Cooperatives, the brewing pots for social capital!
An exploration of social capital creation in a worler-owned homecare
cooperative.

Wilson Majeé

Through an inter pretive case study analysis of a worker-owned cooper ative, this study
demonstrates how cooper atives expand the social capital asset base of the poor which can be
combined with financial, human and physical capital to help them participate in developmental
decisions affecting their welfare. Two major observations are made. First, regular contacts
during training, task oriented committees, general member ship meetings, and social events,
generate shared under standing, trust and reciprocity among wor ker-owners and between them,
their clients and professionals. Thisleads to increased self confidence, employability and
optimism, which in turn, increases participation in group activities. Second, interaction with
professionals and other workersin the home care industry during conferences and training
facilitates the creation of bridging social capital. Thisleadsto more confidence in business and
community activities which, in turn, yields individual and group socio-economic gains through
increased productivity, better quality services, better wages and negotiation skills.
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As academics and practitioners intensify searobieslfernative strategies that can
benefit the poor, it is increasingly believed tlaesting solutions will come through the
involvement of the poor in economic and sociahaiiéis in their communities (Bradshaw, 2006;
Chambers, 1997; Jensen, 2006; United Nations, 2006 alternative involvement strategy for
revitalizing low-income communities may be locajjanizing of small cooperatives (Nembhard,
2000). Cooperatives are jointly-owned and demazaby controlled enterprises designed to
meet common needs of their members (http://wwweazp/index.html, accessed February 22,
2007; Fairbairn, Bold, Fulton Ketilson and Ish, 298nited States Department of Agriculture,
1995). They are believed to provide a platformpaigh open membership and local ownership
of the enterprise, on which participation of lopabple in both social and economic activities
can be enhanced. Cooperatives are seen as pbtealsafor economic development in that they
make possible that which could not be achievedbiiduals operating alone: they can build
stock of capital, give members a “voice” to adveagtange in government policies, promote
local ownership, create jobs, promote local cortfalapital, and fight inequality (racism and
segregation). Thus, going far beyond income sup@igs, cooperative strategies would expand
the capital asset bases of the poor: physicalndiad human and social. It is understood that
where these forms of capital are created, espgdialhder cooperatively owned business, they
increase poor people’s capabilities to participat@egotiate with, influence, control, and hold
accountable institutions that affect their liveoy 2004). These are interesting and convincing
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theoretical assertions. However, empirical redestieeded to assess their validity by looking
at the processes behind the creation of these nypities. For example, a clear view of the
processes through which cooperatives create soaypeétial, and how the members use and
maintain it, may mean the difference between pieisicy effective community development
policies and continuing to use ineffective develepitrstrategies. Woolcock et al, (2000) argue
that finding ways and means by which to help therpilize their social ties to connect with
outside resources is crucial for development:

The social networks of the poor are one of the anymmesources they have
for managing risk and vulnerability, and outsidertg therefore need to
find ways to complement these resources, rathergbhbstitute for them (p.
242).

Community development emphasizes the importanteiigding assets of all types as a
strategy to enable low-income/low-wealth familiesmprove well-being or escape povérty
These assets include: natural capital, physicatalafinancial capital, human capital and social
capitaf. Scholars have long recognized the importanceasit of these assets in community
development. Recent scholarly work on social ehitowever, has renewed interest in how
social organization and norms of cooperation, athin a community and in its relationships to
outside institutions, affect development. In faegearch is revealing how social capital and
other community assets interact for successful@mndevelopment. Some researchers have
concluded that enhanced community networking cgraone access to financial capital, political
influence, and other resources which in turn sndtaman capital (Gittell and Thompson, 1999).
Thus, it is important to identify the community'scgal capital and build on it for community
economic development. But to understand sociatalegnd be able to build it for the benefit of
low-income communities, we need to learn how dreated especially in organizations that
operate within resource-limited communities. Tleedfor research on how social capital is
created in cooperatives becomes critical. The mesaarch question this study explores is: how
do worker-owned cooperatives create social capi&d@ondary aims are to explore the forms of
social capital created and how they influence tb#-tbeing of those involved in the creation of
the social capital. Three subsidiary questionsdhiae from the main question are,

* When worker-owned cooperatives create trust, hothdg do this?
» How do worker-owned cooperatives enhance membé&cipation?
* When worker-owned cooperatives enhance social abedeess, how do they do it?

