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Executive Summary

This report summarizes the first stage in the partnership with Amin, which is implementing the
Lights to Employment program in Jerusalem. The goal of the program is to integrate people into
the workforce in order to promote their social mobility while reducing their reliance on state
coffers. Since integrating out-of-work people into the job market is no simple matter, it is
especially important that it be done caringly and effectively.

Many countries have similar From Welfare to Work programs, and in general, they are
implemented by for-profit organizations. In Israel, the program began in August 2005 and was
known as "Mehalev" (From the Heart, the Hebrew acronym for: Income Support to Sure
Employment). Today it is called — Lights to Employment. Its legal provisions were set in place
under the 2003 Economic Policy Law (Amendments) and it is being piloted in four areas:
Jerusalem, Ashkelon (including Sderot), Nazareth (including Upper Nazareth), and Hadera
(including Netanya, Or Akiva, Pardes Hanna, Kafr Kara, Ar'ara, Baga al-Gharbiyah and other
communities in the region). The program is mandatory with participation a necessary condition of
income support. Program centers are run by for-profit corporations of international and Israeli
business firms.

In the Jerusalem area, the program is run by Amin. The company name is an amalgamation of the
British multinational Ade firm and an Israeli firm, Amanet. In 2006 Amin and the Unit of
Learning from Success and Ongoing Learning in Human Services at the Myers-JDC-Brookdale
Institute formed a partnership in order to promote and contribute to effective job integration. The
Unit of Learning from Success works on the basis of three methods it developed and attributes
great importance to the introduction of ongoing learning into social services.

The partnership consists of two stages. The first stage institutes The First Method: Learning
from Past Success — the Retrospective Method. The subsequent stage institutes The Second
Method: from a Learning Question to a Learning Quest — the Prospective Method and The Third
Method — Learning on Learning. This, in order to lay the ground for introducing ongoing learning
in the organization.

In the first stage in 2006-2008, presented here, the work with Amin revolved around introducing
the method of Learning from Success. Its main goal was to identify the actions that have enabled
the staff of Amin to contribute to the success of their endeavors. This meant, first to identify their
tacit knowledge in terms of the actions deployed, then to explicate them and finally, on this basis,
to identify the common principles of action which had, in the past, enabled Amin to achieve its
goals and which can be deployed by them and by others in the future. The exposure of Amin staff
to these learning processes was a first “taste” of introducing ongoing learning in Amin and the
basis for developing it in the coming stage. The beginnings of how to proceed in this direction,
i.e. how to institute ongoing learning in this organization, will be explored in preparation for the
coming phase of work.



The partnership between the Unit of Learning from Success and Amin focused first on
identifying the work of the company with the target population in instances of success. This,
both objectively — participants returned to work, and subjectively — their return to work was to
their satisfaction. To this end, 17 learning sessions were held with five groups of staff filling
various positions. Each group comprised 8-10 participants and met for three hours 2-5 times over
two months. The sessions were conducted by two members of the Unit — a learning companion
and a documenter who recorded the learning. At every session, staff members were invited to
describe success stories and on the basis of these, the specific actions that had contributed to them
were documented.

In the course of the learning, 20 stories told by the staff were documented. They include, for
example, the story of a young Gypsy who started to work; an ultra-Orthodox man near retirement
age and in despair who returned to work and regained his zest for life; a debt-ridden single
mother who settled her affairs and began to work; an illiterate Arab woman and mother of nine
who had never worked and began earning a living; an immigrant from Ethiopia who began to
work and study Hebrew after seven years of unemployment.

The full report sets out 17 success stories and three episodes of success. Success stories describe
the entire work process with the participant from the time of arrival at Amin to her/his integration
into the job market. Episodes of success describe an event that constituted a critical stage in
working with the participant, regardless of the entire process. The documentation follows the
method of Learning from Past Success — the Restrospective Method (Sykes, Rosenfeld, Weiss,
2006). The key question at the basis of this method is: "What actions did you perform that had
contributed to your success?" The success stories thereby uncovered the actions deployed and on
this basis yielded 14 derivative principles of action. These actions and the principles of action
constitute the "tacit knowledge™ of company staff which can contribute to successful action in
restoring people to the employment cycle both in Amin and beyond it.

Of all the principles derived from the 20 stories, 14 were formulated as general principles of
action common to many of the stories; six were unique to specific stories. The principles may be
categorized by type: actions defined by law and project procedures, and modes of action and
approaches not defined by law.

The 14 Common Principles of Action Identified were:
1. Setting Limits while Using Authority Wisely

Discretion in the Use of Procedures for the Benefit of a Participant

Serving as a Close Personal Companion with a Strong Sense of (Personal) Responsibility

The Heart of the Counselor's Relationship with the Participant was Reciprocity, Equality and
Personal Interest

Availability

Personal Interest in a Participant's Life Story

Sensitivity to a Participant's Cultural Background

Drawing Up a Map of Alternatives for a Participant
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9. Allowing Participants to Choose

10. Spotting and Focusing on a Participant's Strengths

11. Not Giving Up on a Participant

12. Focusing on the Participant and Responding to her/his Material Needs
13. Staff Cooperation with Individual Participants

14. Across-the-Board Enlistment on Behalf of a Participant

The Unique Principles of Action Identified were:
1. Informing Participants of their Rights
Clarifying Matters not properly understood and Simplifying Processes
Making a Fresh Start after Previous Handling had Failed
Combining Work with Individuals and with Groups
Relating to the Whole Family
Preliminary "Softening"” Work with the Participant
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The sessions took place in an open, informal atmosphere and most attendees expressed an interest
and willingness to continue learning in this way. In the course of the sessions, when asked for
their reaction to the learning and learned material, the attendees expressed satisfaction in such
statements as: " It made me want to document what | experience while working and I'm trying to
think about how to do that"; "Some things might appear self-evident but they're not self-evident to
others"; Before the sessions, we didn't pay attention to what we do. Now we've started noticing
the details and learning from one another. It's an excellent way to learn".

The process of learning that took place marks the first stage of introducing ongoing learning into
this organization. This constitutes the foundation for generating the kind of learning that ensures
the ongoing development of effective practices. With this in mind, the proposed work of the
second stage, which focuses on introducing ongoing learning in the short- and long-term within
Amin, will be mapped and put into action.

Possible Avenues for Continuing the Process of Learning:
1. Presenting the learning modes and outcomes to all Amin staff
2. Establishing a forum for continuing learning at Amin
3. Introducing the program of Learning from Success to other agencies promoting employment,
whether similar or dissimilar to Amin

With the first stage completed, preparations are under way for the second stage, which will center
on introducing ongoing learning in the whole organization and on developing and improving the
work processes involved in restoring people to the job market. In time this may be considered
pertinent for other organizations dealing with the same or related issues.
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Part I: Learning from Success with Amin and the Knowledge
Revealed as a Result

1. Introduction — The Challenge: Promoting Employment

For the unemployed, the transition from dependence on state coffers to productive work is no
simple matter. It is a change in one's way of life: from managing on meager external and
family/personal resources to a life of potentially broader choices and a rise in the "standard of
living". Gaining employment may allow for that social mobility which in modern society should
be an option available to all.

Many countries sponsor national or local programs to promote the employment of people who
have not worked for a long time, if ever. Some of these are implemented by the state, some by
non-profit organizations, and some by for-profit organizations such as the Welfare to Work
programs (Gal and Brown, 2007).

In Israel, a Welfare to Work program was launched in August 2005. It was originally named
Mehalev (From the Heart, the Hebrew acronym for: Income Support to Sure Employment).
Following the introduction of significant changes, it is today known as Lights to Employment. Its
legal provisions were set in place under the 2003 Economic Policy Law (Amendments) and it is
being piloted in four areas: Jerusalem, Ashkelon and Sderot, Nazareth (including Upper
Nazareth), and Hadera (including Netanya, Or Akiva, Pardes Hanna, Kafr Kara, Ar'ara, Baga al-
Gharbiyah and other communities in the region).

The program centers are run by corporations of international and Israeli business firms. The
different approaches adopted by the former (one American, one British and two Dutch) deploy
the experience of their own countries. In the Jerusalem area, the program is run by Amin; the
company name is an amalgamation of the British A4E firm and an Israeli firm, AMAN.

The program is mandatory and participation is a necessary condition of income support. Material
about the program and its impact in each of the four areas may be found in five reports on the
study that has been monitoring it (I: King et al., 2006; II: Achdut et al., 2007; HlI: Achdut,
Heilbrun, Naon, 2007; IVV: Achdut, 2007; V: King et al., 2007;).

This report does not deal with the moral, economic or practical implications for the population of
the program. Its purpose is to identify the distinct actions and underlying principles of action that
have contributed to the employment of people who have not worked for a long time, if ever. The
knowledge may enhance the measures used both by Amin and other companies and by social
systems that engage in promoting employment.

Note that the learning in preparation for writing this report took place in 2006-2008 and relates to
sotries of success that occurred under the laws and regulations of the program at that time. Since



then, the program has been altered in ways that affected the action. It is not the authors' intent to
relate the findings to the program'’s changing format.

2. Joint Learning: Amin and the Unit of Learning from Success

The aims of the "Learning from Success" program are primarily to identify the key actions
adopted by professionals and by others in their work that led to the success of their actions. This
follows the methodology of Learning from Success — the Retrospective Method (Sykes,
Rosenfeld, Weiss, 2006), which asks the basic question: "What things did you do that contributed
to your success?" The underlying assumption is that any knowledge there is — is in the realm of
action, and often it is tacit and unavailable for learning and wider use unless it is made explicit.
Learning from success strives to transform tacit into open knowledge, so as to publicize it and
place it at the disposal of additional professionals and others.

