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AN ANALYSIS OF A COUNSELOR'S THREE MONTHS' ACTIVITY - "1943 

(Distribution of Counselor's Time) 

Activity 
Employees 

No. 7. Total 
Contacts & 
Interviews 

No. No. per 
Employee 

Time per 
Contact & 
Interview 

TL Counselor's 
Total Time with 
Employees*  

I. Introducing Counseling 

II. Improving Morale 

III. Adjustment to 
Immediate Situation 

IV. Adjustment - Personal 

Total 

104 

217 

89 

24 

434 

25 

50 

20 

5 

100 

142 

599 

378 

133 

1252 

1.4 

2.8 

4.2 

5.5 

7.5 

26.0 

36.0 

3.6 

23.0 

50.0 

24.0 

100 

*During the thirteen week period under consideration the Counselor spent 328 hours in interviews and 
contacts with employees. This was 65% of her total time worked. 
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AN ANALYSIS OF A COUNSELOR'S THREE MONTHS ACTIVITY 
JANUARY 1 TO MARCH gl. INCLUSIVE 

Summary 
This study was prepared in an attempt to describe what was 

happening in counselor interviews and contacts that was of value to 
the employees and to Management. All of a particular counselor's 
contacts during a three month period were lined out to show the fre
quency of contacts, the number of contacts, the number of people con
tacted and the hours involved in contacts. 

The employee talk in interviews was then studied to determine 
the moaning or value that appeared to develop for employees during the 
period of study. 

It was found that all employe© contacts could he classified 
into four main groups: 

Introducing Counseling 

The first group of contacts consisted of those contacts in 
which the counselor was introducing herself and her Job to the employee. 
These contacts were of value in that they laid the groundwork for further 
use of counseling. 

II. Improving Morale 

In the next group of contacts considered, the employees seemed 
to get a personal lift and some social satisfaction from being able to 
express themselves fully and completely to an interested listener. The 
talk in the contacts placed in this group involved employee experiences, 
plans and items of personal interest which occurred in and outside the 
plant. They appeared to have value in that they stimulated feelings of 
good will toward the Company and helped to improve the employees relations 
with other employees, In general, an overall improvement in employee 
morale seemed to result. 

III. Affect Adjustment to the Immediate Situation 

The third group included contacts with employees who had a 
complaint to make or an immediate problem to settle. These contacts 
usually began with a description of the problem and an expression that 
something should be done about it. In most cases, a change occurred in 
employee thinking during the interview. The changes noted were: 

A. An alteration or change in the criticism or demand the employee 
was making. 
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Al. Through a reduction in the emotional content of the 
employee thinking. 

A2. Through an enlarged look at more facts on the situation. 

A 3 . Through an inclusion of more of the employee's personal 
evaluation. 

B. A development of the ability to understand and act effectively 
on the personal demands the employee was malting. 

Bl. Through relieving the concern that blocked the way to 
effective action. 

B2. Through understanding more completely the personal demands. 

IV. Affect Adjustment of Total Personality 

The fourth group consisted of interviews with employees who 
had developed a more rigid way of interpreting things that happened to 
them. The interviews with employees in this group called for consider
able skill on the part of the counselor- and more time was required to 
bring about changes in thinking. However, for those employees who were 
able to work out an adjustment, considerable satisfaction resulted as 
the adjustment tended to influence the employee's total outlook. 

Introduction 

The purpose of this study is to see if a more definite value 
can be placed on a counselor's effort through a careful study of each 
interview and each contact which occurred during the period January 1 
to March 31* In looking at these contacts the following questions were 
asked: 

1. How were employees and supervisors using the counselor? 

2. What were they thinking about? 

3. What influence did the counselor's point of view and method 
of listening have on the thinking people were doing? 

k. What was the value of this influence of the counselor in 
improving morale: in stimulating more effective collaboration 
between people; and in bringing about improvements in the pro
ductive effort of the people involved? . 

The appraisal herein presented differs from previous efforts 
to picture a counselor's work in that here an attempt will be made to 
take into account all of the counselor activity, including what has 
heretofore been considered casual contacts. We plan to look at these 
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contacts in relation to the frequency of contact, and the time spent 
with people who are realizing benefits from counseling. The cases 
handled for the period under study will be grouped to show specifically 
the use that was made of the counselor. In considering each group, an 
attempt will be made to appraise the counselor's effort. Our ability 
to accomplish the above is of necessity subject to all the natural limi
tations involved in the material under study. However, in spite of this 
we expect to be able to establish a generalized kind of value which is 
more complete than has heretofore been possible. 

In previous efforts to describe the work of a counselor, a 
more general kind of question has been asked. We have tried to show -
(l) what counseling is; (2) how the counseling method of approach dif
fers from other methods; (3) how it works out; and (k) the kinds of 
situations ordinarily dealt with. The picture presented was based on 
case material whicli was pointed up to answer one or more of the above 
questions. Of necessity, in selecting illustrative material, some of 
the more' outstanding problems of personal and group maladjustment had 
been used. The use of this material seems to have encouraged the fol
lowing types of conclusions; 

1. A counselor's most effective work was with the seriously mal
adjusted employ©©©. 

2. The counselor's work was not too necessary. The Company might 
have been better off if the problem case were relioved or 
dropped. 

3. The counselor wasted a lot of time listening to trivial talk 
that had no real importance to the person he wa3 contacting. 

k. A counselor's work was ineffective as he could not take action 
when a real problem was put to him. A counselor either should 
be able to take action or pass on directly or indirectly to 
someone in authority a sufficiently accurate picture of the 
problem so that action could be taken in cases where action 
seemed to be indicated. 

