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6. How have these changed from your first impressions? Why do you think that these impressions
changed?
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7. Read the “Case Study: Bridget, Part 3” and then answer questions 8 and 9.
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+ Case Study: Bridget, Part 3

Bridget stayed out of jail for three months. She then was arrested for prostitution. This time she spent almost
four months in jail. She was placed on probation and lived in a halfway house. During that time she received
chip in Alcoholics Anonymous for100 days of sobriety. Bridget decided that she would move back home, 0 she
began to live with her mother. She got a job, paid rent to her mother, and then moved into her apartment. She
took her boyfriend back. Before long, she began using drugs again. Her boyfriend continued his physical abuse.
She lost her job for irregular attendance and spent her money on drugs. That summer Bridget was hospitalized
with pneumonia. Her physical health had deteriorated. She weighed only 90 pounds, and she had lost most of
her hair and some of her teeth. While she was in the hospital many of her family came to visit. They all wanted
(0 help her. Bridget refused. All that she could think about was going back to her boyjriend and the drugs.

8. Do you think that Bridget is responsible for her situation (internal attribution) or is her environment
responsible? Explain the rationale for your answer.

9. How does “fundamental attribution error” apply to your thoughts about Bridget?

10. Read the “Case Study: Bridget, Part 4” and then answer questions 11,12, and 13.

Case Study: Bridget, Part 4

Once Bridget was out of the hospital, she moved in with two friends. Her boyfriend joined her there. She con-
tinued to use drugs. She stole checks, food, and medicine. Bridget sold the drugs that she didn’t use. She was ar-
rested again. In jail, she tried to commit suicide. The police took her to the hospital. She was placed on suicide
watch. During a routine physical exam, Bridget found out that she was pregnant. She waited three months for a
court date. She was placed in rehabilitation for six months and on probation for three years. It is clear that if she
violates the law again, she will go to prison.
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Currently Bridget is four months pregnant and has no idea who the father of her child is. She is in rehabilitation.
Her mother comes (o visit her. Right now she is clean.

1. To which social categories does Bridget belong? To which social categories do you belong?

12. Tn what ways is Bridget in your “in” group and your “out” group? How does this influence your
impressions of her and how would this influence your initial assessment of her?
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13. Did you or could you stereotype Bridget after reading the first two paragraphs? Describe the
stercotype. After knowing a more complete story, does the stereotype remain?

Self-Assessment

The following activity will help you assess what you have learned from Chapter 5. Focus on what you un-
derstand and what additional information would help you expand your knowledge about the assessment
phase of case management.

1. How will knowledge about forming impressions of others influence your work as a case manager?

2. Select one client from your Generalist Case Management text or this chapter, and describe how
you would use information about forming impressions of others, snap and systematic judgments,
attribution, and cognitive distortions to conduct an intake interview and record case notes of that
interview.

3. List the questions that remain for you after reading Chapter 5 of Generalist Case Management.
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In More Depth: Forming Impressions of Others

Chapter 5 explores conducting a beginning assessment of the client, documenting an intake interview,
and writing case notes. Characteristics of quality assessment and well-written documentation include ob-
jectivity and clarity. At times the basic assumptions that case managers make about their clients prevent
them from making objective assessments or writing balanced or factual case notes. When case managers
make assumptions about their clients, they may have formed impressions of them without proof or factual
information.

S0 how do we form this subjective impression of others? Let's look at four concepts that social psy-
chology deems important in assessing others: (a) the sources of information, (b) snap and systematic judg-
ments, (c) attributions, and (d) cognitive distortions (Weiten, Lloyd, Dunn, & Hammer, 2009).

Sources of Information

Every day we are bombarded with sensory input about the people we encounter. To manage this quantity
of data that determines how we react, we use various sources and types of information to categorize the
data and form impressions of others. Many times this categorization occurs very quickly, and often, we do
not even know that we are forming impressions (Winslow, n.d.). We believe that we are seeing people as
they really are. The sources of impression [ormation include appearance, verbal behavior, actions, nonver-
bal messages, and information about situations. For example, you are meeting a client for the first time in
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the client's home. A scantily clad woman with vivid makeup and bleached blonde hair (appearance) opens
the door. She says, “Who are you? What do you want?” (verbal). You see her holding a small child very
tightly in her arms; she is frowning at the child (nonverbal). Before you have a chance to answer, she slams
the door in your face (action). This is a home visit and the client’s name is on the mailbox by the door; you
are investigating an alleged child abuse reported by the next-door neighbor (situation). In this example,
each of the sources of data exists; appearance, verbal and nonverbal messages, and actions add information
about the situation. What type of impression did you form of this woman?

