Tong quan cac quan diém vé quan 1y truong hop
trong cong tac xa hgi va kha nang img dung
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Tém tat: Qudn Iy truong hop la mét trong cdc phirong phdp can thiép ciia cong tdc xa
héi, c6 thé dwoc hiéu nhir la mér tién trinh cia cong tdc xd hoi, mot cdch thirc givp cdc
thdn chu duoc tiép cdn cdc dich vu tro gilip xd héi. Pay la mét chii dé nghién ciru réng
khap & nhiéu quoc gia trén the gidi trong linh vyc cong tdc xd hoi, va cd lich su phdt
trién lau dai. Bai viét di vao tong quan cdc quan diém gan day vé quan Iy truong hop
qua hé thong cdc quan niém va chire nang, tir dé dé xudt mét vai ham ¥ vé img dung

trong béi canh Viét Nam hién nay.
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1. Quén ly truong hop 1a mdt trong
cdc phuong phdp can thi€p cta cong tic
x4 hoi duoc nhiéu nhan vién xa hoi lua
chon dé tro giip cd nhan va gia dinh.
Phuong phdp nay nhian manh vao viéc
dénh gid nhu cau cua dbi tugng, xdc dinh
cdc ngudn luc tir cd nhan, gia dinh 601
tuong va tir cong dong, diéu phdi, két ndi
ngudn luc, t6 chic thuc hién va gidm sat
tién trinh tro gitp. Muc dich cua céc hoat
dong nay la cung cap cdc dich vu an sinh
xa hoi gitip ddi twong c6 thé vuot qua
nhitng khé khin ma ho dang gidp phai
trong cudc sdng, ddng thoi gitip ho ting
cuong nang lyc, phat trién tiém ning ban
than dé hoa nhap cong ddng va xi hoi.
Robert Lee Barker, soan gia tri li¢u tdm 1y
vé cong tic xd hoi, quan niém quan ly
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truong hop nhu 1 mér tién trinh nhan vién
xd héi thay mdt than chi ldp ké hoach, tim
kiém va gidm sdt cdc dich vu tir cdc )
chirc xa hoi (Barker, 1999, tr.62). Thong
thuong, mot té chirc cong tic xa hoi cé
trdch nhiém co ban d6i véi than chi va
giao cho mot ngudi quan 1y diéu phdi cic
dich vu va bién ho cho than cha. O My,
nhan vién xa hoi ¢ thé quy chiéu hé thong
chudn muyc trong quan 1y truong hop
(NASW, 1992, 2013), bd chuan muyc nay
di vao phan loai ban chat cua quan ly
truong hgp ciing nhu vai tro ctia nhén vién
quén ly truong hop.

Mot m6 hinh chung nhat vé quan ly
truong hop bao gdm rat nhidu chiic ning,
thong qua d6 ngudi quan ly c6 trach
nhiém diéu phdi va thyuc hién cdc hoat
dong cham séc than chu va cudn hit than
cht vao qué trinh ra quyét dinh (Roberts
va Stumpf, 1983; Roberts-Deffenmaro,
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1986, 1987, 1988, 1993). Hau hét nhiing
chtic nang nay mang tinh chung, khai quat
dbi véi cac hinh thirc quan 1y truong hop
khdc nhau & cdc bdi canh khac nhau voi
nhitng nhém thdn cha khic nhau
(Madden, Hicks-Coolick va Kirk, 2002;
Minkoff va Cline, 2004; Nalepa va Reid,
2003; Reid va Fortune, 2006; Tolson, Reid
va Garvin 2003; Zigarus va Stuart, 2000).

