, inability to adapt to work requirements).
Family members participating in the study also pointed out the benefits that
their children have as a result of working with a family assistant. The most
important ones, most often emphasized by respondents include:
Progress in customer behavior (less fury)
Children remain without family members for extended periods of time,
Better communication between children and family members,
Success in school (preparation for school by family assistant),
Increased motor skills (tying laces, better grip spoons, better mobility,
and more)
During the focus study, respondents were encouraged to talk about support
for families in the Czech Republic. From the discussion emerged number of
postulates (mainly to the government) on the protection and support of families with dependent children :
For every society the good of the family and their members should be a
high priority,
The family is the central unit responsible for the primary integration of
children, so the government should be responsible for supporting families in bringing up children and providing them with appropriate physical
and psychological help. Appropriate arrangements including day care
should be provided,
The government should establish rules that will promote the upbringing
of children in stable family environments. Persons in need of assistance in
solving problems or conflicts should be provided with appropriate services,
In the absence of a stable family environment and where the family is unable to provide the child basic needs, a suitable alternative should be considered. Such location should provide the child with as much stable family environment as possible and at the same time, make sense of the
child's persistence to prevent problems associated with the so-called
"Educational drift",
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Special attention should be given to families whose problems have started unexpectedly, economically, socially or culturally, with particular regard to the children of migrants and refugees. Since such changes may interfere with the social ability of the family to protect the child in a traditional way, often as a result of a conflict of role or cultural conflict, innovative and social models of socialization of children in these families
should be introduced,
Methods should be designed and programs designed to provide families
with the opportunity to learn parental roles and responsibilities within
the child's development and care, promoting positive parent-child relationships, parental sensitivities for children and adolescents, and supporting their development in families and activities community,
The government should take action to promote family cohesion and discourage the separation of children from their parents, unless the circumstances indicate that there are no other alternatives to ensure the child's
health and well-being,
It is important to strengthen the recognition of future roles, responsibilities, participation and partnership of youth in society,
Ensuring the right of the child to socialization, the government should rely on existing social and legal agencies, but when traditional institutions
and agencies are no longer effective, they should also allow innovative
methods.

81

CONCLUSIONS AND RECOMMENDATIONS

1.

2.

3.

4.

Family assistant, in each country, works in the environment of the family
that is under his care and support. Working time is divided into direct
work with the family and documentation. Respondents from the Czech Republic, the United Kingdom and Poland reported that the documentation
they were working on was too extensive, and it took too much time at the
expense of working time with the family.
The family assistant in Poland and in the UK, in his professional activity,
has a great deal of autonomy. The scope of activities is defined by the family assistance plan, but the choice of methods, techniques and tools in the
way it is implemented is an autonomous decision of the assistant.
Family work standards in each country are in line with the scope of the
methodical action. The methodological approach is implemented according
to the defined phases:
a) Acquaintance by a social worker / family assistant with a social problem or request;
b) Analysis of the situation (collection of information on the
client, general context, social institutions);
c) Preliminary and operational assessment;
d) Development of a support plan (action plan) in cooperation
with the client and conclusion of the contract;
e) Realization of the joint help plan (project) and the implementation of selected actions;
f) Evaluation of results;
g) Finishing the action.
National family support systems set their own standards for the implementation of the various phases of methodical activity. Common for the four
participating countries is the standard for developing a family help plan. It
assumes active participation of family members in its development. This
standard is respected in every case in the Czech Republic, Austria and
Great Britain. In Poland, this standard is not implemented by all family as82

5.

6.

7.

sistants. The help plan is often drawn exclusively by a family assistant or in
collaboration with a social worker and then passed on to family members
for approval.
Recommendation for Poland – family assistants should follow the standard of participation of all family members when developing a family plan.
You can not specify tasks for people who were not present during its formulation. Joint work arrangements should be accepted by all interested.
Otherwise, the assumed effects will not be fully realized.
In the United Kingdom, the Czech Republic and Austria, a child support
plan in the family or child protection plan (UK) is being developed by a social worker who points to a family support service with specific tasks to
perform. In the United Kingdom and Austria, social workers assess the degree of negligence or threat of child abuse in the family on the basis of predetermined indicators, whereas in the Czech Republic it concerns the degree of disability and degree of child's independence. The assessment is
made on the basis of documented facts, can not be based solely on the observation and interpretation of the employee. In such an organized family
support system in crisis, the social worker assumes the role of the "lead
person" specialist, the coordinator for the family, while the family assistant
function is assigned as guardian, educational, counseling and monitoring
for the family.
In the Polish family support system, a family assistance plan is developed
by a family assistant, where the assistant identifies the task itself. He assumes the role of a "lead person" specialist - a coordinator of activities directed at the family.
The role of a family assistant in different countries varies and depends on
the accepted family-based standards of family support.
In his professional work, the family assistant relies more on his own experience than on the planned, research-based work methods. The methodology of work is described rather by the type of action taken rather than by
the definition of a particular idea or concept.
Recommendation – helping a family experiencing difficulty is a long-term
process. Information gathering, planning activities and their implementation should be based on proven, validated methods. Developing individual
family scenarios, with the methods, tools and techniques employed, fosters
collaboration with all family members, sets the right roles for each partici-
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8.