The approach is justified by another assumption: often, through learning from success, it is found
that people do know what to do and how to bring professional and other skills to bear, yet they
are unable to verbalize their "doing" since the knowledge is reflected in the action itself (Sykes
and Goldman, 2000). Learning from Success focuses on "knowing in action" (Argyris and
Schon,1974). In order to learn with and from professionals what it is they did that contributed to
past success, they must subject their own and others' actions to processes of reflection. The goal
of the learning is to enable them to be effective in improving that action systematically, deliberate
and effectively (Rosenfeld, 1997; Schon, 1982). When this hidden knowledge is brought out into
the open and presented in the language of actionable knowledge, it makes it possible not only to
describe the world but to endeavor to change it.

Amin's staff includes different kinds of counselors who are directly responsible for returning the
unemployed to the job market. They do so without having the adequate theoretical knowledge at
their disposal. Consequently, while dealing with the challenges that emerge, they must
themselves create and invent ways of action. In light of this, the collaboration of Amin and the
Unit of Learning from Success seeks to identify and document the tacit, covert types of
knowledge in the system in order to make it overt, useful and diffusible.

Amin and the Unit of Learning from Success and Ongoing Learning in Human Service Systems
at the Myers-JDC-Brookdale Institute formed a partnership in 2006. Their collaborative learning
took place over the past two years in five groups of employment counselors and other staff at
Amin. This document presents the methods of activating the process of learning from success as
well as the learning outcomes, and it does so in readily-usable and user-friendly language.

3. Learning from Success at Amin

Learning from success focuses on analyzing the company's work with its target population, i.e.,
the "participants”, for whom it accomplished its mission. The cases studied relate to both
objective and subjective success: in the first instance, participants returned to work; in the second,



they considered their return desirable and satisfactory. For each participant, the actions and the
underlying principles of action that contributed to past success were identified so that they might
be invoked in the future. To identify these "actions”, 17 learning sessions were held in the past
two years with five groups of different Amin employees — a total of 48 people. The details and
products of the sessions appear below in Part I11.

Each learning group of 8-10 employees, met 2-5 times for three hours over two months. At these
sessions, counselors aired their "success stories” and the group, together, learned by way of
reflection-on-action (Schon, 1982). The sessions were conducted by a learning companion from
the Unit of Learning from Success who helped participants learn from and document the success
stories. Every session member was invited in turn to tell a story of one of her/his successes and
try to identify the specific actions contributing to success. The actions preceding the various
stages of the process of a participant's job integration were documented in actionable language.
On the basis of these for each of the 20 documented stories, common and unique principles of
action were formulated that had contributed to a participant's integration in the job market. The
20 stories yielded 14 derivative principles of action that were shared by many of them; these
became a quasi-"theory of 'doing"." In addition, a number of unique principles of action emerged
that had enhanced the "doing". However, the effectiveness of their contribution requires further
examination.

Amin's staff subdivide into different teams of employees. Members of the group sessions held

one of the following four positions:

+ Employment Counselor: The participant's specific advisor who oversees the entire placement
process from beginning to end

+ Employer Contact Developer (ECD): The person responsible for creating contacts with
potential employers and looking for workplaces based on the requests of participants and
counselors
Workshop Facilitator: A team member leading various training workshops

+ Administrative Staff: Company directors; intake, financial, computer and general personnel

The learning process encompassed 30 employment counselors, 8 workshop facilitators, 5 ECDs
and 5 administrative employees. Some groups were attended by the group team leader — a
company position filled by an appointed employment counselor. One session was attended by a
company director.

4. The Learning in Each of the Five Groups

The learning groups documented both episodes and stories of success:
a. Episode of success — a critical stage on a participant's route to employment regardless of
the entire process of integrating into the job market
b. Success story — the entire process, from entering the center until integrating into the job
market



Group A —met in March 2006 and usually consisted of 10 employment counselors. The sessions
described one episode and four success stories (see Part 111, Group A, below). Each case involved
job integration or the significant steps taken by participants on the way to job placement.

Group B — met in March-May 2007 and usually consisted of 10 Amin employees: counselors,
ECDs, two administrative and one logistic employee, and the director of the training department.
The sessions followed reorganization at Amin, including the replacement of the senior echelon,
and some of the discussion revolved around these changes. The sessions documented one episode
and one success story (see Part 111, Group B).

Group C — met in October 2007-January 2008 and usually consisted of 10 employment
counselors. The sessions documented four success stories (see Part 111, Group C) involving the
job integration of people who had not worked for a long time.

Group D — met in February 2008 but ceased after two sessions due to the company's
reorganization. The sessions were usually attended by 8 employment counselors and described
two success stories (see Part 111, Group D) involving people with serious personal-emotional
problems.

Group E — met in April-June 2008 and usually consisted of 10 employment counselors. The
sessions described two episodes and four success stories (see Part Ill, Group E). The stories
involved the job integration of people who had not worked for a long time. One story from the
closing session was described comprehensively. It involved the combined action of a number of
counselors and ECDs (see Part I1).

The sessions took place in an open, informal atmosphere with most attendees ready to share their
"doing" and learn from one another. Many noted their interest in learning from successful action
rather than from theory. Even so — when asked to focus on the actions that had led to success
rather than on theories, many found it difficult to do so. Most expressed interest in pursuing the
sessions; they stressed the importance and the benefits for their work, and the importance of
documenting both principles of action and the "theories in use" that were turned into explicated,
espoused theories which guided them.

The sessions fostered group interest in, and readiness for, continuous workplace learning. All the
participants viewed the joint learning as an opportunity not to be missed. Concomitant with these
sessions, the learning companions and Amin's senior staff engaged in ongoing discourse. These
meetings and contacts made it possible to hold the sessions and promise ongoing learning even
during company changes.

5. Staff Responses to the Learning Process

At the sessions, the attendees were asked for their reactions to this form of learning and to the
knowledge it yielded. Their responses were documented as follows:

4
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It's not easy to specify the actions. You started by speaking of a recipe and ended by listing
the recipe ingredients. This forces me to think differently.

"Reflection"” makes it possible to get to answers; maybe because behind the intuition, there is
a rationale that helps us.

The learning is primarily through personal examples broken down into details, dealing with
things that we seemed to take for granted and to know when, in fact, the examples clarified
what it was all about.

It made me want to document what | experience while working and I'm trying to think about
how to do that. | realized that the wish was there even before, and maybe it will be easier [to
carry it out] now. There really are hidden theories in use and they are now becoming usable
for translation into practice.

It sounds very simple, to take a recipe and succeed, knowing that in cooking, [things] always
come out differently. On the face of it, it's simple but it also makes us learn from what
someone else has done.

For us, speaking of our successes rather than our problems is not at all something we take for
granted. It does sometimes happen at staff meetings. But it's good to speak of success
intentionally, it gives us a good feeling. It's interesting to see how each of us works in our own
room.

There's something nice about getting to the end of the "cookbook™ and descending from the
philosophies we're so fond of. There's something very instructive about it, as well as
something humbling. Simplicity, better than anything else, sometimes achieves this.

| enjoy seeing how somebody else's head works. In face of all the monotony, there was
surprise. Each time | was surprised all over again. It also amazes me how hard it is for us to
pat ourselves on the back. The surprises come from a place that impressed us. Every success
changed someone’s life and sometimes that of the whole family around it. This changes us too.

We don't have a great deal of time to ourselves on a daily basis and the opportunity to air
things with everyone can help us and others. Some things might appear self-evident but
they're not self-evident to others, so much so that people say, "I didn't think of that™; "This
can help me too". Also, it's important to recognize that everyone works in her/his own way;
sometimes, what's good for someone else is not good for me.

We went on talking among ourselves about the previous meeting. It's interesting. We work
and don't always see what it is we do. You made me stop and think about what | do. To me it
seems ordinary, but it really isn't self-evident, and afterwards | asked myself — when did
someone in a government office ever bring me coffee? Suddenly the self-evident isn't self-
evident. We "opened up"” what it is we give. Before, we didn't understand the significance of
what we give people. Maybe, we were aware [of it] but we didn't "get it".

We went beyond looking at the participants, which we've already been doing for two years
and we are used to it. Now you told us, "reflect on what you do". It's special and it makes us
different, special. It leads us to think of other things. At the beginning, | often found myself



afraid of the scary power | had. After all, it is | who decides whether or not a family will
bring home food. It shocked me at first to work in a setting with so much power. Here we
understood the little things — the coffee, the pat on the back, the smile, the drink of water —
they are the added value.

It's like looking — at first from a distance and then beyond the details to reflect deeply. Before
the sessions, we didn't pay attention to what we do. Now we've started noticing the details and
learning from one another. It's an excellent way to learn.

The method puts a mirror in front of your face, shows the differences, reflects the "doing",
which we are not always conscious of.

I'm happy to hear the stories and principles of others, their "trade secrets”, and to regard
these as my hidden theory, which | use. Another thing: | very much miss this sort of session,
these sort of talks — the cooperation and listening — in the daily routine of the center. I'd like
to convene such staff meetings to enable them to share, to listen, to receive. It's so hard in the
chaos we find ourselves in, and it bothers me personally that we don't have the time for it.

With your help, the way you run things, with the personal examples and the intimacy you
create... | try to learn from each of the stories and try to think what | would have done had |
been in that person's shoes.

Indirectly I learned to get to know the staff better. The setting here is informal and allows you
to get to know them. | realized, to my regret, that | don't know what each of the counselors
does. It's amazing; this lack of knowledge strikes me sometimes as my loss.

We put the emphasis on things that we [generally] don't notice. There are little things that we
take for granted, and these are very important to others — to the participants.

Often, when | said "clearly,” you showed me that it was not at all clear. You helped us expose
our strengths, you showed us that we do a lot, give a lot more than we think works.

