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B Identify patterns through generations
using lines and colors: strengths (educa-
tion, employment), problems (criminal jus-
tice involvement, mental iliness), quality of
relationships (strong, positive, conflicted).

B Define “family"” broadly; look beyond first
and second degrees and outside the blood
family. Ask about godparents, adoption, fos-
ter care, frequent child-care providers.

B Use the genogram to engage: ask family
members to draw the network; in case of
disagreements, include all options. Provide
acopy.

W Some people won't directly answer
questions like, “Who can help you?” Be cre-
ative; ask: Whom did you call for help the last
time a child or other family member was ill?

W Think about all kinds of connections.
Here are ideas; develop some that work best
for you.
- Who do you feel closest (o?
- Whose photos do you carry?
- Doos the family oat dinnor togethor? Who has
eaten here as a guest in the last monih?

B Use the process to collect data and to
engage. Cover a lot of territory; sometimes
a“vague” question is better because it
inates assumptions and bias that may not be
accurate:
 In your home, who's working right now? Who was
working in the ast six months? Who wants 1o
work?
- When was the last time someone wen 0 &
doctor or hospital?
- Do you know anyone in recovery?
- How are spending decisions made?
- Who's been in jal or prison?
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B Collaborate with participants to create a
map of daily life. Keep the focus on the fam-
ily as a whole in order to get the full picture.

is often can't be accomplished in one
session.

W Think of everything as a resource until
proven otherwise: formal or informal; past,
current or potential; neglected or utilized.

B Start with basics:

- Who helps you? Family, neighbors, social service
agencies, schools?

~What government and other insiituions are
involved in your lamily’s ife?

~Who i your home is involved in ihe justice
system, including parole, probaion, child protec-
tive services?

- What kinds of support do you receive fiom the
government? TANF. food stamps, Medicaid,
disabilty, social security?
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B Those questions might be challenging
for participants (especially those who are in
crisis and/or just getting to know you).
Come up with creative ways to get informa-
tion and engage:
~Tell me about ail your appointments in the last
two weeks. Would you mind looking a your
‘appointment book 1o jog your memory?
- Tell me about what you did last weekend Where
did you go? Whom do you see and talk 107
- Who in the farmily goos to religious services?
- How do you get around? Is that diferent from
bofore?
- Who picks up the children from school?
- Whom do you help? Who asks you for helo?
- Where do the chicen attend school? Do they
get any special services thore?

M With the participant, look at the family's
genogram; that often stimulates new
thoughts about connections.
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B Al families are more than they present
with at any given moment; look for
strengths that may not be obvious at first
(or second) glance.

B "The customer is always right": meet
participants where they are and follow the
thread of the presenting problem. What can
1 help you with right now?

W Facilitate a joint, open process: step out
of the role of expert so the participants can
step into it. You are the expert on your family.
Ask them to tell their stories — and believe
them!

M Show participants you are there not to
judge them, or even change them, but to
accept and validate them. (Acceptance
does not equal approvall)

M Avoid arguing for change and roll with
resistance: You might be right...Maybe you
don't really need to make that change...

B Normalize ambivalence: | see you have
mixed feelings about ths... that's normal,

B Don't assume you know the costs and
benefits; ask and listen. Tell me what you like
about the way things are now.

B No matter how troubled they seem, peo-
ple have survived to this point - find out
how. Show respect for their persistence;
ask:
- How have you been able to rise to the challenges
put before you?
~ When things wero going well, what was diferont?
- What would you ike to recapture, reinvent, or
relive?
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B For good case management to flourish,
the agency must operate from the same
principles that it encourages staff, partici-
pants, and partners to use.

W Center on and believe participants: look
for opportunities to interact, institutionalize
feedback systems, talk about participants
success stories, be persistent in efforts to
engage community advisory councils and
committees.

B Look for strengths and success; ask
staff: “What worked this week? What did
you learn? What can you teach me?”

W Use “triaging”: proactively manage the
caseload for maximum efficiency and effec-
tiveness. Examples: cases can be high,
medium, low, or green, yellow, red.
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@ “What gets measured gets done: clari-
fy and track the important process and out-
come measures — not just those that are
required.

B Be clear about expectations: provide
model case records, a policy and proce-
dures manual, written job descriptions.

B Possess a healthy disrespect for the
impossible: Good things can happen even
in the face of overwhelming odds. But also
be ready to “let go,” and help staff to do so,
when necessary.

W Make sure that everyone you manage
shares a clear picture of the problem your
program was designed to address and how
it does that. Avoid focusing on services and
activities to the exclusion of participants’
needs — which often shift over time.
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