pant in the process, and translates into greater efficiency in meeting family
goals. It also prevents burnout.
Families with family support in Poland, Austria, and the United Kingdom
suffer from generalized functional illiteracy, which translates on the effectiveness of the action. The problems encountered in working with families
- the reluctance to cooperate, the difficulties in accomplishing the tasks entrusted to them, the exclusion of family members from participation in social life, the reduction of social contacts only to their own group, etc. - are
typical features of functional illiteracy. People do not take a certain activity
not because they do not want to, but because they can not or do not know
how.
Recommendation – it is important to implement for a widespread use by
all workers of social inclusion institutions, universal tools to measure
functional illiteracy. Understanding the phenomenon, learning the basic
skills of your customers will reduce some level of frustration from the
helpers. Improving basic skills (writing, reading comprehension, simple
math and new technologies) should be the first task of family assistants. It
must be borne in mind that if parents / carers do not know how to read
aloud, or reading makes them difficult, they will not read their children.
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ANNEX No 1

Focus Group Interview scenario
The perception by the family assistant of the conditions of conducting environmental work with families at risk of social exclusion.
Survey group - family assistants (or other representatives of the social professions
working directly with families with dependent children at risk of social exclusion, eg
social workers)
Introduction – presentation of: the moderator, project and the entire
research.

Moderator
My name is …………………….. I work in………………………………………………………………….
We have invited you today to discuss the resources and modes of action of family assistants in the context of work with families at risk of social exclusion. The meeting is a
part of a project carrying out under the European Union program Erasmus +. We will
spend together up to 120 minutes. Thank you so much for accepting our invitation.
Information about the project:
„Integration through Education. Innovative methods of family assistance as a tool for
equalization of opportunities for families at risk of social exclusion”is an educational
project. The main aim of the project is “Increasing the level of social integration of families with children at risk of social exclusion through the widespread use the family
assistant methods of work at public institutions of social welfare”
The specific objectives of the project are:
1. Increasing the competence of social workers in the scope of applying modern methods of working with families at risk of social exclusion
2. Preparing a new modernized form of social support for families at risk of social exclusion by adapting the methods and techniques used to the conditions of public
support institutions and their practices.
Our project has a transnational character. Our partners are Masaryk University from
Brno, University of East London and BERUFSFORDERUNGS-INSTITUT OBEROSTERREICH Austrian training and consulting company. Similar studies will be carried
out in Austria, England and Czech Republic.
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Talking with you is very important to us, because we want to strengthen the family
assistants’ powers develop methods and tools that will be helpful in your work with
families and complement the current practice
Notification of the registration of the meeting, explanation of the specifics of Focus Group Interview technique and the role of moderator.

Moderator
During our discussion you will be asked many questions and you will hear different
answers. I would like to tell you that all of them, and in fact each of them separately,
are extremely important and valuable. Please don’t feel awkward or constrained by my
presence or opinions of other participants.
You don’t have to be unanimous. Each participant may have it’s own point of view and
opinions.
Each opinion is important and valuable. Please speak individually (do not speak simultaneously), because we will record your answers with the voice recorder.
Registering our conversation is necessary due to the fact that I am not able to list all of
your statements, and I do not want missed anything. The material recorded will be
used only by me to produce a final report of the research, it will not be used for any
other purpose, will not be distributed or published.
The material is collected only for research purposes. In addition, we record only sound,
so it does not put you into any risk. This is a characteristic of this type of research - a
study during which people who are experts in some field meet - and you are these experts. Each of your word is very important and as you know - „our memory is fleeting”.
My role today will be to lead the discussion in such a way that each of you has an equal
chance to freely express their views on the issues discussed. Then, based on what you
will say today I will prepare a research report.
Introduction of the participants of the meeting.