Why are these questions significant? In the sefarchew strategies that can benefit
people in low-income/low-wealth communities, thergrowing interest in both the cooperative

2 poverty essentially has three closely interrelated aspectsrtgmf money”, “poverty of access”, and “poverty of
power.” The most prevalent means of measuring poverty s and continue to be those related to money
where being poor is living below a set income threshbldwever, the lack of money is more a symptom of poverty
than its cause. The poor are not without income; wiegt [tk is the ability to accumulate assets.

® Human capital refers to the education, experience and thidtipeople acquire through learning, natural capital
includes natural resources (lakes, parks, minerals, mountaimsical capital refers to man made assets like
infrastructure (buildings, motor vehicles, roads) dndrfcial capital refers to liquid assets like money.
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model as an instrument for rejuvenating poor conitregand in social capital as an avenue
through which the reach of cooperatives to poopfeoan be enhancédHowever as argued

by Fairbairn (2006), “there has been surprisingtielscholarship concerning how voluntary
organizations and locally based businesses degeldpl capital; and even less research on co-
operatives in particular” (Fairbairn, 2006, Abstrar a conference paper). Though social capital
continues to get increased attention in the devedoy literature, little has been done to
understand this phenomenon from a cooperative bssiperspective.

This study uses interviews, surveys and documealysis to examine how cooperatives
create social capital. It focuses on worker-owo@operatives on the assumption that, as locally
owned and democratically controlled businessey, pphevide the greatest opportunity for the
creation of social capital at the level of the indual member, the group and the community. In
order to corroborate/ substantiate data from tilse study, comparative data was also collected
from employees of an investor-owned firm.

The rest of this paper is laid out in four sectiofise first section presents a synthesis and
analysis of the literature on social capital andpayatives and the link between the two from a
community economic development perspective. krsfan explanation of the value of social
capital and the importance of cooperatives. Tleersg section provides a description of the
design and procedures used in this study. Itleothe research site and participants, and
describes data collection and analysis procedurass is followed by a presentation of findings
in the third section. The last section offersscdssion of the findings and draws conclusions
and suggests possible limitations of the studyaaeds for future research in this realm.

Theoretical and Empirical Literature Review

Social capital has been conceptualized in a vadétyays® Putnam (1995) defines
social capital as “features of social organizatsuch as networks, norms, and trust that enable
participants to act together more effectively togoie shared objectives.” In his view social
capital consists of two factors: trust in othexsc(al trust) and “social connectedness (civic
engagement) — people’s connections with the liffnefr communities” (Putnam, 1995b, p. 665).
He asserts that social capital is central to econdevelopment in that it promotes cooperation
among community members. He notes that networksadhl connectedness build trust in
others, which in turn, facilitates coordination ammmmunication, and allows for collective

* Major international conferences (the World Summit for Sdd&@telopment, 1995; thd"AWomen'’s Conference,
1995; Habitat Il, 1996; World Food Summit, 1996) aeports (The Status and Role of Cooperatives in the bigh
New Economic and Social Trends, 1996, United Nations Genesalmbly; Cooperatives in social development
2005 Bibby and Shaw (2005): Making a Difference-Cooperatolations to global poverjyhighlight the
contribution of cooperatives to development and their piaieotplay a greater role.