Description of the Shop Selected for Study 

The shop selected for study was made up of 962 employees and 
supervisors. Of these 962 people, the counsej.or knew and had talked 
with kok or 58^ of the employees were included in the study. The people 
who were known and had been contacted were distributed evenly through
out thy total territory. They included a representative sample of 
short and long service employees and people from all of the occupational 
groups. It also is important that there were no major organizational 
or work changes during the period. As compared with situations under
going change, the shop selected was considered a stable situation. The 
counselor assigned to the shop has about 5 years' experience. She is 
considered to be one of the most effective interviewers in the counsel
ing department. 
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Activity of the Counselor 
During this period, the counselor had had l6k5 contacts with 

employees and supervisors. Of these 1252 were with operators and 393 
with supervisors. The 1252 contacts were with kjk employees for an 
overall average of 2.9 contacts per employee. The frequency of con
tacts with employees varied from 1 to Ik during this period. The time 
spent in contacts varied from something over a minute in an on the job 
contact, to 2-1/2 hours in an off the job interview. 

Method Used in Study 

The first step taken in the study of the counselor's contacts 
was to select a sample of contacts with employees whom the counselor 
knew well. It was felt that it would be comparatively easy to determine 
what had been happening in these contacts and how these employees had 
been using the counselor. From a study of the interviews with these 
people, it was found that there were four different kinds of things hapr 
pening in the counselor's interviews: 

1. It was noted that in some contacts employees talked very little. 
In moot of these contacts the counselor spent considerable time 
getting acquainted with the employee and talking about counsell
ing. They WJ.11 be considered later under the heading Group I, ' 
"Introducing Counseling." 

2. The counselor also found a number of contacts in which em
ployees talked more freely than they did in Group I but the 
talk appeared what might be called social conversation. 
These contacts will be grouped and classified as Group II, 
"Improving Morale by Stimulating Personal and Social Satisfac
tions on the Job." 

3. The next group of contacts which seems to stand out prominently 
wore those contacts in which the employee did some serious 
thinking about a problem that was bothering her at the moment. 
In these contacts considerable change occurred in the think
ing employees were doing during the interview. They will be 
considered in more detail as Group III, "Affect Adjustment 
to the Immediate Situation." 

k. The final group were contacts in whioh a more basic personal 
adjustment seamed to be taking place. These people were seen 
quite- frequently and a good deal of time was spent in each 
contact, They will bo later considered in detail as Group 
IV, "Affect Adjustment to the Total Personality." 

After the main grouping of contacts was determined, it was 
found that the contacts in some of the main groups could be further 
subdivided. In doing this, it appeared possible to state more specifi
cally tho method by which beneficial results were obtained from the 
counselor's activities. 
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In the classification of contacts, each contact vas not con
sidered separately but rather all the contacts with a particular employee 
were classified in the groups which seemed to represent the most typical 
benefit that occurred. Thus, in classifying contacts with an employee 
who was finally placed in Group III, there may be a first contact consist
ing of a counselor' introduction and several contacts in which changes 
were occurring in the employee's thinking. The contacts with this em
ployee have all been placed in Group III. 

Likewise no attempt was made to assess the degree of maladjust
ment present in an individual. The unit of measure consisted of the 
extent of effective talking the counselor has brought about or stim
ulated. For example, a distinctly maladjusted or disorganized individual 
whose talk was persistently emotional and disorganized could be rep
resented in Group II on the basis that he seemed to want to "tell the 
counselor about it" and was not "ready" to make a change in his atti
tudes. The satisfaction the employee actually experienced had to be 
shown in the group in which the benefit was being realized. 

The balance of the study will be confined to a detailed de-
• scription of the contacts included in each group, 

1. Introduce Counseling 

Included in this group are a total of lk2 contacts with 104 
people, an average of 1.4 contact per employee. The average time spent 
with employees in this group amounted to 3.6fo of the total counselor's 
time spent in all contacts. From the above it may be noted that the 
contacts under consideration were brief. There were comparatively few 
second, third and fourth contacts. 

In general it should be said that these contacts were initi
ated by the counselor to introduce herself, to explain in a general way 
what a counselor's job is, and to indicate an interest in getting to 
know the employee better. As might be expected, it was necessary for 
the counselor to take the lead in carrying on these conversations and 
as a result, the meaning of these contacts to the individual was often 
unobservable. The response from the employee was somewhat general. It 
seemed to be talk which was proper repartee, or which indicated their 
acceptance of the counselor, or which was an attempt to acquaint the 
counselor with a few points of interest about themselves. 

Some of the more typical responses were, "I never worked where 
they had something like that"; "They think of you here"' "I know who to 
go to if I want to know anything"; "I've seen you around"; "This is what 
I do - - - - -; before I came here I did - - - - " ; "Now I can say hello 
when I see you." 
I I * ^proving Morale .by Stimulating Personal and Social 

Satisfactions on the Job 

The tabulation of contacts in this group included 599 contacts 
with 217 people, an average of 2.8 contacts per employee. The time 
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involved in these contacts was 7.5 minutes per contact. The time in
volved in all contacts in Group II was 23$ of the counselor's total time. 
It appears that the counselor saw these people more frequently than she 
did those classified in Group I and spent more time in each contact. 

The contacts in Group II may he thought of as the kinds of ex
periences which stimulate the employee to "feel good." They found in the 
counselor someone who was sinoerely interested in them and in their ex
periences and plans. There seemed to he a real desire on the part of 
most people to communicate their experiences, attitudes and interests to 
someone who was able to maintain a sustained interest in them. To ex
perience this pleasurable feeling, it was necessary that they felt they 
could talk about these things without wondering whether they would be 
criticized, made little of, or misunderstood. The counselor-employee 
relationship encouraged this kind of communication. 

In this group many employees were found who made an effort to 
contact the counselor to "bring her up to date" on happenings that were 
of interest to them. The enjoyment the employees got from the opportu
nity afforded to relieve these experiences was obvious. It was felt 
that the feelings of satisfaction which develops in these contacts 
tended to carry over into their work, having a positive or stimulating 
influence. 

As an aid in a more specific description of the things which 
happened in the contacts in Group II they will be considered with 
typical illustrations under the following sub-headings: 

A. Contacts which fulfilled an apparent need for satisfactory 
social contacts. 

B. Contacts which stimulated a feeling of a personalized Company 
interest, 

C . Contacts which gave opportunity to tell of experiences and 
gave satisfaction which came out of talking about them. 