Quan ly truong hop ludn ham y su
tiép ndi cic dich vu, qud trinh ra quyét
dinh trong viéc thiét ké va dua ra cic géi
trg gitip, phdi hop giita nhitng ngudi cung
cﬁp dich vu va su tham gia c6 hiéu qua
ctia than chu, thic ddy sy tham gia cua
than chu trong toan b tién trinh tro gitp,
luu gitt va quan ly thong tin cua toan bd
tién trinh tro gidp than chu (Cohn va
DeGraff, 1982, tr.30). Khi mdt c4 nhan la
nguoi quan ly truong hop, ca nhan dé phai
c6 kha nang danh gid, c6 kha nang gidp
d% céc than chu tiép can cic dich vu, va
cling 12 nguoi ludn gitt vai trd ciia minh
ngay ca khi ciac dich vu d6 khong dugc
cung cip mot cach nhanh chéng va phil
hop (Miller, 1983). Nha xa hdi hoc nguoi
My Jack Rothman cho rang nhan vién xi
hoi cin c6 trach nhiém nim duge moi dic
diém cua ting than cht néu nhan vién xa
hoi d6 c6 trach nhiém quan 1y nhiéu
treong hgp khac nhau (Rothman,1992).

O mot sb to chic, trach nhiém toan
dién cho mdt truong hop dugc xac dinh va
duoc gan cho mot nhém li€n nganh hon la
chi cho mdt cd nhan nguodi quan 1y trudng
hop. Nhém nay thuong bao gdom ngudi
quan ly truong hop va cidc nha chuyén
mon khéc nhau. Néu cdu tric cua nhém
khong phu hgp hodc khong linh hoat,
nguodi quan ly cé thé duoc hd tro trong
tung truong hop don 1€ (Intagliata, 1991).

Qua viéc tao dung hé thong quan ly
truong hop, nha quan tri can hiéu cac chure
ning ctia nha quan ly trudng hop can ¢,
cling nhu cdc chire nang thyc tién cta hoat
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dong thuc hanh phuc vu cidc nhém than
chu. Nguoc lai, nha quan ly truong hop
cling can phai nhén thuc van dé vé thiét ké,
lap ké hoach cung cap cac dich vu va danh
gid cdc dich vu. “Triét Iy va tién trinh cia
md hinh thyc hanh dya trén bang ching
(evidence based practice - EBP) hd tro kha
nang chuyén mdn cia ngudi quan ly
truong hop qua viéc st dung nhitng danh
gid vé chuyén mon cia ho nhim gin két
thong tin vé cic dic diém riéng cua than
cha va cdc hanh dong véi cdc két qua
nghién ciru bén ngoai” (Gambrill, 2004).
Pé ¢6 hanh dong tro gidp phi hop dya trén
céc bang clr, gdm ca viéc dam bao dir liéu
vé can thiép va nhiing céch thirc phat trién
céc trudng hop trg gitdp cu thé, cic théng
tin thu dugc can c6 hé théng va duoc su
dung phit hop trong qua trinh ra quyét dinh
vé dich vy, diéu chinh hodc dung cic hoat
dong lién quan dén than chu (Rzepnicki va
Briggs, 2004). Md hinh EBP hd tro cic
khia canh vé dao dirc nham cudn hiit than
chu nhu nhiing nguoi tham dy chinh thie
va thic ddy sy ty quyét cia than chu
(Gambrill, 1999, 2003; Gray, 2001).

2. Céc nghién ctru mo ta vé cong viée
ctia nha quan 1y truong hop ciing cho thay
hoat dong nay khac nhau theo tirng linh
vuc dich vu (Zastrow, 2003, tr.21). Chic
nang chung cua cic nha quan ly truong
hop 1a phat trién mot mang ludi cdc ngudn
lye, danh gid than chu, dénh gid cdc nhu
cau va sitc manh cua than chu, _phat trién
viéc 1ap ké hoach cham séc, thiét ké mang
luéi dich vy, xdy dung céc hop dong thanh
van, thuc hién hoat dong cham sdc, 1ap ké
hoach, giam sat va lugng gia cac dich vy,
két thic cdc dich vu va thuc hién céc hoat
dong tiép theo.