Moderator
Because we spend together next dozens of minutes I propose that we get to know each
other. Please say a few words about yourself: according to this formula:
My name is …………………..
I have worked in this profession since…..
I work in [the name of institution] ………………………….on the position………………….
Education level………………………………specialization (the field of your educational level)…………………….
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The importance of the local environment as workplace and social
space in the process of helping

Moderator:
The profession of family assistant has lived in social awareness for few years. It is not
an ordinary profession – family assistants have many responsibilities which are stemming from the low. But the problem is that the real life and institutional reality run in
different ways.
What does the organization of your daily work look like?
Information needed:
1. Description of professional activity the assistant fulfills the day
2. What are the working hours of the family assistant? What is the system of work
– is it full time, part time, a couple of hours in the morning and a couple of hours
in the afternoon/evening (as the tasks require)?
3. Is it a satisfying scheme of work? Would they introduce changes in that scheme
of work?
4. How many families does the family assistant meet daily?
5. How does the family assistant intervene? When? Why?
Moderator:
Does every day of your work look the same (do you have daily duties?), or do you accomplish other tasks too, which are not corresponding with daily routine work?
Information needed:
1. Does the family assistant complete the paperwork?
2. Do they arrange and conduct group meeting?
3. Do they help with organization of the environmental activities – participation in
meetings with local groups, picnics etc…
Moderator:
I would like to know how many families you are working with – whether it is too many,
or too few, or maybe it is just right for you?
Information needed:
1. How many families does the family assistant have?
2. In case they have too many/too few families what kind of duties do they have?
3. Does the bureaucracy [documents] affect workload?
Additional question: Does the paperwork you are doing as a family assistant affect
your workload?
Moderator:
Please tell me what kind of documents you work on?
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Information needed:
1. Do the family assistants write the working plan for their families?
2. Who do they write this kind of plan with?
3. Do they have documents in which they define periodic situation of the family?
4. What kind of other documents do they have in their work?
5. Is the work plan for the family useful? Is this kind of plan needed in family assistant’s work?
Additional question: If you had the ability to change the documents you are using in
your work, what kind of documents will you throw out? Or maybe you will add a new
document? What kind of document would you add?
Moderator:
Do your work responsibilities overlap with the scope of responsibilities of other workers (e.g. social workers) who co-work with your family? If yes – why does it happen?
How do you deal with it?
Information needed:
1. Does the support system distribute duties between social employees evenly, so
that each of them has their own duties and no one enters into the competence
of other workers?
2. What is the opinion family assistant opinion about cooperation with social
workers?
3. How do they understand their scope of responsibilities?
Moderator:
Are there any other resources in your local environment, excluding support centers
and social care institutions, that you can collaborate with?
Information needed:
1. Do they collaborate with NGO’s, schools, community centers?

Description of families receiving support from family assistant and
their problems

Moderator:
We are meeting together to talk about your work aspect, problems arising from your
work, your working methods. So we have to talk about the main of your work – about
families with whom you are working and their problems. From various research concerning family assistantship we know that these families have many problems. These
problems are interconnected, and affect each family member.
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Please tell me what the social structure of these families is?
Information needed:
1. Are the families full (both parents and children) or single (single parent with
children/child)?
2. Are the families large – how many children?
3. Are the families young (consisting of young people, young parents) or old?
4. What is the origin of these families – are they immigrant families, families from
minority (e.g. gypsies)?
5. Do they maintain social contacts only with the families similar to them, or do
they maintain social contacts with other groups of families too?
6. What are their interests, if they have any?
Moderator:
Can you describe these families in psychological categories? How do they handle the
status a person who needs social help because of their problems?
Information needed:
1. How strong is their level of determination to change their life and not to have to
participate in social support system?
2. Do they try to rationalize their own situation?
3. Is their behavior active or passive?
4. Do they have mental problems?
5. What kind of resources do they have? (level of education, skills)
6. What are their life goals?
7. What are the values that can be used to change or improve their situation?

The importance of standardization of family assistantship

Moderator:
We have started to talk about your work standards. And now we are interested in
whether you or your organization/institution have put together standards of working
with the families that depend on the quality the problems that arise? Please write on
your sheet of paper organizational standards which are valid in your institution/organization.
Additional question: Do the actions taken by you depend only on your decision?
Information needed:
1. What kind of things do the standards concern? Do they concern general provisions
about the stages of problems, or do they concern provisions about the action methodology?
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2.
3.
4.
5.
6.
7.