A. Fulfilled Need for Social Contacts 

The talk in Group IIA was characterized by the description of 
little events that happened in the department, wardrobe planning, weather, 
etc* Typical examples follow: 

"You ought to go over to , she's nice. Say, did you 
know that was out sick?" 

"Are you going to the party? I don't think I will. 
It will be the first one I missed. They're having a party here 
for ." 

"Gee, it's nice out today. I hope it's nice for Easter. 
I have a new outfit. (Description)" 

This talk appeared to have a value particularly for those em
ployees who had developed sufficient skill on the joh so that their 

U N I V E R S I T Y O P W I S C O N S I N - M I L W A U K E E 



7. 

thinking was not actively required or for those employees who were so 
situated so that they did not have adequate opportunity for social con
tact. In the following contact we find the counselor apparently 
(l) stimulating social interaction; (2) relieving monotony; and (3) 
interrupting disorganized "day dreams." 

1. In the following contact after one employee had told the 
counselor she was going to the party, the employee next to 
her joined in the conversation with "Oh, are you going to 
the party for ? I hadn't thought about going. I 
didn't know who else was going to be there." 

2. The counselor often finds employees who say, "Oh, I am glad 
you stopped. I was just about falling asleep." In many cases 

- the talk then goes on to something that happened recently. 

3. In the same way revery is interrupted. The counselor gives 
employees an opportunity to find expression for 'their random 
thoughts in a more orderly and useful form. "I was way off 
in the clouds - - I was thinking of my boy friend, how I'd 
like to see him soon, thinking about my brother, too, and 
how bad my mother feels. I was all over the place." The 
talk continued about her boy friend. 

Many interruptions occur on the job which break monotony 
other than those stimulated by the counselor and in some instances 
they appear to function in a way that is comparable to counselor con
tacts. However, the counselor's contacts seem important as she con
sistently attempts to stimulate employee thinking to a point where it 
has a more orderly and useful form. This is especially noticeable 
when the revery is pessimistic. In many instances there is a notice
able stimulation in the employee's work pace following a counselor's 
contact. 

B» Give Feeling of Personalized Company Interest 

The relationship with the counselor has a way of adding to 
an individual's feelings of being affiliated in a personal way with 
the Company. The counselor's contacts with employees appear to the 
employee as a friendly, personal, and quite informal sort of meeting. 
From the comments, it appeared that many employees appreciated the 
fact that the counselor came to see them with nothing more in mind 
than to find out how they were, what they were doing, etc. Employees 
often expressed surprise in having a counselor come to see them. Their 
comments indicated that the relation with the counselor was different 
from their relation with their supervisor or other people. In other 
words, the counselor seemed to bring evidence of a Company interest 
to them directly whereas most other relations seemed to emphasize a 
need for their becoming acquainted or relating themselves to the Company. 
This feeling may be explained from the following general observation. 
The Company has a job that must bo done and it seems that employees 
tend to think of most supervisory and personnel contacts as being 
motivated primarily in that interest. The Company also sponsers many 
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other activities which are set up primarily for employee benefit. In. 
most of these it is necessary for the employee to take the initiative 
in making personal contact. Following are some typical comments which 
show the type of contacts which have been included in 2B: 

"Where do I find you? You mean you come around and talk 
to us?" 

"We talk to you when anything go§s wrong pn our job. Oh, 
you mean we can talk to you about our personal affairs, too, 
while we"re here at work? That's nice." 

"I've been over here a month now. At first I felt terrible 
about the transfer but I really like it now. I knew one of the 
counselors in . We had nice talks. It was nice of you to 
stop." 

"I've been transferred to . I don't know what 
I'll be doing. I hope I like it. I won't know anybody over 
there. Will you come down and see where I am?" 

C. Afford Full Opportunities to Tell Experiences, Plans, etc., to an 
Interested Listener 

The expression of experience, plans and events evolving about 
their lives seem to have a gratifying effect on people. There were 
many forms of satisfaction which were felt by the people in this group 
through their being afforded an opportunity to relate experiences in 
detail to an attentive listener. In the following comments, the coun
selor appeared to have stimulated a detailed expression of employee 
experiences which had been interrupted or discouraged in other relation
ships: 

"With most people when you try to tell them something, right 
away they have something to tell you. You never do get to say it 
all." 

"When I talk to , he Just sits and looks at me, and 
I start wondering what he's thinking and forget what I was going 
to say. He doesn't help me out. You know what I mean? See" 
You say 'Ma-hum.1 Well then I can go on, figuring you know what 
I mean." 

In relating these experiences to the counselor, the employee 
can lift out the particular kind of satisfaction she is 'asking of it. 
More often than not, she is not asking for advice, suggestions or sym
pathy. 

"When I talk about this at home, I only worry my mother." 

"At home they'll tell me to do it this way, and then that 
would not be all right with ." 
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Following are further illustrations of the kind of satis
faction the employee can obtain from contacts with the counselor; 

"Gee, I like to sew, especially when I make something out 
of nothing. I made all the in my house. (Went on in 
detail how attractive things had materialized by her effort from 
little or nothing.) Gee, I never sit idle. I pick up a piece 
of whenever I listen to the radio, etc." 

(Note: It was evident from the extent of the employee's talk that she 
was very interested in this part of her life and seemed to experience 
satisfaction from finding she could go into it in detail to someone 
who was able to maintain an interest in her telling it.) 

"Say, remember the brother I told you about who joined the 
service? He's coming home on furlough. I'm so thrilled. Mother 
is too. (Description of plans.)" 

(Note: A good deal of the employee's enthusiasm seemed to be in 
finding someone with whom she was able to share her own enthusiasm.) 

After talking at some length about past experiences and dif
ficulties when living with parents, how their strictness interferred 
with her happiness, contrasted her present situation, etc., the em
ployee said, "I can't tell the girls in the gang I left home. They'd 
criticize and wouldn't understand, but it is good to be able to tell 
someone and tell them why." 