We learned how to approach a success story from a different aspect and not to relate
primarily to failures. This lets us pat ourselves on the back.

| learned to pay attention to the small details of our actions with new participants. | notice
that there are people who do not yet know what they are entitled to and that | have to explain
this to them more clearly.

Beyond the stories of success, the sessions make the nature of success concrete for us and
clarify the self-evident. Talking about things again and again leaves the stories in our heads
and clarifies how we succeed; for example, the things we do beyond the call of duty.

My perspective has changed since coming to the sessions. | listen more, get into the
participant's heart and try to understand the problem, what the barrier is to going out to
work.

I'm bragging. I'm proud to work at Amin where you talk to people rather than to numbers. It's
nice that each of us has different work methods, but that in the final analysis, we all reach the
goal. I have learned here to help and be helped by my colleagues' knowledge.



6.

In talking to you, here in this room, | see the things that are common or different, and that's
interesting.

For me, the sessions are a break from routine, an opportunity to think a little.

| come to the sessions hoping to hear about more successes and to learn from them.

For me, it's a break from routine, an opportunity to hear others and learn. | leave here
enriched.

For me, the sessions are a kind of relaxation. | feel that it is a gift from the company to me.
We don't have a lot of opportunity in the daily routine to sit back comfortably and learn from
one another, to ponder what we do.

| am learning how to learn from success at Amin. Compared with other government offices, |
understand how Amin is different, how we're unique. Learning to apply the successes is no
mean feat. You manage to open up our eyes to look at the work we do.

Outcomes of the Learning: the Counselors' Common Principles of Action
which Contributed to Finding Employment

As mentioned earlier, each of the stories about the activities that contributed to the return to work
of the participants were documented in the learning meetings and are presented here in actionable
terms. On the basis of these activities the principles of action which contributed to the return to
work of the participants were identified.

These principles were divided into two categories:

a. Actions Defined by Law and Project Procedures:

These are a direct result of the package of opportunities at the company's disposal to help it
promote employment, including administrative services. Among other things offered, they
consist of training, employment-support services, transportation assistance and even a
perseverance grant. In addition, the staff have the authority to compel participants to
participate in a stipulated number of program hours. Similarly, non-cooperation or failure to
take advantage of employment opportunities may also call for sanctions. In the
documentation of the stories, these measures were referred to as part of the process to help
the participant. The hidden knowledge relating to actions refers to adapting available means
while remaining sensitive to timing and the participant's personal situation in the process.

b. Modes of Action and Approaches not Defined by Law:
These categories cover actual "actions” such as making a participant a cup of coffee, giving a
hug, showing interest in a participant's life story etc. They also include actions that affect the
approach to the participant: allowing right of choice, finding a participant's strengths, offering
encouragement. These actions are no less important than the former and they found full
expression in the stories presented. Most of the principles of action emerging from the stories
fell into this category.



The principles below tended to be common to all staff members in the learning groups. However,
a number of principles that contributed significantly to success also emerged from specific stories
presented and they too will be noted below. These unique principles of action harbor the seeds of
inventiveness and are thus worthy of closer clarification.

Principles of Action:

1.

Setting Limits while Using Authority Wisely — An element of discretion generally informs a
counselor's application of rules. The stories of success illustrate the use of various sanctions
in cases of recalcitrance. Still, sanctions were often a last resort. In deferring sanctions by
resorting to warnings and persuasion, staff demonstrated their use of discretion in a
participant's favor.

Discretion in the Use of Procedures for the Benefit of the Participant — Despite the
company's clear work laws and regulations, the stories showed that when it was possible
within the law to bend the rules to benefit a participant, the staff tended to do so. This applied,
for example, to compulsory program hours and matching employment to personal needs.

Serving as a Close Personal Companion with a Strong Sense of (Personal) Responsibility —
This manifested itself in various ways, e.g., accompanying a participant to a job interview, to
outside institutions or to other bodies. One counselor ordered a taxi to accompany a
participant to a job interview. Another contacted a prospective employer to personally
guarantee the participant's success at work if he were hired. Yet another phoned a participant
on his first day on the job to make sure he had arrived on time, and phoned again a few hours
later to hear how he was getting on.

Counselor's Relationship with Participant: Reciprocity, Equality and Personal Interest —
The relationships that the staff formed with participants were marked by reciprocity, an
egalitarian approach, attentiveness and personal interest. For instance: one counselor spent
hours listening to a participant's problems. Another made coffee for both himself and the
participant and the two drank it together. Another brought toys from home for a child
accompanying his participant-mother to the meetings, and many counselors paid home visits.
All this was beyond the call of duty.

Availability — The counselors made themselves available beyond the call of duty. Many gave
participants their personal phone numbers (mobile, home), encouraged and invited them to be
in touch at any time, and received participants without prior appointments when the latter
simply showed up.

Personal Interest in a Participant's Life Story — Amin employees displayed personal interest
in the details of a participant's life story, asking many questions about her/his past. Often, this
was significant in building initial trust; it is rare for participants to encounter such interest in
other settings. Moreover, as the life story unfolded, it was sometimes possible to spot
abilities, skills and wishes that a participant might bring to a job.

Sensitivity to a Participant's Cultural Background — An effort was made to match
participants with staff of a similar cultural background. An Ethiopian immigrant would be
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11.
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handled by a counselor speaking his language, an Arab woman by an Arabic-speaking
employee, ultra-Orthodox by observant counselors and so forth. The counselors also showed
sensitivity to cultural nuances. An Arab male counselor, for example, in accompanying an
Arab woman to a job interview, made sure to walk a few steps in front of her as dictated by
her religious observance.

Drawing Up a Map of Alternatives for a Participant — In many cases, the staff presented
participants with various courses of action. By focusing on the participant, a counselor is able
to offer a specific, tailor-made response to her/his needs at various stages of the process and
he/she draws up a "roadmap"” of alternatives. This quasi-plan is personal and notes the
crossroads expected in the transition from a non-working life to the new, different situation.
The counselor also sets out the implications of the choices made along the road.

Allowing Participants to Choose — After the map was drawn, counselors allowed participants
to voice their preferences. They did not force a particular course of action on them. The
personal plan was drawn up together with the participant and allowed room for the latter's
wishes.

Spotting and Focusing on a Participant's Strengths — Staff tried to help participants
discover their hidden strengths rather than focus on their weaknesses and problems. One
facilitator, for example, rewrote a curriculum vitae together with a participant. To her
surprise, the participant discovered in herself strengths that she had not thought of. Another
facilitator found that a participant had a facility to talk to youth in distress. He assigned her to
a community service that promotes youth and some time later, this turned into a paying job.

Not Giving Up on a Participant — Staff did all they could to prevent participants from
dropping out of the program. They did not despair easily when participants tried to avoid
ongoing contact. Even in extreme cases, when a participant resorted to verbal or physical
violence against a counselor, the counselor continued to stay in touch, to ask after her/his
health and invite her/him to drop in.

Focusing on the Participant and Responding to his/her Material Needs — Subject to staff
discretion, material needs are answered as soon as possible, whether identified by the staff or
expressed by a participant. For example, when a participant complained of a fungus on his
foot, the counselor produced money for him to buy a cream to treat it. For another, debt-
ridden participant, the company paid off part of what she owed.

Staff Cooperation regarding a Single Participant — Staff members cooperated closely,
sharing information, consulting, holding joint meetings and working together on behalf of a
single participant. For instance, in one case a counselor involved the center director, meeting
with both her and the participant. In another case, a counselor and two ECDs worked together
to help a participant.

Across-the-Board Enlistment on Behalf of a Participant — Counselors called on all formal
and informal support networks to help a participant. One counselor recruited a participant's
friend to help him persuade the client to join his workplace. In addition, counselors enlisted



various systems such as the Social Services and/or the Third Sector (voluntary organizations)
on behalf of a participant.

Apart from the above 14 principles of action, a number of unique principles of action proved
significant to success in isolated cases. These include informing participants of their rights,
clarifying matters not properly understood and simplifying processes, making a fresh start after
previous handling had failed, combining individual and group work, relating to the family as a
whole, preliminary "softening™ work on a participant etc. These unique principles will be further
elaborated below.

7. Dissemination of these Learning Processes

Following this stage of learning from success and the extrapolation of common principles of
"doing", which is a quasi-milestone in developing action theory to promote employment, there
are at least two further directions of disseminating this learning process both in the short- and
long-run, both at Amin and outside it.

7.1. Possible Avenues for Continuing the Process of Learning from Success at Amin
Based on identifying principles of action that may promote employment at Amin and on the
satisfaction of program participants with the learning mode and outcomes, it is time to consider
ways of proceeding. The options are:
a. Presenting the findings to participants to validate the principles of action identified
b. Presenting the learning modes and outcomes to Amin staff
c. Establishing a forum for continued learning at Amin to deal with the following topics:
(1) Unresolved issues encountered by the counselors for which the handling is unclear
(2) Unresolved issues related to the law and the rules
(3) Incorporating ongoing learning at Amin
d. Embarking on continued learning at Amin

7.2. Introducing the Program of Learning from Success to Agencies Promoting
Employment outside of Amin

Given this material, it is worth considering ways to turn the Lights to Employment (Orot

leTaasuka) centers into collectives of learners who together contribute to the development of

principles of employment-promotion theory there and elsewhere.
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Part Il: From Foe to Fan - Documenting the Work with a
Participant who Objected to the Program and Found
her Way to Employment

The following success story describes a learning session attended by all staff members in contact

with a participant during the time she was at Amin. The story is told in two ways:

1. The narrative — descriptive version — as told by the staff; this is the way to retain and show all
the different aspects of the uniqueness of the story.