Do they use these standards while performing the tasks?
Do the assistantship standards facilitate or hinder work?
Are the standards a source of knowledge in difficult situations?
Do the standards clearly describe the tasks of family assistant?
Do the standards facilitate planning the rules of cooperation with the family?
What would you change in this standardization?
Methodology of family assistant’s action

Moderator:
And now, please think about one of the families which you are working and tell us how
this cooperation looked like? How did you start this work with the family? What did
they have to do? What kind of achievements did they have? I’m asking you to show me
this process from the beginning to the end.
Information needed:
1. Description of family problems
2. How did they start this cooperation?
3. Did they write a working plan?
Moderator:
I am sure that when you are working with the family you give them many tasks to perform. Tell me are the tasks which you give them made in accordance with the provisions? Are they carried out properly or are they are carried out with delays and carelessly?
Information needed:
1. What’s the cause of such a situation?
Additional question: Is it due to lack of ability to use knowledge acquired in life? Or
are there any barriers? Or is it laziness? Is it lack of willingness to take action due to
the lack of good will?
Moderator:
Please present the results coming of your work in the families life. What did they improve ?
Information needed:
1. What happened that the family achieved success even on a small scale?
2. Were the resources of the family sufficient enough to contribute to the success
of the work with the family?
3. What was the plan of work with the family?
4. Did the family work only with an assistant or with other institutions
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5. What elements of methodical action occurred in the work with the family and
caused success?
6. Did the assistant work only with their own ideas – no systematic action?
Moderator:
Assistantship is based on the social work methods. Are the methods helpfull in your
work with family? If yes – could you tell us which of these methods you are using in
your work with family?
Information needed:
1. Do they know what the methods used in family work are?
2. How does using a structured action translates into efficiency of assistants work
and to what extent?
3. How does using a structured action influence the success of the work with families?
4. If not – what influences the success of the work with families?
Moderator:
We have said many things about our success. Now I would like to talk about defeats.
Maybe you will show us situation, when despite support and actions taken you failed,
didn’t achieve the minimum effect.
Information needed:
1. Why did it happen?
2. What kind of methods did you use?
3. What was the intended effect?
4. What kind of family was it – what kind of problems did they have?
Barriers in family assistant’s work.

Moderator:
Working as a family assistant is not so easy. There are many problems. Would you like
to tell us what kind of problems are the most difficult for you in your work? This can be
family problems, but also it can be problem with documentation, or social law, or other
things connected with your work.
Information needed:
1. The lists of barriers faced by family assistant in their work – e.g. the organization of assistant’s work, barriers stemming from the nature of the family or institutional barriers
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Moderator:
Working as a family assistant is very demanding, not only because of the fact, that you
must have a high knowledge of the work with the family, but also due to emotional
strain as a result of work with a problematic family. Please tell me what kind of support do you expect in connection to your work?
Information needed:
1. Do they participate in supervision?
2. Do they have support from their coordinators or principals?
3. Do they have support in their work place?
4. Do they want to train? If yes – what kind of training do they want to have?
Ending
Moderator:
Thank you very much for your participation. Information obtained in the course
of our discussion will be important for the next steps of our project. Thank you for all
expressed opinions and comments. They are very valuable for us. Thanks to our
discussion,
I learned about the opportunities and work with families at risk of social exclusion
Once again, thank you very much for your help and fruitful discussion. The research
report will be posted on the website of the project till the end of August 2016. I would
like to encourage you to read it and add your comments or suggestions regarding our
analysis and conclusions.
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ANNEX No 2

Focus Group Interview scenario
Diagnosing the conditions of effective cooperation between the family assistant
and families at risk of social exclusion
Survey group - the families with children who are working with family assistant
Introduction – presentation of: the moderator, project and the entire
research.

Moderator
Good Morning,
My name is …………………….. I work in…………………………………………………………………….
We have invited you today to discuss about your problems, needs and expectation
about family assistant’s work. The meeting is a part of a project carrying out under the
European Union program Erasmus +. We will spend together up to 120 minutes. Thank
you so much for accepting our invitation.
Information about the project
„Integration through Education. Innovative methods of family assistance as a tool for
equalization of opportunities for families at risk of social exclusion”is an educational
project. The main aim of the project is “Increasing the level of social integration of families with children at risk of social exclusion through the widespread use the family
assistant methods of work at public institutions of social welfare”
Our project has a transnational character. Our partners are Masaryk University from
Brno, University of East London and BERUFSFORDERUNGS-INSTITUT OBEROSTERREICH Austrian training and consulting company. Similar studies will be carried
out in Austria, England and Czech Republic.
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Talking with you is very important to us, because we want to strengthen the family
assistants‘ powers develop methods and tools that will be helpful in working with families like you.
Notification of the registration of the meeting, explanation of the specifics of Focus Group Interview technique and the role of moderator.

