
Maltreatment & Organizational Dimensions 

It is not enough for a human service agency to have a zero tolerance policy 
outlawing abuse in their corporation. We have those policies/statements now, 
but abuse still occurs. It is not enough to provide training in 
consumer/resident/client rights, and expect that rights will not be violated. We 
have that training now, however rights violations continue to occur. When 
organizations react to the negative influences that steal into their 
environment in a negative way, is it any wonder that employees react 
to the persons they are serving in a negative way. Words without action 
are useless. Often, the action of preference is disciplinary in nature against the 
staff. Yet, terminating the abusive employee has not eliminated abuse from our 
agencies either. What more can we do? 

The answer is very simple, but seems very hard to implement. An organization 
must actively participate in abuse prevention. Participation includes five basic 
components: the way we design and deliver services, the people we hire, the 
way we treat the people we hire, the way we create our organization (our 
values, relationships, communication, conflict resolution), and the way we 
respond to negative influences that will most certainly occur. The organization 
must have a clearly defined mission and akin to that, a means of continually 
assessing, evaluating, planning and delivering those services in a meaningful 
manner.  

With that clearly outlined, we must recruit, select and retain persons who will 
work toward fulfilling that mission. Once we have those people on board, we 
must make them feel valued, treat them with respect as the integral and 
indispensable people they are. We owe it to them and the people entrusted to 
our care that staff have a clearly defined professional identity and a recognized 
set of skills for which they are held accountable and for which they can be proud. 
Training, supervision, evaluation and organizational recognition for a job well 
done are all essential components of the human services agencies responsibility. 
Polarization (management vs direct care staff, us vs them mentality) cannot be 
allowed. Open communication will reduce the potential for rumor and innuendo 
while at the same time building trust and better grounds for conflict resolution. It 
is imperative that the organization be viewed inside and out as a cohesive group 
of people, with the same goals and outcomes in mind, namely those of providing 
excellent care. Finally, when negative influences do become apparent, the 
organization needs to respond in an active, meaningful manner. Stagnation, 
isolation, dishonesty, incivility and general deterioration cannot be allowed to 
seep in and destroy staff morale, or trust in the organization's administration.  
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