2. The version as "translated” into the language of Learning-from-Success methodology —
This illustrates the uncovering of the actionable knowledge concealed in the "doing™ of Amin
staff and yielding the principles of action — the "hidden knowledge™ and the "theories in use".

1. The Narrative — Descriptive Version

From the moment she walked through Amin's doors, Pnina (a pseudonym) was categorized as a
difficult challenge. She was described as "full of tattoos with her hair dyed and a "punkist,” mien,
her whole body protesting: 'Who, what do you think you are'?" This is how G., the staff ECD,
remembered and described the initial impression Pnina had left on her. The impression of the rest
of the staff was probably not very different. Since the beginning of Mehalev (Israel's Welfare to
Work program), women like Pnina enter Amin's Jerusalem offices nearly every day.

Pnina was in her mid-40s. "It was very hard to get through her armor to reach her”, G. summed
up. Her life was not simple: a single mother of four with a strong will not to neglect them and to
look for a job offering maximum independence. She worked in cleaning, was paid "under the
table™ and earned a meager salary. From the start, she did not get along with the personal female
counselor assigned to her. She was replaced by a male counselor. A., who took her on as a
"challenge". Their first meeting went relatively smoothly. Without embellishing the situation, he
told her plainly: "I know that you're 'anti', but | have an open mind and sincerely do want to help

you".

Pnina's second meeting with the counselor, A., took place a week later and discussed her going
out to work. Pnina's tone grew louder: "Do you have any children of your own for you to
understand? What exactly do you want me to do with them while I'm at work? A babysitter costs
more than I get paid...!!" A. heard her out and began to draw up a personal program for her. In
his words, he was guided by a desire to create a future for her — something to aspire to, a vision to
justify the effort demanded of her in the present. The personal program is meant to be a roadmap
for the future and it was formulated in clear, binding language.

Pnina accepted her personal program and took part in the job-search workshop. The facilitator

described her attitude towards attending meetings as "doing someone a favor". At the end of the
workshop, she refused to go to the three job interviews that were offered her. The idea of
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legalizing the cleaning work, which predated her starting at Amin, was greeted with sarcastic
laughter: "Who are you to tell me what to do?" she said. She shut the door and left.

A. did not let her get away with it. Once more, he raised the matter of caretaking for her children,
which had never been resolved. He offered her partial assistance to finance it. At the same time,
because she had turned down the job opportunities offered her, her income support was stopped
for two months. A. kept setting limits and a month later she was offered another workshop. "I get
you, you're not playing games, so give me a job, that's all”, she said. The next day, she went for a
job interview and started working in the family kitchen of a guesthouse. She felt that she had the
experience and could contribute. Meanwhile, Amin supplied work-support services such as bus
tickets, food vouchers, clothing vouchers for her children as well as help with writing a letter to
the authorities.

The relationship between Pnina and A. grew closer. Her phone calls became more frequent and
optimistic, as if she had understood that Amin and its staff had her interests at heart. Amin staff
believe that they had functioned like the family she had never had and that A. had served as the
man she could lean on for support. Pnina's social network widened. Or, as A. put it: "We were at
the cooking stage then, we hadn't reached the meal yet". But it was already possible to smell the
fragrances coming from the kitchen...

After seven months at her job, Pnina felt that she was "in charge at her [work]place™ but was not
receiving adequate remuneration. In her presence, G., the ECD, tried to persuade her employer to
keep his promise and Pnina felt that she had an advocate looking out for her interests. He told her
explicitly, "don't hesitate to call on us for help"”. He explained: "I play by the rules but as soon as
you cooperate, | also bring into play the laws working for you™.

The process was back at the beginning. Pnina was not working. O., her new ECD, noted that she
had been touched to see the seriousness and caring of both Pnina and G. It was important to them
both that a good job be found without her having to compromise and with convenient hours that
would not harm her children. G. kept looking for the right job for her. He told her: "Employers
have to be fair, if that's not the case, we back up our participants”.

Some time later, G. came across a reasonable job opportunity. "I spoke with the employer, |
described Pnina, and she struck him as suitable”. G. spoke with Pnina — "l described the
workplace to her and the nature of the job and I said she should check it out; if it did not suit her,
we would find her something else". Pnina liked this cleaning job, it was made for her. "The
essence of the ECD's role is matchmaking", O. added, and in this case the match worked. Pnina is
very happy with her current workplace, she seems much calmer, has stayed in touch with Amin
and is even considering taking a vocational course.

In time, Amin had to reduce its assistance in the form of purchase vouchers, bus tickets etc. This
is usually a difficult stage since it is not easy for participants to start standing on their own two
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feet. At first, Pnina protested. She applied to the company director. At a three-way meeting
between Pnina, A., and the director, it was decided that the cutbacks would be gradual. At the
same time, Amin would help Pnina with vocational training. At a meeting between A, G. and
Pnina, various ideas for possible courses were raised, especially for occupations in which one
could be self-employed. In the end, Pnina narrowed it down to two main possible directions:
jewelry-making and massage.

Pnina no longer visits the company regularly though A. maintains monthly contact with her. On
his desk, he keeps the small gifts she had brought him. Work-related issues rarely crop up. A
believes that Pnina is exactly at the stage to "upgrade herself" but she is hesitant. He thinks that
the story is still being written, every day.

2. The Learning-from-Success Methodology Version

Background: A single mother, aged about 45, is raising four children. The youngest is in her
teens and the father is not in the picture. The mother had many ups and downs in her life. Her
appearance is provocative, with tattoos and dyed hair, and she exudes edginess and defiance. She
joined the program when it started and the first counselor to work with her was unable to cope
with her behavior and transferred her to another, male counselor.

Before: She joined the program with no confidence in herself or in Amin. She worked at
cleaning, did not file income tax reports, and was not prepared to give this up. She displayed a
good deal of opposition to the program and to the suggested work offers.

After: She works full time at a cleaning job (earning above minimum wage), she feels that she is
contributing and is very pleased with the workplace. She is calmer, and highly appreciative of
Amin's support during the process. She is considering taking a vocational course with Amin's
help.

Unresolved Issues: Though she is ready for a vocational course to upgrade her work and income,
at this stage she is hesitant to undertake it.

Key Actions:
+ The woman was transferred from one counselor to another and the latter told her that the
transfer was due to her "'resistance".

¢ The new counselor drew up a roadmap with which to proceed, he scheduled clear times and
referred her to a job-search workshop.

¢ The counselor continued to meet with her personally during the workshop, listening to
problems she raised, especially concerning her children, and trying to help her resolve them.

+ After she turned down the job opportunities offered her, the counselor recorded her "refusal”
and her income support was withdrawn for two months. Following this development, she
asked the counselor to find her work.
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One of the ECDs found her a kitchen job and she worked diligently for seven months. She
then resigned and returned to Amin, claiming that the employer had reneged on his promise of
a raise.

The ECD negotiated with the employer to get him to keep his promise.

When the employer refused, the ECD lent Pnina his backing and took pains to find her a job
with convenient working hours and days.

Some time later he did find her a suitable job and she has been working there ever since.

The ECD was in constant touch with Pnina, helping her also with problems unconnected to
the program.

The counselor arranged work-support services for her — bus tickets, food vouchers, clothing
vouchers for her children etc.

In time, the counselor, with management's backing, informed her that her work-support
services would gradually be reduced. In view of her objection and at her request, the
counselor convened a joint meeting with the company director and a more gradual cutback
schedule was agreed on.

The counselor and ECD suggested that the woman take a vocational course financed by
Amin.

Turning Points/Significant Episodes:

*

*

*

Changing counselors
Withholding two months of income support after participant refused a few job opportunities

The ECD's assistance with the first employer and willingness to find participant a different
job

The gradual reduction of work-support services
The suggestion that she take a vocational course

Principles of Action:

*

*

*

Setting limits while using authority wisely

Defining clear rules

Focusing on the participant and responding to her material needs
Personal contact (with the counselor and others)

Backing the participant vis-a-vis the employer

Giving the participant a choice within the "rules of the game"
Reducing cutbacks gradually
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Part lll: Learning from Success - How Amin Staff Helped
Participants Return to Work

Twenty Documents from Five Learning Groups (March 2006-June 2008)
This section documents success stories and episodes recorded by Amin staff and tracing the key
actions that helped 20 participants return to work. The documents are written according to the
first method of Learning from Success — the Retrospective Model.

Group A: Two Episodes and Three Success Stories

1. Episode of Success — A Young Gypsy Started to Work
Discussion Date: 22.3.06

Background: A Gypsy girl in her mid-20s from the Muslim Quarter in Jerusalem's Old City had
dropped out of school in First Grade. She came to the program and took part in a job-search
workshop.

Before: The young woman had never studied or worked.

After: The young woman decided that she wanted to start both working and studying privately
for matriculation.

Key Actions:
+ The workshop facilitator asked her opinion on issues that came up in group activities.

+ When the group subdivided into smaller groups, the facilitator chose her as a subgroup leader.

+ In discussions of social issues, the facilitator noted that the group included people from
different cultural backgrounds and asked for her view as a woman living among Muslims.

+ In the course of the work with the group, the facilitator told her she was behaving well and
mentioned her skills and contributions.

Turning Points/Significant Episodes:
- Assigning a role in the group
- Relating to a unique voice

Principles of Action:

- Giving "the other" a voice

- Positive reinforcement and encouragement

- Identifying a participant's strengths and focusing on them by assigning roles
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2. Episode of Success — A College Graduate Came to Recognize the
Program's Value for Her
Discussion Date: 7.3.06

Background: A college graduate had worked as a computer programmer and earned a good
salary until she was fired and could not find a job. She was placed in a job-search workshop and
voiced objection to the program.