III. Affect Adjustment to Immediate Situation 

In considering the third group, it may be noted that the 
counselor had 378 contacts with 89 people, or an average of k.2 con
tacts per employee. The average time per contact was 26 minutes with 
l6k hours involved in all contacts. The total time spent with employees 
in Group III was 50$ of the time spent with all employees. The effort 
expended with employees to assist them in working out adjustments to 
problems in their immediate situations may be noted from the increase 
in the average contacts per person, k.2 as compared with 2.8 in Group 
II. This effect also 13 indicated in the average time spent in each 
contact, 26 minutes as compared with 7.5 minutes in Group II. It 
should be noted also that 89 employees were included as compared with 
217 in Group II. The ratio of employees in Group III to the total em
ployees contacted is 20$. In other words, 20$ of the employees in
cluded in the study were assisted in working out an adjustment to some 
problem in their immediate situation. 

Before discussing more specifically the counselor contacts 
with employees in Group III, a statement should be made regarding the 
counselor's way of thinking about employee complaints. Each individual, 
as an expression of his particular personality make up, expects or 
would like to occupy a role in his environment which will give him 
personal satisfaction. He expects happenings in his life to conform 
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to or support these expectancies. When, from the vay he is making his 
evaluations, his experiences fail to meet these demands, dissatisfaction 
is felt. These dissatisfactions are usually expressed in the form of 
complaints and grievances. Ordinarily, our method of dealing with com
plaints is to (l) grant the request made or (2) to try to change the 
situation so that the employee will feel all right about it. When the 
above action is not practical, it then become necessary to convince 
the employee that th© situation cannot be changed to suit the demand he 
is making of it. This latter course of action often leads to further 
conflict, dissatisfaction, and losses in personal efficiency. 

The adjustment that is invariably needed in connection with 
the latter group of complaints is that the employees make a new evaluation 
of the situation. The counselor's interest, therefore, is in providing 
them a means to facilitate reaching this re-evaluation so that this change 
in attitude may take place with as little loss in personal efficiency as 
possible. 

In the illustrative material presented in Group III, we find 
the above adjustments taking place in two major ways; 

A. By altering or changing the criticisms or demands the employee 
is making. 

B. By enabling the employee to understand and act in a more ef
fective way to satisfy the demands he is making of his situation. 

A. Alter or Change of a Criticism or Demand 

An adequate adjustment to a situation can come about through 
(1) the emotional content of an employee's thinking being diminished, 
(2) through the development of a better understanding of the situation 
by a looking at more of the facts, or (3) by a reassessment of the per
sonal evaluation the employee is making of the situation. 

1. "Reduce Emotional Content 

Talk considered in this group usually starts out with criticism 
directed at something in the situation which makes the employee feel 
badly or which causes unhappy feelings. The employee's attention in 
the early stages of the following interview wa3 directed at the unfair
ness of the treatment received in an effort to make some changes in the 
situation: 
(Note: The quotations from the interviews used throughout this study do 
not include all of the talk which took place in the contact. Only those 
parts which show employee thinking and important changes in thinking 
have been used.) 

"I don't see why I shouldn't get a better job. I never get 
more money or a break at something better. Others do, and I 
don't see why I can't be given a change. I wouldn't say any
thing if they weren't changing other girls. I do more than they 
do, and I do a good job, too. I always have. It doesn't take me 
long to catch on to something new, if they Just give me the break. 
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I don't know "what you have to do around here to get some place. 
Half the time I just feel like quitting. What's the use. You 
ask them about it, and they say they're going to see what they 
can do, but I want something done right now." 

Later in the interview, the employee went on to include what the happening 
meant to her, the personal feeling involved in the event. The employee 
continued: 

"How do you think I feel, sitting there on that same job when 
girls across from me with only a year's service are getting a raise 
every three months. You'd feel like a darn fool, too. They're 
making just about as much as I am now. Every time they get a raise 
they gloat over it, too - just as though they're better than I am. 
Of course, they think that's going to keep right on. They don't 
know that they'll reach the top and sit still like I am." 

Following this there appeared to be a lifting of the pressure. 
The employee shifted to talk of the things she was doing, planning on, 
how she was spending her time, etc. 

41 is going on her vacation now. I wish I knew what 
to do on mine. My wants me to go to i , but I don't 
know how the weather will be there in summer. [Detailed talk 
about wardrobe plans, shopping, etc.)" 

As the interview progressed, the employee seemed more relaxed. 
She said: 

"I feel better now, telling someone about it anyway." 

The interview seemed to relieve the emotional tension but as may be 
observed in the talk which occurred at the end of the interview, the 
original criticism had not been withdrawn. 

"Well, I'm going to wait another couple of weeks. Our job 
is being finished up now. I'm going to talk to . I didn't 
talk to him very long the last time, I suppose I'll just have 
to take it until something happens." 

(Note: Employee still of opinion that she should get a 
better job. Relieving emotional tension made it possible 
for her to feel she could wait a while before renewing 
her complaint.) 

The same type of change in thinking can be observed in the following ex
ample: 

"I just can't work with these glasses today, I keep taking 
them off. They're so heavy I can't stand them. It hurts my. 
eyes too. (Cries) Oh, geo, everything seems to be going wrong. 
I don't know what I'm going to do. Things are all upset at home. 
Fow of all things my little girl is in the hospital. Ha3 . 
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I'm so worried about her, I have a doctor book, and I've read 
all about that kind of sickness, and now I'm scared. That often 
leaves people with a bad heart or bad hearing. What if that 
should happen? They wouldn't let her stay home. I can't see 
her now for three or four weeks, I'll go crazy worrying about 
her in that time. Of course, they're not sure that it is . 
I'll know tonight. (Later the counselor found the employee 
saying); It's going to be awfully lonesome without her 
at home. She was so understanding for her age. We talked a 
lot together. She'd wait for me every night when I got home 
from work, and it was nice, feeling that she'd be there waiting 
for me. You see, she means so much to me - I do all I can for 
her, and this way I can't do anything - I can't even take care 
of her. I'll take some funny books tomorrow and some 
fruit. I can't see her, but then I can take it out to her. 
She likes Comics." (The employee then went on to 
talk of child's interests, games they played together, etc,) "Gee, 
I can't get over thinking about waiting three weeks - three long 
weeks. I didn't mean to cry so much, I think I can go back to 
work now, but I felt like crying all the time before." 