® There is debate over what should be the standard indicdtsosial capital (Grootaert and van Bastelaer, 2001).
The question of what is the valid unit of observation/giglof social capital has not yet been adequately
determined. There is a lack of agreement on the spatial dresstadied. Some researchers (Fukuyama, 2001)
maintain that social capital should be assessed at the nad¢iealalothers (Putnam, 2000) say at region or
community level, yet others (Glaeser, 2001) point outttfetiecision to invest in social capital is made by
individuals, not communities, hence social capital shouldefieed at the individual level (http://www.hc-sc.gc.ca).
So, the challenge of development agencies, academics, and researithexacéh a consensus or a standard on how
the concept should be conceptualized.




deliberation and action. When individuals intenagularly and trust one another, social
transactions are more efficient and communal problare more easily resolved. This, in turn,
facilitates community development.

For Woolcock and Narayan (2000), social capitaneto “the norms and networks that
enable people to act collectively” (p. 226). Tsimple definition of social capital “permits the
incorporation of different dimensions of social itay and the recognition that communities
possess these dimensions in varying degrees. ddreapd the rich, males and females, the
young and the old, all have different propensittemvest in social capital. The poor, for
example, may have a closed network that involvesiting social capital”’ that helps the process
of “getting by” in life on a daily basis. Bondirgirizontal social capital refers to the intra-
community ties (immediate neighbors, family membp#&rends etc). The non-poor may deploy
a more diffuse and extensive “bridging social apithat helps the process of “getting ahead”
(Stone, 2001, p. 16). Bridging/vertical social italrefers to extra-community networks
(workplace and community ties that open up res@uitcen one network to a member of another
network). It helps people to get ahead in liféisTstudy heavily borrows from this simple
definition and uses the three key indicators ofadaapital that are used in the social capital
literature: trust, group participation and societworks.

There is increased realization for the need foroseconomic approaches that are both
deep and wide, involving all stakeholders (commumembers, private sector and the
government) and promoting the accumulation of ag$etman, financial angbcial) by all
concerned. Woolcock and Narayan’s networks vieanis such approach. It stresses the
importance of bonding (horizontal) and bridgingrtieal) social capital. The networks view
argues that communities can be characterized loyghdowments of these two types of social
capital, and that different combinations of therocamt for the range of outcomes associated
with social capital (Woolcock et al., 2000). Ramg®utcomes may vary from easy collective
action due to high level of trust in the commumatybusiness, increased productivity due to high
social and business confidence, to increased faation in group activities due to improved
access to information.

The networks view has increasingly been used irrstdnding the economic effect of
social capital on the performance of agriculturatiers (Fafchamps and Minten, 1999), the role
of social capital in community based programs (bliket. al., 2005) and in the study of social
resources and strategies used by poor peoplerichstest employment (Green, Tigges and
Browne, 1995). These studies identify positive atpef social capital that enhance
development. However, as argued by Woolcock armdyéa (2000), in order to fully
understand the benefits of social capital and pites@ppropriate policies for its creation there is
need to identify,

...the conditions under which the many positive atpet'bonding’ social

capital in poor communities can be harnessed arndtegrity can be

retained, (and, if necessary, its negative aspkstgpated) while

simultaneously helping the poor gain access to &institutions and a

more diverse stock of ‘bridging’ social capital. §33)

Cooperatives are seen as potential tools for ecandevelopment because they promote
group effort to address individual and communitga® Both theory (Bourdieu, 1986; Hoyt,
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2004, Nembhard, 2000) and limited empirical worlag@desus-Masanell and Khanna, 2003;
Fairbairn, et. al., 995) indicate that cooperatiappear to create social capital which improves
access to or accumulation of other forms of capitsie know that cooperatives bring people
together to meet a shared need through operatiardemocratically controlled business. They
train and educate their members, and create emplayapportunities. As organizations founded
on a set of shared principles, members share comalaes such as honesty, openness, social
responsibility, and caring for others. Furthemperatives are expected to cooperate with other
cooperatives and pursue goals that are benefoctAlet community. Thus from both individual
member and business perspectives, cooperativefgonteraction. This interaction enables
members to use their knowledge of each other atldeofooperative to engage in peer
monitoring in their conduct of business. This lsdip build more trust among members and
between members and their customers/clients whittrn strengthens the business. In this
context, it appears a cooperative might be thédhsice business model for locally based,
locally controlled community development becauseperatives appear to promote participation
by local residents in economic and social oppotiesin their communities.