Phdt trién mang luéi nguon lyc: Ca
nha quan ly truong hop va quan tri cong
tac xa hoi déu can lam viéc véi nhau de
phat trién mot mang ludi chinh thic vé
cic ngudn luc can duoc danh gia danh cho
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than chu. Qua viéc xdy dung mang ludi
cac ngudn lyc, trong tdm co ban can dugc
thuc hién la tlep tuc cac hoat dong cham
s6c theo nhu cau cua nhém thén chu.
Thong thuong, diéu nay yéu cau c6 su
hop tic, phdi hop ctia nhiéu to chuc, phbi
hop cac dich vy, chia sé thong tin.

Qua viéc thiét 1ap mang ludi céc
ngudn lyc, nguoi quan 1y truong hop can
nhén thirc v& cdc mang ludi chinh thuc va
su dung cdc mang ludi nay mot cich phu
hop. Cac nhém tu lyc, gia dinh, ban be va
nhitng c4 nhan khic lién quan dén than
cht c6 thé cung cip nhiing co so dé dua
vao d6 c6 thé thyc hién tro gitp va nhiing
hoat dong chiam séc thudng xuyén nham
ning cao ning lyc cta than chu dé duy tri
nhitng két qua theo ky vong (Collins va
Pancoast, 1976).

Tzep cdn cdc nguon lyc: O mot s6 to
chtic, mbi quan tim ciia cong dong 1a can
tim kiém hodc phat hién cic than chu dang
st dung cic dich vu, dac biét néu céc
chuong trinh dich vu mdi dugc thu
nghiém hodc trién khai. Cac to chuc cong
tac xa hoi khac v6i nhitng ngudi nam chd
dich vu, céc hoat dong tai cong déng co 1é
nhin manh dén viéc gido duc cic than chi
c6 trién vong - la nhiing nguoi c6 kha
nang phuc hoi vé céc yéu cau phu hop cua
chuong trinh tro giip va thuc day nhén
thirc vé cdc nguon luc khidc can c6 cho
viéc danh gia gitta ky.

O cong dong noi cdc than cha sbng,
can thuc hién céc hoat dong dinh hudng
theo ban chat cua cdc chuong trinh dich
vu ¢ cic cudc hop cua cdc nhém cong
ddng, ton gido va dan sy dia phuong. Qua
d6, rat hiru ich néu thanh 1ap mot nhém
lién nganh (gom nhiéu cdc bo phan lién
quan) dé phat huy kha ning ciia céc thanh
vién trong cong dong vé cic chuong trinh
trg gitp, boi vi cac thanh vién cua cong
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dong déu c6 mdi quan hé vai cic td chirc
khic trong cong dong.

Pdnh gid vé nhu cdu va diém manh
cua than chu: Cac nha quan 1y truong hop
hop tic ciing than chu dé danh gid vé su
han ché cta cc ngudn luc ciing nhu diém
manh cua thin chd trong qua trinh giai
quyét tinh hudng. Trong tim cia hoat
dong nay 1a nham nang cao ning lyc thuc
hién chiric nang cua than chd hiéu qua hon
trong cdc diéu kién song. Tur quan diém
sinh thai cia Germain (Germain 1973,
tr.327; Germain va Gitterman, 1996), md
hinh cudc séng, cic van dé cudc sbng
dugc dinh nghia 1a khong phai su phan
4nh vé céc trang thdi bénh 1y, nhung duoc
xem nhu nhitng hé qua vé tuong tic giira
ca nhan, gia dinh, cac td chie dich vu,
moi truong va cic chu thé khac.

Hoat dong thuc hanh cta quan ly
truong hop (khong tinh dén bdi canh ma
mo hinh nay dp dung) nhian manh dén
diém manh va nhu ciu cta than chu hon 12
danh muc cdc van dé. Trong _nhing
trlrorng hop c6 qua nhiéu nhu cdu, cin
thiét lap céc hoat dong uu tién.