Before: She devalued herself, was opposed to both the program and the workshop facilitator,
missed sessions and was antagonistic towards the facilitator.

After: After a month and a half in the program, she wrote a curriculum vitae and concluded that
she did not know how to handle job interviews. She acknowledged that she had a problem and
asked the program staff to help her. At her own initiative, she began attending more sessions than
required. After a while she began work as a computer operator.

Key Actions:
+ The facilitator asked the young woman to describe the occupations she dreams of.

+ She asked her to return to her childhood to recall what she had wanted to be when she grew
up, and then compared the reality with the dream.

+ The facilitator sat quietly while the young woman described her dreams.
+ The facilitator invited her to a meeting where they wrote her curriculum vitae together.

+ The young woman recounted her curriculum vitae to the facilitator who wrote and formatted
it on the computer.

+ When the young woman refused to cooperate, the facilitator told her that at some stage, she
would have to find a job and the facilitator's expertise was to help her so that it was
worthwhile for her to listen.

+ The facilitator compared the curriculum vitae she had written with the one the young woman
had previously written, and she asked her if the final product was to her satisfaction.

+ The facilitator changed the curriculum vitae according to the young woman's request.

Turning Points/Significant Episodes:
¢ The story of the "dream occupation™

¢ The joint composition of the curriculum vitae

Principles of Action:
+ Listening

+ Showing interest in the participant's life story

¢ Building a partnership through a personal relationship
+ Wise use of professional authority to foster cooperation
+ Holding up a mirror of the real versus the ideal
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3. Success Story - A "Confused" College Graduate Agreed to Join a Job-
Search Workshop
Discussion Date: 22.3.06

Background: A single woman over 30 with a BA in the Humanities had worked as a substitute
teacher and started studying towards an MA. She attended the job-search workshop while
meeting concurrently with the employment counselor and today is receiving personal coaching
twice a week with the workshop facilitator.

Before: The young woman was not working, was confused and insecure about her professional
qualifications.

After: After a month and a half in the program, she was working as a substitute teacher, had
started looking for a regular job and was focused on her search.

Unresolved Issues: The young woman still feels confused about her professional life.

Key Actions:
+ At the first session, the workshop facilitator was careful not to react to the young woman's
confused words.

+ The facilitator asked her what she was doing to look for work and when she said that she was
not doing anything, he asked her to make a list of the schools in her neighborhood and apply
to them for work.

+ He kept asking her for the list but she failed to produce it.

+ In group sessions, the facilitator went around the room asking participants about their
progress. When after a week and a half she produced the list, he commended her.

+ He asked her what she had done with the list and gave her a more detailed table to complete.

+ After she completed the table, he invited her to a meeting with the counselor to offer her a
personal program.

+ After the meeting with the counselor, he asked her to step up the pace of her job search and
devote all her free time to it.

Turning Points/Significant Episodes:
+ Preparing a list of schools

¢ Giving clear instructions about how to proceed

Principles of Action:
+ Relating personally to each member of the group

+ Simplifying procedures and instituting order
+ Not giving up on the participant
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+ Staff teamwork

¢ Defining rules

+ Drawing up a working contract
+  Wise use of authority

4. Success Story — An Ultra-Orthodox Man Near Retirement Age Returned to
Work and Regained his Zest for Life
Discussion Date: 22.3.06

Background: An ultra-Orthodox man nearing pension age had worked in a senior position in
local government. Within the program, he took part in the Gateway to Employment workshop
(five days a week, four hours a day).

Before: The man was not working and had lost faith in breaking through the unemployment cycle
before pension age. He rejected every job option offered him, claiming it to be beneath him.

After: After 3-4 weeks in the program, he began to work as a factory kashrut inspector, a job he
had previously rejected. He was showing a zest for life, self-confidence and had become more
open.

Key Actions:
+ In the workshop, the facilitator told the participants a made-up story about his relations with
one of his children.

+ He wrote the story's main points and the participants’ reactions on the blackboard.

+ He asked the participants where they thought he had erred and showed them the two circles of
the Pygmalion Effect: namely, that people behave according to the way others behave towards
them.

+ When the participant began to relate to the facilitator, the facilitator began to look at him and
talk to him more and more. The facilitator repeatedly stressed the positive aspects of his
behavior and in this vein shaped his story for him.

+ At the end of the workshop, the facilitator spoke with him about his family and feelings.

Turning Points/Significant Episodes:
+ Personal conversation with the workshop facilitator

Principles of Action:
+ The facilitator's personal sharing of his experiences

+ An egalitarian approach
+ Elucidation via outside knowledge
+ Showing interest in the participant's life story
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5. Success Story — An Arab Woman Humiliated by her Husband Joined the
World of Work and Study for the First Time in Her Life
Discussion Date: 29.3.06

Background: An Arab mother in her 20-30s got divorced because of her hushand's attempts to
solicit her for prostitution. Lacking higher education and work experience, she joined the
program workshop while meeting with an employment counselor.

Before: The woman had never worked and would not hear of it, she did not want to live and was
lonely.

After: After four months in the program she was working at a job below her capabilities, was
responsible for a team of employees, studying for the psychometric examination and making new
friends.

Unresolved Issues:
+ Her job is not commensurate with her capabilities
¢ She is finding the psychometric studies difficult

Key Actions:

+ The workshop facilitator spoke to the group about self-fulfilling prophecies and the power of
the ego, he highlighted women's rights in Arab society and said plainly that the conception of
women in that society was fixed.

¢ During recess, when the woman turned to him for help with personal issues, he heard her out
and referred her to the social services. He was careful not to speak of her personal story in the
group.

+ He said to her that in Arab society the institution of marriage was very important, that it hurt
her that she was not married and that it was true that it was very hard to remarry in Arab
society; but, he said, her future was what was important and the dream of a husband would
have to fade. He intimated this in speaking to the group.

+ He recommended her to a personal employment counselor, saying she was ready to join the
job market.

+ When she brought her children to the center, the facilitator related to them.

+ She invited him and another facilitator to a meal in honor of her daughter's birthday but they
did not accept.

Turning Points/Significant Episodes:
+ Group discussion of the status of women in Arab society

+ Personal referral to the social services for assistance
+ Facilitator's recommendation to the employment counselor
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Principles of Action:
+ Information on rights

+ Group discussion of topics relevant to participants

+ Personal approach to workshop participants

+ Confidentiality

+ A combined group/individual approach

+ Relating to the family as a whole

+ Enlisting additional support networks on behalf of the participant
¢ Teamwork

Group B: An Episode of Success and a Success Story

6. Episode of Success — An Older Participant with a 15-Year-Old Skin Disease
Began her Return to Work
Discussion Date: 1.5.07

Background: A woman over 45, suffering from a skin condition that the National Insurance
Institute recognized as a 50% disability, had been a kitchen worker until she contracted the
disease. She had stopped working 15 years earlier. She joined the program and was handled by an
employment counselor.

Before: The woman was not working. With the help of an attorney and an organization aiding the
ill she was battling the state for recognition of a higher level of disability and she refused to
cooperate with the counselor. The committee decided that she was incapable of working because
of her illness and she was removed from the program.

After: After two months in the program, she agreed to appeal to the Tamir Committee against the
decision of compulsory attendance and they reversed it. . She was less angry and less militant
towards the facilitator, and more willing to listen and cooperate.

Key Actions:
+ The counselor listened to the woman despite her shouting and said it was a pity to let all that
energy go to waste.

+ She told her that she could help her fight the state and the establishment.

+ She presented possible avenues of employment after the two had considered the matter
together.

+ She spoke to the woman about her past and her family.

+ She cited others she knew who suffered from the same disease and had done well in life, and
she mentioned people that the Tamir Committee had released from the program.
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+ She kept up regular phone contact with the woman, calling even after the woman hung up the
phone on her.

+ When the counselor convened a meeting with the head of her team and the participant, the
woman was angry and left after five minutes.

Turning Points/Significant Episodes:
+ Dealing with the shouting in a "softening™ manner

+ Personal conversation with the participant

Principles of Action:
¢ Preliminary "softening"

¢ Persistence and continuous contact

+ Not giving up on the participant

+ Showing interest in the participant's life story
+ Not taking the participant's attacks personally
¢ Limited withdrawal of income support

7. Success Story - A Woman Widowed in the U.S. Found Religion, Returned to
Israel Depressed and Began to Work
Discussion Date: 19.4.07

Background: A woman with a well-paid job in the U.S. lost her husband, found religion and had
moved back to Israel. She had not worked since arriving in Israel and found her way to the center
where she was handled by an employment counselor and ECD.

Before: The woman did not work, was depressed, went for interviews but did not manage to land
a job.

After: She was working and was pleased with the workplace, happy and active.

Negative By-Product: In the interim period, when starting her job, she had to live more frugally
than in the past

Key Actions:
+ In the initial stage, the counselor did not immediately place the woman in any framework

+ She sent her back and forth to job interviews, accompanying her and "holding her hand". She
carefully chose interviews suited to her qualifications.

¢ She praised the woman highly to potential employers.

+ During the period of waiting for job responses, the counselor spoke to the woman every day
by phone, until she was offered the job.
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¢ The counselor and ECD asked the woman to come to the center every day and held
encouraging talks with her.

¢ The woman was hired for a low-paying job at first.

+ When she started working, the low pay posed a problem. The counselor asked the Amin
director for financial support for her in the transition period.

+ The counselor also supported the woman in talks touching on personal issues (e.g., about her
mother).

+ The counselor saw to providing material support: a computer keyboard, a monthly bus ticket
and a phone card.