Based on the assumptions that individuals can aetsignificant economic benefits from
participation in cooperative business and that ecatpres have unique processes through which
they foster the creation of social capital, thigdgtempirically explores how cooperatives build
trust, promote participation and fosters the cozatif networks.

Methods

Research Site selection

The case study was selected basing on the followvitgria: 1) operating in a rural area
2) employees or members are low to moderate inqueople, 3) successful 4) less than 10 years
old, 5) preliminary contacts had shown that coojpezanembers will be willing to participate
and 6) all costs were within budget. These coo&iwere critical to the objective of the study,
for example, limiting the age of the cooperativéetss than 10 years was meant to reduce biases
involved in data collection especially when intewees depend on recollection of events. This
also provided the opportunity to involve foundembers in the research. Also, situations
change over time, we are living in a world of fak&nging technology, so understanding how an
organization created social capital 50 years agpmodonger be relevant for today’s policy
debate purposes.

Description of Research Site: Caring Home Services

Caring Home Services is a worker-owned cooperadivated in a poor rural Midwestern
county. It provides homemaker and certified nugsissistant cafeo the elderly and disabled

® In putting emphasis on social capital, | am not arguingttteastandard forms of capital (financial, human,
physical and natural and environmental) are not imporather | am emphasizing the fact that in addition to
financial and human capital, people draw on social connectiohthier members of their communities for both
social and economic goals. That is, social capital is novaiiscted from other forms of capital.

" The Home Care industry is discussed in detail in Chajteze.
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of the county in their own homes. It was starte@001 and incorporated in 2002. At the time of
this study it had 81 member-owners and four adrnatise staff: an Executive Director, a
Business Office Manager, a Business Office Assistad a Registered Nurse. The Executive
Director, who is a hired manager, coordinates #ily ddministrative and management tasks of
the business, including the hiring of new membersonsultation with the board of directors.
The Executive Director also represents the cooperad the public. The Business Office
Manager is responsible for provider/client schedylioffice management, and payroll and
accounting duties. The Business Office Assistantides assistance with scheduling and
clerical duties as needed. The Registered Nurselitates client related care, provides training,
and quality assurance, assesses and recommengsgyrhome residents for home care. None of
the administrative staff are members of the codpera

Member-owners are grouped into two skill categofpessonal care provider and home
care provider. Some members perform both functidns typical day, a cooperative member
starts the day by visiting a client to provide mogipersonal cares. This is usually for a few
hours after which she proceeds to another cliedbtpersonal care again. Depending on the
schedule of the care giver, over lunch the workay gontinue to work in the same home to
provide home care perhaps cooking and cleaningotlfmost worker-owners stop by the
cooperative office to catch up on news from statha office.

A board of directors is formed from among the mersab&Vorker-owners interested in
board positions campaign and are elected by tloeinterparts during the cooperative
membership general annual meeting. Board membersharged with the responsibility of
making strategic decisions on behalf of the othemimers. The president is also elected through
a vote by the membership. The board presideneseas the presiding officer at all board
meetings and at the annual meeting. Thus workereosvcan have multiple roles: personal care
giver, mentor, board member and/or trainer. Appeficshows the organizational structure of
Caring Home Services and the powers and dutidseoBoard of Directors and the Executive
Director.

Description of JBS Placements

JBS Placements is a privately owned home care éssim Columbus, Wisconsin. JBS
Placements provides temporary and permanent suigpioidividuals with developmental
disabilities and older adults in their homes. ®hganization was founded by John Buhrow as a
means to care for disabled and elderly peopleair ttomes. Unlike Caring Home Services
where members are represented by the Board oftDiseand the Executive Directors reports to
and is hired by the board, JBS has a vertical tehreal structure, the caregiver being the lowest
and the President (and owner) being the highestarad powerful. As shown in Appendix 7, in
between these two extremes we have Home Coordsatbo supervise caregivers and Vice
Presidents, whose subordinates are Home Coord&aiod whose roles are similar to the
administrative staff at Caring Home Services.