Phdt trién ké hoach cham soc: Ngudi
quan 1y truong hop va than chii can dénh
gid diém manh cua than chi, nhimg nhu
cau va diéu kién ciia ho. Qua danh gid nay,
nha quan 1y truong hgp va than cha cung
nhau hop tic dé dit ra myc dich chung va
cu thé nhim dat dugc nhiing Kkét qua theo
mong doi. Than chu cé thé luya chon nhiing
diéu ho can trg gidp va ca nhimg diéu ho
khong can (Reid, 1978, 2000; Reid va
Epstein, 1972; Reid va Fortune, 2006).
Quy diéu dao dirc cia Hiép hoi Cong tic
xa hoi My (1999) c6 tuyén bd rang nhan
vién xd hoi can c6 trach nhiém dao duc
chuyén mon nham ton trong va thic day
quyén cua than chu vé khia canh tu quyét,
hd trg than chii xdc dinh va phan loai cic
muc dich.
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Cédc nhiém vu can thuc hién nhiam dat
duoc muc dich ciing dugc chi ra mdt cach
cu thé. Viéc 18p cac ké hoach nhiém vu 1a
nhdm muc tiéu phan loai va chi ra tién
trinh cy thé cho ca than chi va nhiing
nguoi thuc hanh (Rothman va Sager,
1998). Moi than chu khi tham gia vao qua
trinh 1ap ké hoach cham séc déu can c6 it
nhit mot muc tiéu cu thé dé thuc hién
nhitng diéu ma thin chu c6 thé giai quyét.

Thiét ké mang luoi cdc dich vu: Sau
khi 1ap ké hoach, nguoi quan ly trudng
hop va thin chu c6 thé Iya chon cic dich
vu, cic ngudn luc tro gitip cho mang ludi
dich vu cd nhéan cia than chi. Pay 1a tién
trinh hop téc va cung hdi nhép véi nhau,
bao gém ca hinh thirc tim kiém hé thong,
danh gia khich 1é, téng hop céc bang
chtng, cir liéu dé tra 10i cdc cAu hoi cho
qué trinh thuc hanh, nhu “dau 14 hinh thac
can thiép hiéu qua nhit dé dap tmg céc
nhu cau cua than chi va dat dugc két qua
nhu mong doi?” (Gibbs, 2003).

Trong viéc thiét ké mang ludi céc
dich vu, cdc nhan td khic can duoc xem
xét, bao gém: (a) cac gia tri va dao duc
nghé nghiép, “lam thé nao dé ngudi quan
1y truong hop c6 thé bién ho cho than chii
dé tiép nhan cdc dich vy binh dang va
cong béng"”' (b) céc hinh thuc phan xét
dénh gid vé hoat dong chuyén mon cling
can dugc can nhic, “ngudi quan 1y truong
hop str dung nhiing trdi nghiém thuc hanh
va cdc tu lidu san c6 nham trg gitp than
chi ra sao?”’; va (c) xem xét nhiing dac
diém, gid tri, diéu kién cua than chy, “liéu
than chi c6 san sang hodc c6 kha ning
nhan duoc cac dich vu?”.

Thiét ldp ban cam két thanh van:
Trudc khi thuc hién hoat dong cham sdc,
mot hinh thire cam két so cp can dugc dua
ra giltta nhan vién xa hdi la ngudi quan ly
truong hop va than chi. Van ban cam két
thir cap dugc xdy dung giita nguoi quéan ly
truong hop va ngudi cung cap dich vu, vi
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du vai nha tri liéu tdm 1y, dugc gidi thigu
cho than chu. Trong hinh thiic cam két do,
c6 6 van de can duoc dé cép:

e (Cac muc ti€u c6 tinh hién thuc tir
ké hoach chdm séc dua trén sy danh gid
diéu kién cua than chu;

e Gioi han vé thoi gian cia cam két;

e Céc hanh dong duogc 1ap ké hoach
dé than chii, ngudi quan 1y truong hop va
nhitng chu thé khac thyc hién nhim dat
duoc muc tiéu;

5 Trach nhiém c4 nhan khi thuc hién
cac ké hoach gﬁ duoc 13p ra theo khung
thoi gian cu the;

® Nhing chi phi phdt sinh néu qud
trinh tro gitp that bai;

e Chit ky ctua cic bén lién quan
(thdn chu, nha quan ly truong hop, nha
cung cap dich vu...).