(Note: Three weeks is still a long time for her to be with
out her child, but she now can at least apply herself to her 
job.) 

The effectiveness brought about here does not seem to result 
in permanent relief or in an all-acceptance of the situation of which 
the individual was critical. The way the employee felt about her sit
uation remained the same, but a relief has taken place in the degree 
of distress she felt. A modification of the antagonistic attitude had 
been effected which reduces the complaint or criticism to a more proper 
proportion in relation to the problem. This kind of interview had a 
steadying influence on employees who were greatly disturbed. It was 
important to the individual in maintaining his equilibrium especially 
when the problem was the kind that required a period of time to be 
worked out. 

2. Enlarged Look by More Facts of Situation 

The kind of talk considered in this group usually begins with 
a broad generalization which was often distorted by emotion. Later 
the strong original statements were modified through the opportunity 
offered in the interview, to look more carefully at the employee's 
actual experience. In the following interview,'the employee began with 
the following comments: 

"Gee, these colored girls are fresh. They cause a lot of 
trouble. They're hard to get along with. It's getting so you'd 
think they owned the place. We had a fight here yesterday," 

With this expression of feeling a more specific description followed 
in which the employee attempted to show what had happene'd to make for 
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these feelings,- In doing this, the employee began to take a closer 
look at what really happened, 

"Well, , the white girl, wanted some work - - etc. 
(Specific description of fight, how it started, what happened, 
etc.)" 

In this case the inclusion of more faotors seemed to make it possible 
for the event then to be accepted. 

"Well, I guess the white girls had a hand in starting them 
too. I suppose they're Just looking for trouble from the col
ored girls. Then, too, the colored girls haven't had it so easy 
up until now. Some of them are really nice." 

The same type of change may be seen in the following example 
taken from another interview. The changes in thought have been in-
dicated by paragraphs. 

"They put me on this shift. I can't stand it. I stayed on 
shift for four months. *I thought I'd get a chance on 
shift after that, but no, they stick me here. Seme of the 

girls stayed on shift. I don't know how they get away 
with it, I'd like to know what kind of an excuse they have," 

"They asked us what shift we wanted. Of course it didn't 
mean anything. We got put where they wanted to put us anyway. 
The trouble was, none of the girls wanted this shift. The bosses 
had a hard time this time. You see, they have to have so many 
working each shift. I've never been on this one before. Someone 
had to get a shift they didn't want, and I was Just the unlucky 
one." 

"They have a hard job too (supervisors) trying to please 
everyone, I suppose I could last out the six weeks all right." 

(Note: In this interview, talk started with the employee 
feeling that supervisors were partial. Going on and looking 
closer at the situation, at what had happened, we find the 
employee with an understanding which modified the original 
criticism. At the end of the contact the employee's attitude 
had changed. Her feeling was more one of - "Well, it can't 
be helped. This is the way it had to be and I can live with 
it,") 

The following excerpts taken from a third interview illustrate 
the same kind of change; 

"Gee, I want to get off this job, I'm afraid of solder, I 
don't think it's good for your health. I don't know what I'm go
ing to do. When they get somebody on this Job they usually like 
to keep them here. I have a heavy feeling in my chest and it's 
worrying me," 

U N I V E R S I T Y O F W I S C O N S I N - M I L W A U K E E 



Ik* 

"Of course, I don't know if there's anything wrong with me. 
It might he Just a chest cold. W, E, is a pretty good Company. 
They watch out for your health, and do all they can to keep you 
from getting hurt." 

"I don't suppose it really can be injurious. I'll have to 
read up on solder - I like to investigate those things, etc." 

3 • Enlarged Look by Inclusion of Personal Evaluations 

An individual desiring to occupy a particular role in his 
environment sometimes reads a personal significance into the events and 
occurrences around him. At times things happen which are satisfying to 
the employee but quite often also things happen which are considered 
"wrong," unfair, etc. In the latter instance, the employee has a diffi
cult adjustment to make. These adjustments appear to be effectively 
"speeded up" through talk encouraged by the counselor. 

In the following case, the employee attempted to describe 
to the counselor what was wrong. Her criticism or complaints were 
made with the idea of changing something in the situation which had 
upset her. She directed most of her attention at the unjustness of 
the happenings, which were making her squirm. 

"I took a big cut when I came here. It's unfair. Service 
doesn't mean anything anymore. You.work hard to get ahead, but 
what do they do, but take it away from you again. There's no 
such thing as getting anywhere, I don't have as much service as 
some, but enough to deserve some consideration. I don't think 
they looked at my case at all. They couldn't have. I'm Just 
being pushed around," 

In the description of what was wrong, there followed an inclusion of 
what the happening meant to the employee, what position it placed 
her in, and what personal significance the event had to her- The 
following excerpt shows the change which occurred: 

"...how does that look - wouldn't you feel the same way if 
you were meV I know I've done a good job, but will others 
think soV I was a good operator where I worked before and every
body knew that. When they'd have a special job they'd bring it 
over to me. Now I come in here and they cut me and I'm going 
to'get started wrong. They'll be sure to think something is 
wrong with me. I feel ashamed to be in the gang..." 

The opportunity offered the employee to "talk out ' the evaluation she 
made helped materially to diminish its importance. Her personal 
evaluation of the event itself was modified to a point where she could 
more readily accept the transfer and cut in rate. This modification 
was observed in the following change in thinking which occurred: 

though, really, I have been able to do all the Jobs 
here. They're real easy for me. It's not as hard as it used to 
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be in * Here I've already turned out more work than the 
other girls. They can see I'm no lemon." 

In subsequent contacts she seemed satisfied with her work, she ceased 
complaining, and did not press the supervisor for more consideration, 

A similar change in thinking may be observed in the following 
example: 

"I don't get the idea. When they put us girls on the job they 
said they emphasized having at least high school training. Girls 
are now coming in with no schooling at all, and they're going to 
be getting the same money we are. About the only thing that is 
different is that we started sooner, but they'll catch up to us. 
It doesn't seem fair." 