JBS caregivers provide personal care for the dismhilar to that provided by Caring
Home Services members to their clients. Apart feupervising direct caregivers, coordinators
play an important role in that they are the linkween caregivers, management and clients.
They manage staff scheduling and play a supervisdeyin making sure that clients’ needs are
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met. (These include food, clothing, personal hygjemtertainment, community involvement
and cleanliness of the home). Coordinators also trew employees, and coordinate training for
regular employees. Responsibilities of maintairtieghome in good order are delegated to
coordinators.

Measures

Trust Scholars have long emphasized the importanceist to families, societies,
organizations and countries (Coleman, 1994; Fukaydr@95; Putnam, 1993; Stone, 2001,
Uphoff, 2000). Most of these studies acknowledge trust develops through social
interactions. Trust is a relational notion: it geally develops among peopl&ryk and
Schneider (2002, p. 137) explain how relationattdevelops, “Relational trust is forged in
daily social exchanges...Trust grows over time thioegchanges where expectations held for
others are validated in actions.” Thus trust camlerpersonal or can be viewed as an
organizational resource. The main elements of gxglored in this study are: trust among
people and trust between people and institutiamsether individuals trust their workmates and
whether they consider their business a place wheogele help each other and others in need.

Group ParticipationThree types of social participation are partidylanportant to the
social capital definition: religious participatiociyic participation, and philanthropy (SMS
Research 2001). Civic engagement is measured bership or participation in organizations,
groups, or networks offering social or politicatigities. It includes voting, community
organization activities, and support for social aotitical change Religious participation
includes membership in religious organizationspugsoor networks offering spiritual support.
Philanthropy includes participation in donationbarity for improving the well-being of
others. In this study | deliberately ask questionsll three. Groups in this context are very
broadly defined to include people living in a sieaneighborhood (geographical group), people
in the same profession (professional group), amdliies, friends, church-based groups (social
and religious group).

Networks Social networks the connections people have otilers. These are formed in
the person’s immediate and secondary environmemiediate environment includes personal
relationships within the family and neighborhodkcondary networks are relationships
emanating from connections at work and from otleéivigies beyond the neighborhood. These
personal relationships and social networks areatlito the well-being of the individual, and
that of the community and an economy. Networkglaesocial glue that holds the community
and the local economy together (http://www.worldhang accessed May 15, 2005).

In this study | measure networks not in terms efamber of friends or contacts
cooperative members have established since jothegooperative but by trying to understand
how they value the contacts they have establigied, much social contact network members
have. This was achieved by eliciting stories afr@rctions they have made since joining
(employment with) the cooperative (business).




Data Collection

Three types of data collection were employed ia #tiidy: 1) semi-structured interviews
schedules, 2) a written survey and 3) documentaisal

Interviews

Thirty-seven semi-structured personal interviewsenmnducted; 22 with Caring Home
Services members, 10 with professionals (cooperalewvelopment and human services) and 5
with clients. This triangulation of research papants (professionals, clients and cooperative
members) was meant to enhance both the credibititycompleteness of my findings. Caring
Home Services, in doing its business serves therzonity in which it is located and also
associate with other business people, so bringiggther the experiences of all these people
provides a complete reliable understanding of tkeaton of capital. In addition to these three
immediate groups, comparative interviews were cotetlwith employees of a privately owned
firm as a way to confirm data presented by cooperamembers.

Interviews lasted 30 to 50 minutes. The “typic@lring Home Services member |
interviewed is a white woman, between 40 and 5%syefiage, with a high school diploma. She
has lived more than 10 years in the community asldeen a Caring Home Services member
for 3 and 5 years. In terms of age groups, | iésved both young and old members, the
youngest being about 22 years and the oldest ladiagt 72 years old. In terms of years on the
job, my interviewees varied from 7 months on theta maximum possible of 5 years. The
wide spectrum of interviewees allowed a detailedeustanding of how the cooperative helps in
the creation of social capitaEach group of interviews expressed the benefitk@business in
the community from their own perspective.