Thuce hién ké hoach cham séc: Ké
hoach chidm s6c dugc thuc hién dya trén
su van hanh cua céc nha cung ce”ip dich vu
khac nhau. Piéu nay c6 nghia 1a than chi
cung tham gia cidc hoat dong vdi nhiing
nguoi cung cip dich vy dé dat duoc cic
muc tiéu tuyén b trong hop dong. Nguoi
quan ly trudng hop c6 thé gitp than chu
thiét 1ap cic hoat dong, ty van dong dé
nhan ra nhing diéu thiét yéu, loi ich c6 tir
cac dich vu doé.

Nguodi quan 1y truong hgp la nguoi
diéu phdi, diéu hanh cdc dich vu trong sy
hop tic voi nhitng ngudi cung cap dich vu
theo khung thoi gian trong cam két, duy
tri cdc hoat dong giao tiép véi nhiing
ngudi cung cap dich vy va ddp tng nhiing
nhu ciu co ban cua than chu. Tuong tu,
nguoi quan 1y truong hop c6 thé cé nhiing
giao tiép thuong xuyén véi mang ludi trg
gitip ty nhién ma than chii von c6 (nhu gia
dinh, than toc...) tir géc nhin cia ly thuyét
hé thdng trong cong téc xa hoi.
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Gidm sdt cdc dich vu: Nguoi quan 1y
truong hop can ghi lai ¢6 hé thong va xdc
nhn cac hinh thirc cung cép dich vu theo
ding ké hoach chim séc. Nguoi quan ly
truong hop c6 thé xdc dinh dich vu gi can
dugc cung cap cho thin chil trong khung
thoi gian ciia cam két da dé ra. Vi du, qua
viéc str dung nhing hinh thirc cam két thir
cip v6i nhimng ngudi cung cap dich vu,
nguoi quan ly truong hop co the xac dinh
khi nao nguoi tu van tam 1y can lam cic
bdo cdo. Giao tiép voi nhitng ngudi cung
cap dich vy cing nhu mang ludi tro giap
ty nhién la rat can thlet dé nam duge
nhitng ngudn lyc gi cin dugc cung cap
cho than chu, cling nhu mtic d¢ tham gia
cua than chu.

Luwong gid: Nguoi quan ly truong
hop, than chi va nhiing cd nhin quan
trong c6 thé ciing do ludng tic dong cia
cdc dich vu va kha nang tiép can cdac
chuong trinh tro gitip, ciing nhu céc két
qua c6 thé dat duoc dbi v6i than chu.
Viéc lugng gid dugc xem la sy hudng
dan tot nhit nhim cai thién qud trinh
cung cap dich vu, cling nhu la van ban cy
thé dé xem xét trién khai céc ke hoach trg
gitip tiép theo. Mot nguyén tic co ban
trong cic hé théng quan 1y truong hop 1a
can hd trg than chi xem xét lai muc do
trach nhiém va danh gid dugc kha ning
than chil ¢6 thé dat duoc nhimng két qua
theo yéu cau hay khong.

Két thiic quan Iy truong hop: Mot ca
trg gitip c6 thé két thiic khi nha quan ly
truong hop bat dau thao luan véi than chi
vé& (a) nhitng yéu cau phit hgp dé tiép nhan
céc dich vu, (b) dit lidu vé cdc md hinh
dich vu thuc hién dua trén d6, (c) nhitng
kinh nghiém chuyén moén cua nha quan ly
truong hop trong viéc didu phdi dich vu,
(d) nhitng két qua dugc ky vong tir viéc
tiép nhén cic dich vu, va (e) nhiing han
ché trong qud trinh cung cip dich vu. Viéc
két thic mot ca tro gitp ciing can thé hién

27

dugc su thay doi & than chii ¢6 duoc thyc
hién hay khong. O cdc chuong trinh véi
su han ché vé thoi gian, céac dich vy, than
chi can lya chon cdc diéu kién, tinh
huéng va kha ning phd hop véi céc
chuong trinh trg gidp.