Turning Points/Significant Episodes:
+ Modifying regulations in the participant's favor

+ Personally accompanying the participant to job interviews
¢ Financial support at crisis points

Principles of Action:
+ Wise use of authority

+ Boosting the sense of autonomy

+ |dentifying the participant's emotional needs

+ Focusing on the participant's strengths

+ Immediate responses to the participant's material needs

+ Close, personal mentoring out of a sense of personal involvement

Group C: Four Success Stories

8. Success Story — An Adult out of Work for Eight Years Returned to Work and
Improved Relations with his Family
Discussion Date: 18.10.07, 25.10.07

Background: An older man, divorced with eight children, refused to pay alimony. After being
fired from his job as kitchen manager, he had not worked for eight years, lost his will to work and
sank into depression. He was removed from the employment counselor who had worked with him
for a long time and whom he had customarily deceived with lies and tricks.

Before: The man had not worked for eight years prior to coming to the center and had poor
relations with his family.

After: He began working as manager of a dining room. He held the job for a year and a half and
was pleased with it. His family relationships improved.
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By-Product (Positive): He began the process of improving relations with his family.

Unresolved Issue: At a certain point, he went his own way; today, there is no further information
on him.

Key Actions:

*

*

*

At his first meeting with the new counselor, the man was offensive to the previous counselor.
The counselor called the police who removed him from the building.

The counselor told the man that he would not be allowed back into the building until he
changed his conduct.

When the man returned (a few days later), the counselor asked him to keep their relations
mutually respectful and to stop lying.

The counselor asked the man to apologize to the previous counselor.

When the man refused, the counselor told him to go wait in the waiting room.
The man apologized to the previous counselor and returned to the new counselor.
The counselor spoke to him about his wishes and asked him again to stop lying.

The counselor referred him to a job-search workshop and explained to him what he might
expect there.

The man said, "I don't believe you'll be able to do anything, I'm a toothless old man with no
leg to stand on™

The counselor suggested that if he showed reliability, it might help him find a job.
On the first day of the workshop, the man complained and asked to quit.
He was angry at Amin, claiming it withheld income support.

The counselor told him that he was known to be a counselor who did not withhold income
support.

The man returned to the workshop.

When the man told the counselor about a problem with National Insurance, the counselor
accompanied him to its offices until the matter was resolved.

The man told the counselor his life story.

The counselor listened and said, "You have brought children into the world, take
responsibility for them".

When the man responded with tears and silence, the counselor made him a cup of coffee and
the two had coffee together.

The man came to the counselor every day without a prior appointment and claimed that the
workshop was boring.

The counselor suggested that they find him a job; when the man showed him a sore on his leg,
the counselor gave him NIS 100 to buy a cream to treat it.
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The counselor went with him to the ECD, who set up a job interview for the position of a
dining room manager at a hotel.

In anticipation of the interview, the counselor supplied the man with clothes and toiletries.
The man showed up clean-shaven and presentable, with excellent credentials from the past.
The counselor and an additional counselor walked him through a dry-run of the job interview.

When the man did not get the job, the counselor discussed his past personal interview failures
with him, and arranged a new interview.

The man got a job as kitchen manager in an old-age home and several days later, the ECD
paid him an onsite visit.

In reaction to his first pay slip, the man said he was being cheated and wanted to quit.

The counselor showed him that the employer was abiding by the contract and that the salary
was low because he had started working in mid-month.

In response to the man's insistence on quitting, the counselor told him, "You know what, quit,
return to your life and to the workshop".

After a two-hour talk, the man agreed to stay on.
In response to the man's complaint of poor eyesight, the counselor helped him obtain glasses.
The counselor set up weekly meetings to provide him with support.

Upon receipt of his second pay slip, the man was happy. He showed the counselor that he now
had more responsibilities and was given a key to the warehouse.

The man bought himself a watchstrap for the first time in eight years, and told the counselor
that he wanted to erase the past and stop their meetings.

The counselor fended off the man's desire to kiss his feet. The man grabbed and kissed the
counselor's hands instead.

The counselor has not seen him since.

Turning Points/Significant Episodes:

*

*

*

*

*

*

The police's removal of the man from the building
The man's apology

The man telling his life story to the counselor
Preparations for the first job interview

Additional responsibility at work

Cutting off contact with the counselor

Principles of Action:

*

*

*

Wise use of authority
Shedding anonymity (the counselor spoke personally about himself)
Close, personal, steady, long-term support
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+ Showing interest in the participant's life story

+ High availability, open door

+ Focusing on solving the participant's problems

+ Responding to material needs without need for explanation

¢ Egalitarian dialogue

+ Drawing up a map of alternatives and presenting it to the participant
+ Allowing the participant to make choices

9. Success Story - An llliterate Arab Mother with Nine Children had Never
Worked and is Now Earning her own Living
Discussion Date: 25.10.07

Background: A married Arab woman and mother of nine, around 40 and illiterate, had never
studied in any sort of framework or worked. She suffered from a mental illness and 10 years
previously had attempted to commit suicide. She had been to Amin in the past, twice met with a
counselor and quit. After quarreling with her husband, she went to live with her parents in the
north for half a year. Her husband had a criminal record, worked intermittently, was violent and
poorly educated. She returned to Amin.

Before: She was emotionally unstable and had never worked.

After: After working with a counselor for a month and a half, she took on a job as caregiver for
an elderly woman in Jerusalem. She was pleased with the work and diligent.

By-products (positive): Her emotional state and family situation improved.

Unresolved Issues:
+ She is still illiterate

+ Her husband is problematic
¢ Itis uncertain whether her children are in a proper setting and developing normally

Key Actions:
+ At the first meeting, half a year ago, the counselor, an older Arab man, asked for initial
details. When she said that she had a mental illness, he asked for documentation.

+ He explained the program to her and told her that according to Islam, women were allowed to
go out to work.

+ When she returned to Amin after half a year's absence, he told her at their first meeting that he
knew she had recently left her husband and that as her counselor, he wanted to help her.

+ He asked her for documentation of her mental illness, explaining that without it she would be
obliged to go out to work.
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He told her that if she were to work, the company would pay for placing the children in
daycare.

In response to a charge that someone at Amin had touched her, he suggested that she file a
police complaint.

A few days later she asked for work and he escorted her to the ECD, asking the latter to find
her a half-time job commensurate with her abilities.

The ECD suggested she look after a woman who spoke both Arabic and Hebrew.

The counselor asked that one of the participants accompany the woman to an interview at an
eldercare company; when no one was found, he asked permission to accompany her himself.
He accompanied her to the interview, keeping a distance of some 10 steps between them as is
culturally correct.

He sat in on the interview as an interpreter and she was hired and handed the old woman's
address.

The counselor escorted her to the client's home and explained to her how to get there on her
own the next day.

After knocking on the door, the counselor made the introductions between the caregiver and
her new client.

The old woman phoned to thank the counselor for bringing her the caregiver and also asked
whether the caregiver could receive additional benefits.

When the woman visited Amin with her son, the child drew an eagle with a big heart and
wrote "Amin™ in it.

Turning Points/Significant Episodes:

*

*

*

The woman's leaving Amin and returning after half a year
The woman asking for work
The woman was hired and got to know the old woman.

Principles of Action:

*

*

*

*

Making a fresh start at the outset of the process

Using religious aphorisms

Allowing choice

Sensitivity to the participant's cultural background

Close personal mentoring

Wise use of authority

Enlisting additional social and professional networks on the woman's behalf
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10. Success Story — An Agitated, Aggressive Person out of Work Returned to
Work and to a Peaceful Family Situation
Discussion Date: 22.11.07

Background: A known troublemaker living in north Jerusalem was with Amin for almost two
years. He had been out of work for 4 years, gone through 4-5 counselors, lodged 3 appeals and
brought his case before the Labor Court 3 times. He came to the center every day and got on
everyone's nerves. His wife, too, was served by Amin.

Before: The man was a known troublemaker, hadn't worked for 4 years and had an explosive
temper.

After: He successfully held down a job in a packing plant for several months and was pleased
with the work. He became eligible for work-support services, his outbursts stopped and he grew
calmer.

Key Actions:

+ The man was transferred to a counselor who was the head of the team. He demanded sole
charge, and stipulated that no one at the center was to work with the client without his
approval.

+ The counselor told the wife's counselor to deal with her according to the strict letter of the
law, and promised not to interfere.

+ The counselor told the man that they were making a fresh start and asked him to tell him his
life story.

+ In response to the man's story of unjustified job dismissals and his attempts to return to work,
the counselor said he had to look to the future.

+ In light of the man's claims about the company's handling of his wife, the counselor made it
clear that he was not dealing with his wife's case.

¢ The counselor placed the man in "community work" as a companion to a handicapped child
and the man acquitted himself happily and diligently.

* The counselor asked the ECD to arrange job interviews for the man.
¢ The ECD set up a number of interviews which the man rejected on various pretexts.

+ The counselor turned down the man's request for a bus ticket and the latter complained to the
center director.

+ The director would not deal with him without his counselor who, however, refused to attend
such a meeting.

¢+ The man reacted with an angry outburst and the counselor had him removed from the
building.

¢ The ECD found the man a different job and invited him for an interview in coordination with
the counselor.
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The man refused to be interviewed; he claimed that he was committed to the child in his care.

The counselor gave explicit instructions not to allow the man into the building until he agreed
to the interview. In the client's presence, he phoned the community service and notified them
that he was not meant to continue working with the child.

The ECD informed the man that work had become available on a forklift.

The man told the ECD that he had a criminal record. The ECD said that it was worthwhile for
him to work and support his children.

The ECD spoke to someone from the man's neighborhood, who worked at the slated
workplace, and asked him to encourage the man accept the offer.

For three days, the man tried to gain entry into the building and was turned away.

He asked the ECD for the phone number of the proposed workplace and took the job.
The ECD visited him at work and the man asked him to have the counselor contact him.
The counselor phoned and invited the man to come in for bus tickets.