"We spent a lot of time going to school, and you'd think i£ 
would be recognized." 

"One of the girls took a Science course. I took a college 
preparatory course. Of course, when you think about it, the 
kind of training we had at school doesn't really contribute to 
this job. There's certainly nothing I ever studied that helped 
me do this job better.,.,Of course, as far as I'm concerned, this 
job is a means to an end. I'm working so I can continue my school
ing, and as that means it serves me well." 

In subsequent contacts this girl no longer complained of this situation. 
It was further observed that she initiated helpful contacts with other 
women on the job. 

The following excerpts were taken from interviews with an 
employee who experienced the same type of benefit from an opportunity 
to talk with the counselor: 

"How do I get a better grade Job around here? I have more 
service than some of the girls have who are getting better jobs. 
If you're good on a job, they just let you sit, I want to get 
ahead." 

(The employee continued with a lot of detailed talk about reasons 
for wanting to get ahead, cost of living, health, doctor bills, 
etc. It was apparent that the need for personal security was 
making her impatient.) 

"You know, I have no parents. I was brought up in an orphan
age and I don't have anyone to fall back on. I'm all alone in the 
world, In case of a layoff what would I do? You know when you 
are alone you have a feeling like you're scared sometimes." 

I never have been out of a Joh, though. If nothing else, I can 
always fall back on housework. There's a family in who 
like me. They treat me just like one of their own. They hated 
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to see me go, but they knew I'd make more money in a factory. 
They'd be tickled to have me back there." 

At the beginning of the contacts with this employee, she was 
emotional and she displayed a decided antagonistic attitude. She in
sisted that something be done about her situation. In subsequent con
tacts, she did not continue to direct her attention to this area in 
spite of tho continuance of other transfers. In these later contacts, 
she talked cf .'.ier health and special matters, A better Job was prob
ably still ir-'porn̂ nt to her but not getting on© did not thereafter upset 
her as it ha< -

B. Enable to Explore, Understand and Act Effectively on Demand 

In the cases considered above in Group IIIA, employees have 
in one way or another made changes in their original complaints. They 
have either modified their original complaint to a point where it is 
no longer important or they have developed an attitude of tolerance so 
that they were willing to wait until satisfactory action could be taken. 
In Group IIIB we will consider cases in which the counselor by encourag
ing talk was able to assist employees in effecting an adjustment by 
helping employees to act more effectively and develop a better under
standing of what they wanted. Being concerned about something in their 
situation they felt they should do something about it. Whatever think
ing or action had been undertaken prior to the interview did not seem to 
relieve the problem. The conclusion reached had either presented itself 
in the form of incompatible measures or a course of action that had not 
met with success. Either or both states left the employee feeling un
comfortable . 

The interviews permitted employees to talk progressively 
through their problems. They served -

1 , To relieve a concern which blocked the way to action which 
was purposeful and likely to meet with success, 

2, They also assisted the employee to understand more completely 
the personal demands she was making of the situation. 

1 , Believe Immediate Concern or Block to Effective Action 

Many times, as in the following illustration, an employee 
will talk about something that is making her unhappy. The way to re
lieve this problem seemed simple but there appeared to be an inability 
to go ahead in carrying out the action indicated or in accepting the 
consequences of that action, 

"I should go to the doctor and see, of course, but I'm afraid 
...,I know a girl down here who had the same trouble with her 
complexion. She could tell me what she did but I hate to approach 
her, to ask about it," 

This employee talked at seme length about her experiences with 
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doctors, her difficulties in meeting people, her "self-conscious
ness." Later in the interview her tone changed. 

The following excerpts indicate the growth of confidence which 
seemed to permit her to do something about the problem: 

"I feel so self-conscious about my complexion. I hate to talk 
to people. Tills girl may foal funny about my asking her what she 
did. I know how I feel about my face....But then, too, she may 
understaad - she'd know better just how I feel.. ..I think I'll ask 
her what she did." 

The following case is another example of the same type of ad
justment: 

"I've been so nervous lately. I want to go to see my baby. 
Haven't seen her for several months, I'd like to see how she's 
getting along. I just have to go," 

"I don't see how I can leave either. I don't know what I'd 
do if I lost my job, I really can't afford to go down but I just 
can't stand going without seeing her any longer. I'm worried 
about her health. My. is taking care of her, She never 
tells me anything about her and when she doesn't, I always worry 
that something is wrong because I figure she doesn't want to 
worry me." 

"They don't tell me anything about her at all, I don't know 
if she's beginning to walk or has teeth yet or anything. Maybe 
she isn't coming along normal," 

"I suppose the reason they don't say things like that though 
is just because it isn't anything to them, they just probably 
take it for granted that she should be doing those things but I 
like to hear about them," 

"My little girl means a lot to me. I'd do anything for her, 
I send money down every week to get things that she'd like to 
have. I want to take her a new little outfit when I go, I al
ways give my mother money too. That's so she'll put better food 
on the table and it helps her out," 

"If I waited until my vacation to go down I'd have more money 
and it really would be better. I'm going to figure how much money 
I need to see how long it will take me to get it, then ask for my 
vacation. That would be better." 

(Note: Operator's fear and concern for her child made leav
ing at once compulsory. However, this was incompatible 
with the possibility of making the trip in light of her need 
and feelings about her job, etc. In the interview the oper
ator was able to plan and work out details of her trip without 
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the strong compulsion for action vhich dominated her thinking 
in the early stages. Being able to plan her trip and wait until 
a more favorable time seemed to insure a greater and more last
ing satisfaction,) 

2, Understand More Completely Personal Demands The Employee is Making  
of the Situation 

Many times a situation is not acceptable to an individual. In 
striving to adjust the situation to her liking, the talk centers about 
one single plan of attack which seems to be based on a biased appraisal 
of the problem. 