Cdc hoat dong tiép theo: Mot Ké
hoach can duogc thyc hién ¢ phan cuéi khi
lam viéc voi than chu. Nhimng m01 quan
hé, tiép xdc nay dugc xem Ia rat quan
trong, dac biét khi cac dich vu da két thuc
voi két qua phu hop. Cdc hoat dong tiép
theo ¢ thé gitip quyét dinh khi nao nhing
van dé moi hodc nhing van dé xay ra
thuong xuyén can c6 thém céc hinh thic
can thiép, va can danh gid khi nao hoat
dong can thi€p dem lai hiéu qua. Qua trinh
nay doi hoi can c6 sy chia sé ciing nguoi
quan tri va cdc nha quan ly trudng hop
khic dé hiéu hon v& nhiing dlem manh
cua than chu can cho giai quyét van dé va
khi nao cin giai quyét nhirng md hinh can
thiép dua trén bang chung.

3. Quéan ly truong hop cho téi nay
dugc xem 12 mot xu hudng phat trién
trong cong tac xa hoi cua thé ky XXI. Day
12 mot phuong phdp can thiép dugc nhiéu
nhén vién xa hdi chuyén nghiép st dung.
Trong sy phat trién cdc mo hinh dich vu
cong tac xa hoi ¢ Viét Nam, mo hinh nay
duoc xem la phu hgp trong cic hoat dong
cong tdc xa hoi tai bénh vién, truong hoc,
tai cong dong, trong cédc hoat dong vang
gia c6 sy phdi hop cic dich vu va can diéu
phdi céc dich vy, ciing nhu duge 4p dung
pho bién & cdc md hinh ning cao chét
lugng dich vu xa hoi & cdng déng hién
nay. Déc biét, kha nang dp dung cua quan
ly truong hop dugc danh gia la phu hop &
cic linh vyc lién quan dén nguoi gia,
cham séc strc khoé hanh vi (vi du nhu stc
khoé tdm than va van dé lam dung cic
chat gay nghién), phiic loi tré em va cic
dich vu cho gidi tré dua trén gia dinh; cac
hoat dong gido duc nhan cich; khuyét tat
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(nhan thirc, phét trién, thé chat, tim than);
gido duc (tu tiéu hoc dén dai hoc, céc
chuong trinh hoc hoi sudt doi); tro gitip
van dé viéc lam; cham séc stc khoé; nha
0, cac dich vu trg gidp nguoi di cu, nhap
cu; céc dich vu cham séc va hd tro 1au
dai... Cic hoat dong nay c6 thé duoc thyc
hién & cédc linh vuc cong, linh vuc tu, tu
néng thon dén thanh thi... Cdc mo hinh
d6 c6 thé dugc van hanh bang ngudn ngan
sach nha nudc, cac du an trg gidp, cac to
chtic tw nhan hay cdc to chtc ty nguyén.
bay 1a md hinh dugc ng dung mang tinh
toan dién va phu hop véi cac dic trung
vin héa, kinh t& va diéu kién phat trién
cong tac xa hoi & Viét Nam hién nay.

Ngudi quén 1y truong hop cé ning luc
can c6 tri thuc, k¥ ning va gid tri dé xdc
dinh va st dung céc dir li€u, lya chon cac
hinh thiic can thiép va t6 chiic cung cap
céc dich vu vé cdc mo hinh can thiép nay
thong qua mang ludi céc to chiic cong tic
x4 hoi. Hoat dong bién ho cua hé théng
quan 1y trudng hop hiéu qua can duoc dua
vio trong tién trinh ra quyét dinh dé quyét
dinh diéu gi can dat duoc tir sy tham gia
ctia ké hoach cham séc o
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