The counselor met with the man and they hugged. The counselor asked him to bring in his
pay slips so that he could arrange work-support services.

The counselor met with the wife's counselor and they agreed to try to bring her in for a
meeting.

Turning Points/Significant Episodes:

*

*

*

*

*

The transfer of the man to the head of a company team and his telling him his life story
Placement in community work

Being refused entrance to the building until he agreed to a job interview

Granting his request for the workplace phone number

His receipt of bus tickets from the counselor

Principles of Action:

*

*

*

*

*

Setting limits while using authority wisely

A reciprocal relationship

Making a fresh start

Focusing on the participant and responding to material needs
Ongoing dialogue

11. Success Story - Ethiopian-Israeli Immigrants — the Husband was after a

Car Accident and the Wife was Out of Work — Started to Work and to Live

Discussion Date: 24.1.08

Background: A married father of six, around 40 years old, had immigrated from Ethiopia some
seven years earlier where he had worked in farming. He had bought an apartment, which was
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totally bare, and before coming to the center he had been in a car accident and applied for a
disability pension. He arrived at the center angry after not having received the pension for three
months.

Before: An out-of-work husband and wife lived in an unfurnished apartment and barely
supported their family from a pension that had been stopped.

After: The man had been working in a hi-tech firm for half a year and earning above minimum
wage as did his wife who worked as a cook. Their apartment was furnished and their standard of
living had totally changed. They were planning to move to a different apartment.

Key Actions:

*

*

*

The counselor sent the man to a workshop to learn Hebrew.
He placed him in community work to paint a school.

The man arrived at the school with a cane and was escorted by his son. He claimed he was
unable to work.

When he returned to the coordinator of community work, she ostensibly took him in search of
the counselor and so doing, led him up and down the stairs.

In the man's presence, the coordinator told the counselor what had transpired at the school and
about his navigation of the stairs, saying he was able to walk.

The man was ashamed of his conduct and the counselor asked him to think about what had
happened and to return the next day.

The man returned the next day and asked for work. The counselor escorted him to the ECD.
The counselor told the ECD what had happened and asked her to find the man work.

She arranged a job interview for the following day.

The counselor asked for and received permission to accompany him to the interview.

He invited the man to come to the center before the interview so they could travel together by
taxi.

The counselor sat in on the interview and the man was hired. The two returned to the center in
a taxi.

The counselor explained to the man how to reach the workplace. He asked him to rehearse the
route the day before he started to work and gave him a bus ticket.

The counselor phoned the man before he had gone to work to make sure he would be on time.

The counselor phoned again a few hours later to ask how he was getting on. The man said that
everything was all right.

A week later, the counselor phoned to invite the man to come in for work-support services
and asked him to use the allocation to buy his children clothes.

The man asked the counselor to find his wife suitable work (closer to home).
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The ECD found the wife work, the counselor explained to her what was expected of her, and
they traveled together to the workplace. The woman began working that same day.

The counselor phoned the woman a few days later to ask how she was getting on, and she said
that she was managing fine.

The counselor invited the family to receive monthly bus tickets and they remained in touch
with him.

The counselor invited the woman to come receive a "perseverance grant”. The husband
offered to pick it up, but the counselor said she had to come in herself.

The man invited the counselor to visit his home and apologized for the trouble he had caused.
During the visit, the counselor noticed that the apartment was well furnished and outfitted.

Turning Points/Significant Episodes:

*

The center employee in charge of community work made it clear to the man that he was able
to work, and the counselor asked him to think about what had happened when he had claimed
otherwise

Accompanying the man to a job interview
The man's request that work be found for his wife
Finding his wife a job

Principles of Action:

*

*

*

*

*

Exposing bluffs

Close personal support

Responding to the participant's material needs
Egalitarian approach

Allowing choice

Group D: Two Success Stories

12. Success Story — an Ultra-Orthodox Divorced Woman with Two Children

began Making a Living, has Rented an Apartment, Improved her Own and
her Children's Circumstances and is Planning to Start a Business

Discussion Date: 7.2.08

Background: An ultra-Orthodox divorced woman had custody of two out of her four children
(the other two remaining with the father). They were under the age of 10 and traumatized by the
divorce. Her husband had physically abused her and following the divorce, she was left without
assets and had to pay rent. Her parents live overseas and do not help her. She joined the program
in September 2005 and was transferred from her first counselor to a religious one.
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Before: The woman had not worked, was lonely, shunned by her community and had no self-
confidence. The children had no proper schooling arrangements and she was considering handing
them over to their father. Her home was unfurnished.

After: The woman was working full time, earning an above average salary and planned to start
her own business. She had friends, was happy and self-confident. The children were attending
school and enrichment programs. She has bought furniture for the home.

Negative By-Product: She lost the income support that the State had provided.

Unresolved Issue: She was not in contact with the two children in the father's custody.

Key Actions:

*

The first, female, counselor introduced the woman to the new one, noting that though he was
male, he was religious and would understand her situation.

The first counselor told her that she could still turn to her if she so wished.
The new counselor introduced himself, laid out a roadmap and set up another meeting.

He explained that the law demanded a schedule of program participation but he was flexible
about the overall amount of hours.

He told her that some of the meetings would be devoted to looking for work and that he
would refer her to workplaces and would like her feedback on them.

She said that she did not want to be with other center participants. He said that she had to
attend the center but meanwhile did not have to participate in a workshop.

He met with her every week according to the pre-set schedule, allowing as much time to each
meeting as required.

After some time had passed, he said she had to participate in a workshop.

When she refused, he said that everyone is equal and he insisted on her participating. At the

workshop, she made friends with both the facilitator and other female participants, expanding
her social circle.

During one 3-4 hour meeting, he told her it was time to stop their meetings and for her to start
working.

Together, the workshop facilitator and counselor worked hard to find her a job and managed
to do so. The counselor told potential employers that he was personally responsible for her.

Turning Points/Significant Episodes:

*

*

*

The woman changed counselors
Flexibility about rules at the very start
Placing the woman in a workshop

Principles of Action:

*

Maintaining continuity of handling
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+ Sensitivity to participant's cultural background

¢ Setting limits while using authority wisely

+ Building mutual relations

+ Acting as personal guarantor out of concern for the participant

13. Success Story — A Bachelor Suffering from Emotional Disturbance and a
Tendency to Intimidate Others was Hired for Work and is Pleased with both
the Job and Life

Discussion Date: 14.2.08

Background: A bachelor, around 40 years old, was plagued by emotional disturbance and joined
the center soon after the program'’s inception. He used to write offensive, threatening letters to the
staff and was transferred from one counselor to another. He left the program only to return when
his funds ran out. He was evicted from his apartment for failing to pay rent.

Before: The man suffered from emotional disturbance, had not worked for years and had no place
to live.

After: He had been working for three months and trying to improve relations with his employer,
his emotional condition had eased and he was pleased with life.

Key Actions:

+ At their first meeting, the counselor helped him find temporary lodgings with the help of the
municipality.

+ She told him that he had to cooperate and asked him about his childhood.

+ He brought a psychiatrist's letter attesting to his emotional state and the counselor asked him
what he wanted to do with himself in life.

+ He told her that he had looked after his father during the latter's illness and she suggested
eldercare, but he refused.

+ He wrote her offensive letters and she said she had no interest in these. She asked him to stop
and he did.

¢ She tried to place him in community service but this did not work out and she continued to
serve him.

+ She sent him for a job interview, he grew angry and broke his mobile phone so that she could
not contact him.

+ One day he said that he wanted to work and found himself a cleaning job. In order to retain
his income support, the counselor, with his knowledge, spoke to the employer about his work
benefits.

+ After he started to work, she left him a message that she was requesting food vouchers for
him. In response, he left her an unpleasant message. She told him that she was not prepared to
hear such messages and he apologized.
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+ Since he started working, the counselor met with him as needed, according to his interest and
when he showed up, without prior appointments.

¢ In their last conversations, she helped him define the boundaries of his relationship with his
employer.

Turning Points/Significant Episodes:
+ He wrote offensive letters to his counselors and dropped out of the project.

+ Loss of apartment and return to the program
+ Finding an alternative apartment with the counselor's help
¢ Finding work

Principles of Action:
¢ Showing the participant respect

+ Showing interest in the participant's life story
+ Relating to the participant's words

+ Wise use of authority

+ Offering a "safe place"

+ Flexibility as needed

+ Discovering and focusing on strengths

+ Offering the participant a personal example

Group E: Two Episodes of Success and Five Success Stories

14. Episode of Success - A Violent Participant Calmed Down and Expressed
Trust
Discussion Date: 10.4.08

Background: A new participant who resorts to verbal abuse.

Before: The participant came to the center with his son, was disruptive, shouted and argued with
everyone, including the center director until a policeman was summoned. He voiced mistrust of
the system.

After: The participant calmed down, spoke calmly with the ECD and said that he trusted her.

Key Actions:

¢ The ECD said to him: "What are you screaming about? Let's talk quietly”. In response, the

participant said that he was able to work, he had the strength, and noted what he was able to
do.
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+ The ECD spoke quietly, saying: "Let's go look at the job board together".
+ The ECD gave him a program for the upcoming three days before their next meeting.

+ One of the program items was to obtain a good-conduct certificate from the police for which
she gave him the necessary money.

¢ The participant told her: "You're OK, I trust you, you're like my mother".