Moderator:
During our discussion you will be asked many questions and you will hear different
answers. I would like to tell you that all of them, and in fact each of them separately,
are extremely important and valuable. Please don’t feel awkward or constrained by my
presence or opinions of other participants.
You don’t have to be unanimous. Each participant may have it’s own point of view and
opinions.
Each opinion is important and valuable. Please speak individually (do not speak simultaneously), because we will record your answers with the voice recorder.
Registering our conversation is necessary due to the fact that I am not able to list all of
your statements, and I do not want missed anything. The material recorded will be
used only by me to produce a final report of the research, it will not be used for any
other purpose, it will not be distributed or published.
The material is collected only for research purposes. In addition, we record only sound,
so it does not put you into any risk. This is a characteristic of this type of research - a
study during which people who are experts in some field meet - and you are these experts. Each of your word is very important and as you know - „our memory is fleeting”.
My role today will be to lead the discussion in such a way that each of you has an equal
chance to freely express their views on the issues discussed. Then, based on what you
will say today I will prepare a research report.

Introduction of the participants of the meeting.

We are going to spend together a little bit of time now. Please say something about
you – your name, age, city.
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Description of the activities while working with the families
Moderator:
Ladies and Gentleman, I know that you and your families are cooperating with family
assistant. Please tell me what the typical day looks like when a family assistant visits
your family?
Information needed:
1. Are the visits of family assistant announced or unannounced (family assistant
comes on different times of day, on different days)?
2. What kind of tasks do you have to do?
3. Are these tasks hard to realize? Do the families have any problems with implementation of these tasks? If yes – what kind of problems are there?
4. Why the families can’t solve their family problems? Because of what: fear, lack
of desire, because they can’t?
5. How often do they meet with family assistant?
Additional question: Do you think you are not able to cope with the problem?
Moderator:
How does the family assistant work with your family – is he telling you to do something and then checks it or maybe he helps you to perform this task – e.g. does he go
with you to the office, to the bank etc…?
Information needed:
1. How does the family assistant work with the family?
2. What are their problems?
3. Does actually the family assistant help them? Or does he only instruct?
4. What kind of cooperation with family assistant do they prefer – giving orders or
supporting?
Moderator:
Does the family assistant direct you to group classes in your institution or other support centers?
Information needed:
1. Does the family assistant seek other forms of working with families, or does he
use only official methods of social work?
2. Does the family assistant direct the families to additional activities - support
groups, meeting with other problematic families ?
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3. Are the group classes (meeting with other families) better? Do they give more
than working only with family assistant?
4. If they had taken part in group classes, what kind of classes were they?
Moderator:
Can you tell me what has improved in your life since the introduction of the assistant?
What kind of problems were solved in cooperation with the assistant?
Information needed:
1. What kind of problems do families have?
2. How does the family assistant cooperate with families?
Rating institutional cooperation

Moderator:
I would like to ask you who else, besides family assistant, visits your family? Is this a
social worker, maybe teacher from school, probation officer etc?
Do you think it is good that so many officials – probation officer, social worker, teacher,
policeman are interested in your family life? Or maybe you want them to leave you
alone, give you a break? Should they allow you to take care yourselves of your own
life? Why?
Information needed:
1. How do they perceive the aid given?
2. How do they perceive their problems?
3. Do they know how to use given aid?
4. Do they seek support from other institution?
Additional question: Do you use the help of other institutions than your support institution/social welfare center (e.g. church, donors, foundations etc.)
Information needed:
1. What kind of assistance is that? - participation in courses, projects, meetings,
support groups, material support
2. Which of the forms of assistance are more appropriate for families - those provided by an assistant or those provided by other organizations - why?
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Moderator:
Imagine that you have a neighbor with three children. She is alone, because her partner left her, she has behavioral problems with one of her children, she has no money.
How can you help her? What actions do you propose her?
Information needed:
1. Is the aid provided by the assistant regarded by them as a helpful in getting out
of the situation or as something they simply deserve?
2. How do they understand “aid”?
3. Do they know the aid schemes?
Assesment of own capibilities

Moderator:
Do you realize that family assistant will not be with you for a lifetime? How do you see
your future without family assistant?
Information needed:
1. Do they think about their future?
2. Do they try to help themselves?
Ending
Moderator:
Thank you very much for your participation. Information obtained in the course
of our discussion will be important for the next steps of our project. Thank you for all
expressed opinions and comments. They are very valuable for us. Thanks to our
discussion, I learned about the opportunities and work with families at risk of social
exclusion Once again, thank you very much for your help and for the fruitful discussion. The research report will be posted on the website of the project till the end of
August 2016. I would like to encourage you to read it and add your comments or suggestions regarding our analysis and conclusions.
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