As the employee is offered an opportunity to talk, she seems 
to become freer and better able to state the objective that she is 
striving to accomplish. With this new and a more inclusive understand
ing, her ability to act effectively and get what she wants is stimulated. 
The following excerpts illustrate this type of adjustment: 

"There's a lot of partiality shown around here. If you kid 
with the bosses you get the shift you want, otherwise, you have 
to take what they give you. I can't work this shift any more. 
I'm ruining my health. I don't get any sleep at all. I can't 
expect my little daughter to be quiet all day, I don't know what 
I'm going to do. Some girls bring a doctor's certificate and 
they're able to stay on the shift they want. There's no more 
wrong with them than there is with me. I don't like to do things 
that way,. ,,m 

"I'm just, going to have to quit if they're not going to put 
me on shift, I wont to keep on working though. My hus
band makes enough but not too much. If I help out we can get some 
of the things that will help us to better enjoy life - that's what 
I'm working for. I'd like to keep on until I reach my goal of 
having a house of my own. I think a family is everything. To 
me - it's all there is in life." 

"Working on this shift you actually don't have any family 
life. I can't go out with my husband, although we don't go out 
much anyway, but it isn't a natural life this way." 

"I'm going to ask if I can get on another shift. If 
he won't do that for me I'll have to leave. There's really no 
point in my working as long as it means I can't enjoy my family. 
It'll mean starting to work somewhere else. I'm used to it here 
now and I like it. I know it will be hard because other girls 
will ask for the same thing if he does it for me." 

This employee originally made her demand on the basis of un
fairness in the way shift arrangements were assigned. In the 
interview the operator talked of her reasons for working and con
cluded that this shift denied her some of the same pleasures for 
which she was working. We would guess that asking for a change, 
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if it vere al all possible, would be better accepted from this 
basis than asking for it on the basis that partiality had "been 
shown. The fact that in the end she had an appreciation of the 
supervisor's problem also would help them both in working out an 
adjustment. 

' IV. Effect Adjustment of Total Personality 
Included in Group IV are 133 contacts with 2h people, an aver

age of 5.5 contacts per employee. The average time spent per contact is 
36 minutes. The ratio of the above totals to the total employee activity 
is of interest. The 2k people contacted is 5$ of the total people con*-
tacted. The 133 contacts represents 11$ of the total contacts. The time 
spent in all contacts in Group IV is 2k°jo of the time spent in all con
tacts. In other words, much more counselor effort per employee is spent 
in this group. 

In Group III the counselor was dealing with people who were 
temporarily disturbed about something in their immediate situation. 
The adjustments called for did not require a serious personal reorienta
tion. In Group IV, we find interviews with employees who have developed 
a more rigid way of interpreting all things that happen to them. The 
personal feelings similar to those found in the Group III cases have been 
extended to a,number of experiences. Because of this extension, it is 
impossible for the employee to alter her thinking about one experience 
by talking about it alone. To bring about a change in thinking, the 
interview must be extended to bring about a basic change in the general 
feelings that are being projected into all experiences. This calls for ' 
time and considerable skill on the part of the counselor. 

The following are quotations from interviews with one employee. 
This employee was not particularly disturbed or emotional in her think
ing, but yet she found great difficulty getting things done in a way 
that satisfied her. 

"I want a better grade Job. I've been here three months and 
I think I should have made eome progress by.now. This Job is too 
simple. Anyone could do it." 

In a later contact the employee said: 

"I don't have many friends outside the plant. It is very 
seldom I get out with anyone. Yet I get lonesome. I can't seem to 
find a girl friend who is interested in the same things I am. I 
had a girl friend who I liked very much but she wanted me to attend 
parties. I don't feel that parties can do much to add to one's 
education and personality so I stopped seeing her. 

"I'm not satisfied with myself. I like to think of myself as 
being broadminded. When I was a kid, my parents were awfully strict 
with me. I couldn't do anything the other girls did. I missed out 
on a lot of fun that way. They resented everything that I tried to 
do. They thought I was naughty. That's why I want to have a 
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c-r'aplste background. I try to get broader minded myself to grad-
ut.l2y break away, from my parents training. I want my girl to know 
rigl.t from wrong. Its pretty hard to tell what to do now-a-days. 

"My little girl is very mature for her age. I don't want her 
to grow up too serious. She should play with other girls her age 
to grow up normally. But then they use too much slang, I don't 
want her to use slang, I want her to grow up refined but when she 
spends her time with grown people, I'm afraid she won't grow up • 
having the fun she ought to be having," 

In a still later contact: 

"Now I have to get someone to take care of my little girl. 
It is going to be hard these times. I talked to a woman last night. 
She would have moved in right away. She was well educated. She 
used̂  to teach school and she was very refined, I didn't take her 

* though because I knew she wouldn't stay very long,. She would want 
more money than I could afford to pay and then she would have prob
ably gone out and got a defense job. I have to have somebody right 
away but I didn't want this woman to come in if it meant my little 
girl would Just have to get used to somebody else in a little while. 
I don't have much time to hunt for people. I'm just going to have 
to take time off from work," 

. The counselor noted that the employee was not at work on 
several occasions following this contact. In a, later contact the 
employee said: 

"I stayed home again yesterday,' I interviewed women all day 
long and I 'still don't have anybody to take care of my girl. I'm 
so disgusted, I'm leaving my little girl home alone these nights; . 
that isn't so good. But these women I just interviewed weren't 
just what I want either. One was refined and neat. I did think 
she would be good for my girl but she asked what church we went to 
and said she went to Sunday School and Vespers at the Baptist 
Church. I was just afraid she was too religious, I want my girl 
to have a taste of all the denominations. Another woman came with 
her little girl. The girl was well mannered and would have been 
nice company, but I was afraid that people would start wondering 
about me if I let her gentlemen friends visit her, I wish I had 
been able to take someone who was-there yesterday but I didn't 
feel right about any of them at the xime, I'm going to put an
other ad in the paper," 

Later in the interview, the counselor noticed the following beginning of 
a change in attitude: 

"I-'m making quite a problem. I guess I always do. I set 
up an ideal and when things come along that don't fit in with it, 
I don't want it at all, I'll never get anywhere that way. I'm 

U N I V E R S I T Y O P W I S C O N S I N - M I L W A U K E E 



21 . 

asking for quite a bit. Really, vhen I think of it, some of 
those women that I interviewed weren't so had. They would, have 
probably been able to take care of my girl all right. I'm going 
to see if I have the phone number of one of them so that I can 
call her when I get home." 