Let's look at how we form snap and systematic judgments as we meet individuals for the first time and
then as we encounter these individuals again.

Snap and Systematic Judgments

As we form impressions of others, we use snap judgments to record our first impressions. Unless there
is a strong motivation to go beyond these first impressions, we often retain them (Sherman, Stroessner,
Conrey, & Omar, 2005). Because each of us has so much information to process, we become “cognitive
misers.” This means that we depend upon automatic processing to summarize and make judgments of oth-
ers. With automatic processing, we make impressions quickly; these impressions come from many of our
previous experiences of other people.

‘There is another way to process this information by using controlled processing or taking your time to
identify their first impressions and consciously move beyond them (Neuberg & Fiske, 1987). Controlled
processing s time consuming and difficult. 1t includes thinking about whether the categories and opinions
you are using to make judgments about others are accurate. It is easy if the information you receive fits
Your traditional way of thinking, But i the information challenges your first impressions, then you have to
gather additional information and come up with new categories. This is hard work.

Without this type of intentional reflection, individuals move beyond their quick opinions and begin
to make systematic judgments of others. Think about your first impressions of the woman at the door de-
scribed in the preceding section.

+ Describe her in three words.

4 What was her reaction to you?

+ Why did she react as she did?

4 What was her relationship to the child?
4 Why was she holding the child so tightly?

If you can generate more than one answer to each of these questions, it is easier to move beyond initial as-
sumptions and determine what information you need to understand this woman at a deeper level.

Another way in which we form impression of others is using attribution or ascribing causes for an
individual’s behavior or situation. We use attribution to make assumptions of why individuals behave the
way they do.
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Attributions

‘When we make attributions, we assume we know the causes of another's behavior. These attributions con-
tribute to how we form impressions of others. Sometimes we believe that individuals are responsible for
their own behavior. Other times we believe individuals are victims of their environments (Adams & Betz,
1993). For example, as you think about the scantily clad woman described earlier, do you believe that her
dress is her own responsibility? Or did another individual or a social norm “cause” her to dress in that
fashion? If you believe that she is responsible for her dress, then you ascribe internal attribution, believing
that she chooses to dress and act the way she does because of her personality, characteristics, or abilities. If
you believe she is responsible for herself, then you think she must accept the consequences for her actions.
1f you believe that her dress and behavior are not only her personal responsibility, but that she also is un-
der social pressure to dress and act in a certain way, then you ascribe external attribution. In other words,
the responsibility for her action and behavior does not just rest with her, but with society.

The “fundamental attribution error” (Gilbert & Malone, 1995) occurs when we tend to explain the
behavior of others using personal rather than situational or contextual causes, without knowing the facts.
In other words, behavior is a choice of the individual and is influenced by personal characteristics such as
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temperament, personality, traits, values, and interests. A description of the woman who slammed the door,
based upon the fundamental attribution error, might include many of the following comments:

Boy, is she dressing to get attention? She must have a need to be noticed and must be trying to dress pro-
vocatively to gain the attention of the men she encounters. The way that she slammed the door means that she
Eenows exactly who I am and why I am here. She does not want me to come in and question her about her behav-
ior to her child. She was holding the child too tightly and she looks like she was trying to hurt the child.

‘This account does not take into consideration any situational factors such as the reasons she is dress-
ing as she is, her knowledge of the helper's visit, any previous visits she has had from strangers, what hap-
pened in the house before she heard the knock on the door, and reasons for holding the child tightly.

Ascribing reasons for behaviors or circumstances without information is likely to cause errors in how
we form impressions of others. Cognitive distortion is another way in which we may form erroneous
impressions.