Turning Points/Significant Episodes:
+ Inviting the man to look for work together

+ Presenting a program for the upcoming three days

Principles of Action:
+ Wise use of authority (summoning the police)

+ Responding quietly to violent tones

+ Maintaining continuity

+ Setting tasks/defining a plan of action

+ Responding to the participant's material needs

15. Episode of Success - A Participant over 45, Unemployed and Incurring
Debt, Started to Work and Put his Life in Order
Discussion Date: 10.4.08

Background: A participant over 45 joined the expansion program for people over that age. In the
past, he had worked as a musician for a municipality in the region. He had been unemployed for a

year.

Before: The man had not worked for a long time, had run up debts and was ashamed to face his
family.

After: The man worked more than fulltime, settled his debts and his relations with his family
improved.

By-Product (Positive): He made new friends at work.
Unresolved Issues: He works 12-hour shifts a day and his wife is gravely ill.
Key Actions:

+ The counselor explained that due to his age, he could be in the program for a short time only.
The man said he wanted to work.

¢ The counselor arranged a job interview for him.
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+ Before the interview, she obtained a shaving kit for him and arranged for a haircut and
suitable clothes.

+ The man was hired and has been working ever since.

Turning Points/Significant Episodes:
+ Arranging a job interview

Principles of Action:
+ Responding to the participant's wishes

+ Responding to the participant's material needs

16. Success Story — A Single Mother who had not Worked since her Daughter
was Born, Went Back to Working Fulltime
Discussion Date: 10.4.08

Background: A 35-year-old immigrant from the former Soviet Union and single mother of a 2%-
year-old, had worked fulltime until her daughter was born. She was in the program for about half
a year.

Before: The participant was not working, did not believe she could work and care for her child at
the same time, and displayed hostility toward the program.

After: The participant was working fulltime and even recruited other program participants for her
new workplace.

Key Actions:
+ The counselor suggested that she find afternoon daycare for her daughter, for which Amin
would pay.

+ For every problem raised by the participant — such as being deterred by frail care — the
counselor and ECD tried to find a solution, e.g. — eldercare though not for the frail.

+ The counselor acquainted her with the program obligations required by law.

¢ The participant took different workshops at the center including one on Rights and
Obligations.

+ Since she started working, the participant has come to the center once a month, bringing her
pay slip and receiving a monthly bus ticket and "perseverance grant".

Turning Points/Significant Episodes:
+ Finding an afternoon daycare arrangement

Principles of Action:
+ Responding to the participant's material needs
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*

*

Transparency — Providing information on the participant's rights and obligations
Not giving up on the participant

17. Success Story — A Single Mother Struggling with Debt Devised a

Repayment Schedule and Began to Work

Discussion Date: 10.4.08

Background: A single mother of three, debt-ridden and in her 40s, was transferred to a male
counselor after her previous, female, counselor had left.

Before: The woman wasn't working, had numerous debs and no legal repayment settlement.

After: The woman was working and had made legal provisions for repaying her debts.

Unresolved Issues: It is not certain that she will be able to meet the repayment schedule.

Key Actions:

*

When the participant spoke of her debts, the counselor suggested a debt-rescheduling
agreement.

When the participant said that the court hearing was to take place the following week, the
counselor enlisted the center's lawyer and told the woman that the center would pay part of
her debts. In addition, the counselor sent the participant to a Yedid representative at the
company to advise her on the legal process.

The counselor arranged for her to meet with the center director who also suggested that Amin
pay part of the debt. The participant refused. She did not show up for the debt-rescheduling
hearing.

The counselor told her he was disappointed that she had not accepted Amin's offer of
assistance. He placed her in community service at a clothing warehouse for wayward youth.
Some time later, the county service showed interest in hiring her on a salaried basis.

With the help of the Amin counselor, the center's lawyer and the county service's lawyer
worked out a debt-rescheduling arrangement in court. Amin made the first payment and
waived repayment of that installment.

Turning Points/Significant Episodes:

*

*

Integrating the woman into community service
Amin's first payment and the debt-rescheduling settlement

Principles of Action:

*

*

Detecting the participant’s strong points
Enlisting additional systems and widening social networks
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+ Offering the participant a map of alternatives
+ Allowing choice

18. Success Story — An Immigrant from Ethiopia Started to Work and Learn

Hebrew after Seven Years of Unemployment
Discussion Date: 5.5.08

Background: A married immigrant, around 50, had worked in farming in Ethiopia and was
unable to read and write Hebrew. Because of his age (over 45), he met with the program
counselor for only two months after which time he was to revert to the handling of the
Employment Service.

Before: The man had not worked since immigrating from Ethiopia seven years earlier.

After: After a month and a half in the program, he was working fulltime and starting to talk some
Hebrew. He earned more than minimum wage.

Unresolved Issues: The company does not run an afternoon school in Hebrew which means that
the man cannot learn Hebrew there.

Key Actions:
+ The man told the counselor that he had never worked and she explained that he was able to
work.

¢ The conversations with the man were conducted in Amharic.

+ The counselor told the man that he had only two months in the program and that it was up to
him whether he would subsequently apply to the Employment Service.

+ After some hesitation, he said that as long as he was in the program, he would try to find
work.

+ He began looking for work through neighbors and friends, and started a job in cleaning.

+ In preparation for meeting with a potential employer, the counselor taught him some basic
words in Hebrew.

¢ She reimbursed him for his bus fare and he was to receive a "perseverance grant".

+ Every month the counselor sends the man a scheduled appointment slip and they meet and
talk.

+ Where needed, e.g. if a child is ill, the man phones the counselor for emotional support and
comfort.

Turning Points/Significant Episodes:

¢ The counselor explained that if he did not find work in the two months of his program
participation, he would return to the handling of the Employment Service.
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Principles of Action:
¢ Defining a time frame

+ Not giving up on the participant and maintaining steady contact

+ Forming a personal relationship
Sensitivity to the participant's cultural background (speaking his language)

19. Success Story — An Immigrant from the Former Soviet Union who
Despaired and Wanted to Leave the Country, Began Working and Building
his Life in Israel

Discussion Date: 5.5.08

Background: A married immigrant in his late 20s from the former Soviet Union cut short his
engineering studies in Russia when he came to Israel. In Israel, he worked as a security guard and
had recently spent three months in jail for driving offenses.

Before: The man was not working and was on the verge of leaving the country and breaking up
his marriage.

After: He was working and earning a good wage, patched up his marriage and remained in Israel.

Key Actions:
+ The counselor persuaded the man to attend the job-search workshop.

+ At the workshop, the man wrote a curriculum vitae which he sent out to various companies
but received no response. He despaired and was planning to buy a ticket back to Russia.

+ To make things easier for the participant, the counselor allowed him to skip some workshop
sessions.

+ The counselor phoned the man every few days to ask how he was.

+ The counselor passed on a work offer to him from a large company in the Jerusalem area and
he started working, improving his marriage and remaining in Israel.

Turning Points/Significant Episodes:
+ Allowing the man to skip some workshop sessions

+ Accepting the job offer

Principles of Action:
+ Wise use of authority

+ Not giving up on the participant and leaving an "open-door" for him
+ Showing personal concern and caring
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20. Success Story — An Arab Man who had Shirked Part-Time Work Displayed

Diligence at a Fulltime Job

Discussion Date: 5.6.08

Background: An Arab husband and father joined the program in December 2007.

Before: He worked part time, was not happy with the job and malingered.

After: He started working fulltime at a new job and was very pleased with it.

Key Actions:

*

At their first meeting, the counselor talked with the man about the inadequacy of part-time
work and told him that he was able to work more. In reaction, the man promised to look for
additional or alternative work.

After two months during which time the man made little effort to look for additional work, the
counselor told him that hereafter, every day that he did not work he would be obliged to
attend the center workshop.

The ECD spoke with the man's employer who told her that he did not come to work
consistently.

In consultation with the team-head, it was decided not to issue the man a monthly bus tickets
to cover his traveling to work, but rather to provide single tickets in accordance with actual
trips to work.

When the man claimed that he was not obliged to take the workshop since he only worked
part time, the counselor told him that he was welcome to lodge an appeal with the appeals
committee.

After the man started participating in the workshop, the counselor told the facilitator not to get
into arguments with him about his obligation to attend, and asked him to try to persuade him
to work fulltime.

At the first workshop session, the facilitator showed interest in his participating in a group
forum and asked him about his actions and background.

The facilitator and group members told the man it was worth his while to work fulltime.

When the man voiced objection to participating in the workshop, the facilitator explained that
it was compulsory and that if he worked fulltime, he and the counselor would help him as
much as possible.

The facilitator told him to think it over for a couple of days before he gave his answer.

The man attended, more or less, on a two-day on, two-day off, basis. The facilitator did not
check whether he worked on the days that he did not attend the workshop.

The facilitator asked the man if he had thought about how to proceed, and the man said that he
worked part time and that was enough.
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The facilitator told him that if he changed his mind and decided to work fulltime, he could
find him work and he and the counselor would help him.

Another company facilitator told the man's facilitator about a job as a supermarket shelf-
stocker, and asked him for someone to fill the position.

The facilitator offered the job to the man. He suggested that he try it and told him that if he
was not pleased, he would be able to return to the workshop.

The man decided to try it and was sent to the job with a friend from another workshop.

In the afternoon of the man's first day at work, the facilitator phoned to ask how it was and the
man said it was excellent. He said that it was a good job and he wished to continue at it.

The man was working for two months and from time to time came to the center for his
monthly bus ticket and to consult with the counselor about his further steps.

The facilitator asked after his health when he came to the center.

Turning Points/Significant Episodes:

*

*

Obliging the man to take part in the workshop
Offering fulltime work together with a workshop friend

Principles of Action:

*

*

*

*

Drawing up a map of alternatives and presenting it to the participant
Negotiating with the participant

Setting clear boundaries

Promising help and assistance

The team joined forces for the wellbeing of the participant

Enlisting all systems, widening the social network

Close, personal, long-term support and staying in touch
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