The employee hired a woman to take care of her child the next 
day and as a consequence her attendance at work improved and she began 
to find her work and the people she was working with more satisfactory. 
In other words, through gaining a better understanding of herself and 
the demands she was making on others, she was able to effect an adjust
ment, which 'altered her total outlook. 

The following case illustrates the same type of change. In 
this instance, the employee felt that she was consistently being picked 
on. The following'are typical illustrations of her attitudes: 

"I wish I could get off this job. They change other girls 
around but they Just leave me sit. I always get stuck on some 
lousy job." 

"I always get the dirty end of it, even with the fellows 
I've been out with, I never got anywhere. You hear all the 
other girls talking about places they go, The furthest I ever 
got was up at the corner 15 cent movie. The girls talk about 
going to nite-clubs, I might get into a tavern and I'll be 
sitting there drinking beer when I wa3 dying for a Tom Collins. 
I never got presents from fellows like some girls do. I got 
'this wrist watch from one I went with but I wouldn't have gotton 
that if it hadn't been for his aunt. She talked him into it. 
He gave me an engagement ring that cost • I was ashamed 
to wear it," 

"Everything happens to me. My mother isn't very well and 
I have to do all the housework. I'm scared for her. No one 
else has the bad luck that I do. Honestly, sometimes I wish I 
were dead-...." 

"Guess what happened now. I had my purse stolen the other 
day. We don't have enough money to eat on now, we skimp every 
week so we can get through until my next pay day and on top of 
all that my sister thinks I ought to give her son a defense bond 
for his birthday. She saw mine lying there and told me about 
one of his aunts giving him one. She meant for me to do the 
same thing. That's a lot of nerve. She doesn't think where 
we're going to get off at all." 

"I hate to come down to work. I don't have anything to wear 
and the girls make fun of you, I saw two of them talking together 
the other day and they looked over at me and I know darn well they 
were talking about my clothes. They shouldn't make fun of you 
unless they know the boat you're in, but that's the way girls are, 
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they're cats. That's why I don't have anything to do with any 
of them. You only end up in trouble. f.." 

The counselor contacted this operator Ik times during the 
three months interval of which this study was made. In this time a 
change had been observed. The operator had begun to plan more social 
activities ar-d was beginning to find her experiences more pleasurable. 
From the way sho ie assessing her environment now, it is evident that 
some kind of a reorientation had taken place. 

"I went to the show with one night last week; on our 
way home we met a fellow who asked us to go to a party with him. 
At first we didn't know whether to go or not, you know how you're 
bound to feel meeting someone you didn't know before, but we went 
and had a real good time. He took us home after that and asked 
me for my phone number. I went out with him a couple of times 
and we really had a good time. I really got to like him. He 
gave me his phone number and I called him up one night and 
some woman answered; it was his wife. Gee, I was surprised, 
but then I might have figured, someone as nice as he was, 
somebody'd get a hold of him. I was really disappointed. It 
would have been better if I hadn't gone out with him those times. 
That way I got to think something of him. you see, and it was so 
disappointing, But, that's the way things &vo, Ehat'e the flret 
time I've run into that. I guess every girl does some time or 
another." 

(There has been a real change here from "I get the dirty end of 
it" to one of accepting the situation as "one of those things.") 

"My birthday was last week. I was through at three o'clock 
so my mother and I went downtown to a show. She had to get back 
because she works nights now, but we enjoyed it. She gave me this 
little pin. It isn't expensive, we can't afford that, but it was 
nice that she'd get me something," 

' The result or effectiveness of talk in this direction is 
difficult to assess because it applies to one's acceptance of her total 
environment, Acceptance is not often clearly verbalized. With adjust
ment the individual tends to find that she is able to act satisfactorily 
to each experience as it arises whereas before she tended to find her 
action was more often based on an unsatisfactory reaction to that ex
perience. Beaching this sufficiency, the need for the expression of 
this problem stops. Evidence of the effectiveness of interviewing can 
be seen only in subsequent contacts wherein the individual does not 
present disturbances arising from the same source of original complaint. 

Conclusion 

Before considering the possible inferences which may be 
drawn from the study of a counselor's activity, it is important to 
bear in mind that the study was based on one counselor's activity. 
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The method used in appraising her work grew out of a careful look at 
her activity with each employee she knew in her tex-ritory. While it 
is felt that the method developed will permit an appraisal of any ex
perienced counselor's activity, further tests should he made before 
that fact is finally established. The same limitations affect the 
finality with which the counselor's contribution in bringing about 
an improvement in employee attitudes can be accepted. 

With regard to the apparent indications that we now have of 
the values in counselor activity to employees and to the shop in which 
she is assigned, it may be concluded .that: 

1. Through the elimination of the emotional feeling which em
ployees develop when things happen to them, the counselor 
was able to help maintain individual and group equilibrium 
until corrective action could be taken. 

2. Many potential complaints were eliminated through the oppor
tunity offered to talk about the problem. 

3. Other employees were assisted in restating their complaints 
so that more effective and satisfying action could be taken. 

k> Some employees were stimulated to a point where they could 
get considerable personal satisfaction from developing a 
satisfactory way of acting on their "problems." 

5. There is evidence to show that the elimination of personal 
frustration from employee thinking effectively speeded up 
the ordinary adjustment processes and as a result improved 
employee's ability to work efficiently. 

6. The counselor also helped materially in bringing about an 
improvement in the employee attitude toward the Company. 

7. The counselor also encouraged and helped to maintain friendly 
and cooperative employee relations with other employees and 
supervisors through bringing employees together, by encourag
ing personal contacts and by assisting in removing fears and 
doubts which kept employees and supervisors from getting bet
ter acquainted with each other. 

Div. IJ-730 
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