Cognitive Distortions

As stated earlier, many times we process information about others quickly; we often lack the motivation
to pay attention to details and to question what these details mean. Cognitive distortions occur when we
take an easy way to define others by using social categorization and stereotyping. Social categorization
occurs when we define others as “them” or “us.” By categorizing according to nationality, race, ethnicity,
religion, age, gender, sexual orientation, and other groups, we quickly assign characteristics to individuals
in those groups. And, if it looks like an individual is not in our group, then he or she immediately falls into
the group of “the other.” In other words, those who are not similar to us become part of the “out” group.
Members of our “in” group have very positive characteristics and are viewed in a favorable light. Those in
the “out” group are different and have more negative characteristics. Let’s return to the woman answering
the door. In what ways does she belong to “your” group or groups? In what ways is she different? Would
you consider her to be part of the “out” group or the “in” group? Why?

Stereotyping is another way we create cognitive distortions. When we stereotype others, we imme-
diately ascribed characteristics just because they belong to a certain group. Phrases such as “all women,”
“most men,” “Catholics are,” and “Hispanics always” denote stereotyping, Many stereotypic beliefs that
we hold are not obvious to us. In fact, we confuse stereotypes with facts. How do we know when we are
using stereotypic or factual thinking? One signal occurs when we are surprised by the behavior of others
When was the last time you were pleased when an elderly man or woman competed and won a physically
based sporting event or someone with a serious mental illness was able to maintain stable employment?
The surprise you felt indicates that that individual violated the norms or stereotypes that you have for a
particular group.

Now that you are more familiar with different ways that you form impressions of others and are aware
of barriers to that process, let us examine how this knowledge helps you as a case manager engage in as-
sessment and report documenting.
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<= Exercise 6: Bridget—Is She “In” or “Out”?

1. Read the “Case Study: Bridget, Part 1” and then answer questions 2 and 3.

<= Case Study: Bridget, Part 1

Bridget is 22 years old and a drug addict. Her parents were divorced in her early teens. She changed high
schools three times. Her father is an alcoholic and her mother is clinically depressed. She has been in jail nine
times and she has been in and out of hospitals for the past five years with various illnesses. Her boyfriend physi-
cally abuses her. For the past three years, Bridget has been involved in illegal activities to get money for drugs
or to get drugs. Right now she is a convicted felon, and she could receive a sentence of six months in the peniten-
tiary or six months on probation. She wrote bad checks and was caught with drug paraphernalia. Bridget has
just found out that she is pregnant. She does not know who the father is.
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Bridget has a brother and two sisters. She grew up in a suburban neighborhood. In her early teens, her dad
admitted that he was an alcoholic. He left home to “get some help” but never came back. He divorced Bridget's
mother two years later. The family had to move out of the neighborhood into a smaller house. They had to move
again to @ house that charged less rent. Changing schools with each move, Bridget began to use drugs to help her
belong to an “in” crowd.

2. What are your first quick impressions of Bridget based upon her appearance, verbal behavior, actions,
nonverbal messages, and information about the situation?

3. Why do you think you made those first quick impressions?

4. Read the “Case Study: Bridget, Part 2" and then answer questions 5 and 6.

= Case Study: Bridget, Part 2

Bridget moved out of her mother’s house during her senior year and moved in with her father. Bridget's father
was dating every night and he knew only a little about what Bridget was doing. She was using drugs daily, in-
cluding marijuana, cocaine, and crystal meth—and she was now living with her boyfriend. Bridget worked at a
Tocal grocery store. Her boyfriend was selling and using drugs. Bridget attended school sporadically. She gradu-
ated and passed the local and state tests. After graduation, she continued living with her boyfriend. Her work
record was irregular and she kept changing jobs.

At the age of 20, Bridget and her boyfriend traveled to Mexico to buy drugs. Their plan was to buy the drugs
and then sell them in the United States. Bridget made the trip to Mexico successfully. But on the return trip, she
was stopped by the police just after she crossed the border. She was jailed for possession. She called her family,
but they decided that they would leave her i jail for one night. Bridget was released on bail. Her boyfriend was
already out of jail on bail. They found their car and unloaded the drugs that the police did not find. She was ar-
rested soon after that, but she had a false 1.D. The police ran the LD., discovered who she was, and then arrested
her again.

5. What are your more systematic judgments of Bridget?