Interviews with professionals lasted between 30@&hdinutes. Potential client
interviewees were identified through document asialgnd personal knowledge and experience
of administrative staff with the clients. Factoonsidered in selecting clients were: the ability o
the client to understand and converse comprehdpsiwember of years they have been served
by the cooperative, availability and willingnesgtarticipate. All five client interviews were
conducted in their homes in the presence of a ocameginterviews with clients were fairly
short, averaging 15 minutes, ranging from 10 tori?3utes.

All the interviews | conducted at Caring Home Seeg, were audio taped and | also took
notes.

Similar procedures were followed with JBS to acdbssresearch site and the
participants. | interviewed 3 coordinators, 2 icesidents, the president, 9 caregivers and 2
clients. Caregivers were selected from a pool akenxs in two homes, one located in the east
side and the other in the west side of a metraolirea® Each home had about 9 employees
working part-time. The clients were both from thest-side home. Coordinators were

8 The home in the east had mostly employees of an Africasi{(¥frica) descent whilst the home in west consisted
of employees from Asia (the Philippines).
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interviewed in the home they coordinate. All boe®f the interviews at JBS were audio taped.
For all the interviews | also took notes and jotliedcriptions of the environment in which the
interview was held, the facial expressions of titerviewees, and the major concepts brought
out by the research participants. Ten follow uprviews were conducted by phone.

In both sites, survey and document analysis wesd ts supplement interview data.

Analytical Procedures

Data collection and analysis took place throughioatstudy. However, | saw two phases to
data collection, coding and analygiseliminary andfinal analysis. During preliminary analysis,
| reflected upon the data as | gathered it. lex#@d on every interview before conducting the
next one. Preliminary analysis occurred primaaiier on-site data collection ended and during
transcribing the interviews. Analytical memos werdten at the end of fieldwork. Summary
reports were written at the end of each week a datlection. These summaries helped me to
identify emerging themes, concepts and ideas (RadhRubin, 1995; Stake, 1995) and
provided an opportunity to generate more focusezbtijons as the interviews continued. As |
continued data collection and coding, | began teetty, eliminate and refine concepts.
Building the road as | traveled enabled me to faous shape the study as it proceeded (Glesne,
1999). This practice is acceptable in emergemareh designs because the objective is to seek
deeper understanding of emerging themes. The destep of my data analysis involved
transcribing all interviews. Transcribing gave mere familiarity with the data.

Building on preliminary data analysis, final anadysntailed putting “into one category
all the material from all the interviews that spg&ix one concept or theme” (Rubin and Rubin,
1995 p. 226). | compared material within categ®itd discover “variations in” and
“connections between” themes (Rubin and Rubin, 3829326-227). This process allowed me
to make connections among the different experieatearticipants. Coding was begun by
labeling concepts within field notes, interviewrtsaripts and document review notes. Initially |
coded for expressions (concepts) that stood dileiniext material, for example | associated the
following codes with social capital developmeni: farking together,(b) confidence,
(c)information sharing, (d) communication, (e) knogveach other, (f) personal growth, (g)
responsible workers and (h) group problem solvi@gding builds familiarity with the data and
IS not very restrictive hence gives an opportutotynderstand the data more without losing
important themes or concepts. Later, in focuselingy material was compared across
categories searching for patterns and consistehbg.goal of the final analysis was to “integrate
the themes and concepts into one meaning” thatsodfie accurate, detailed, yet subtle
interpretation of the data.

Quantitative data collected through survey wereigeal and percentages and ratios
computed. These were used to support or contrddtatcollected from interviews and
documents.

° The one which | could not audio record was because tievee had requested an informational meeting in
which a date for interview was to be set. During the meétnghanged his mind and requested to be interviewed
immediately. Recording equipment was not available at thetietv.
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Findings
Cooperating to build trust

Building trust entails interaction among the people are consciously or unconsciously
trying to nurture trusting relationships. Apaurr the people’s attitude towards interaction,
trust building is also influenced by other factdos,example, the receptiveness of the
environment in which interaction or trust buildiagcurs (home, workplace, or community). By
nature, the home care business creates worketiofaom other workers mainly because
clients receiving care in their homes usually dbrequire more than one worker at a time.
Also, most care is given as and when needed. $bergs are semi-independent and need
services only for a limited number of hours in g;dathers might require care for longer periods.
Provision of services to one client might rangerfrisvo hours every morning and evening (for
bathing, toileting and transferring in and out etll to 24 hours a day. Services are provided in
the clients’ homes where caregivers work one-onwaitie elderly and/or disabled clients as
opposed to a nursing home or group home where thareone caregiver can be at work at the
same time. Often caregivers may or may not eveowerter other caregivers. They have only
occasional contact with supervisors, other healtfiggsionals and the client’s family members.

Social isolation, a phenomenon of non-participatioa society’s institutions (Barry,
1998) which may be voluntary or involunt&tydestroys the fabric through which trust is built.
First isolated workers remain powerless in makiagisions that affect their working conditions.
They remain uninformed on issues pertaining tortimeiustry. Second, workers who do not
interact with others in their profession fail tacamulate skills that are valued in that labor
market. Usually many skills are acquired eitheotigh direct training/learning or as a by-
product of participation in social activities. Goexamples of skills that can be enhanced
through interaction with others are interpersokdlss honesty, patience, responsibility and
punctuality. Finally, isolation from others in tekeme occupation and lack of regular interaction
prohibits the development of friendships or relasioips. It is only when people get to know
each other better that they can start to develogopal trust in each other. Personal trust is
critical in bringing people together so they cartunally address their needs. Trust is a building
block for social capital.

In explaining their experiences in building truSgring Home Services members talked
mostly about three forms of trust: trust among merrdwners, client/caregiver trust and trust
between members and professionals (including Catimmge Services office administrators).

Trust between member-owners

Most, 15 of the 22, member-owners | interviewedlezhto compare the pre and post
Caring Home Services periods in explaining howrthreist of co-workers has been influenced.
They expressed feeling more isolated from othekexsr during the time they worked in the
County In-Home Provider Program (a program adnenést by the county in which most

19Voluntary isolation is when an individual(s) make theicmot to participate in societal activities whereas
involuntary isolation may be due to circumstances beyond aogitrol. Whether voluntary or involuntary, social
isolation has many consequences.
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caregivers participated) than in the cooperatiVeey argued that though members of the In-
Home Provider program met, the meetings were veagtie and informal. One cooperative
member who feels she has experienced significarigds since the In-Home Provider Program
was transformed into a cooperative is Hagee. Heggae elderly widow in her early seventies.
She was among the members who were involved istdreup of the business, but because of
her age she did not participate in many of the mgetthat were done. In describing her
employment situation before becoming a member-owh&aring Home Services, Hagee said,

| did not have much exposure to other co-worketthéncounty.
Communication was with the social worker and moBtlyphone. The only
other people you would meet were employees yots&irg over from or
handing over your shift to (Interview with reseahiviay 30, 2006).

Another member, Bickle, a woman in her fifties, whimed the cooperative at its
inception and had experience working in the colmtdiome Providers Program, compared the
two working environments and submitted,

We know each other better here [at the cooperatiBejng in this kind of
work we do not meet each other unless it's anataeggiver at the same
home. | do not even remember how many years | @bfér social
services, | think 3 years, and in that time | m& other employee
(Interview with researcher, May 11, 2006).

Most interviewees explained that the activitiesamiged by the cooperative provided
opportunities for people get to know each othetenetThese opportunities were not available
when they were independent caregivers. Gatelygraam in her fifties who had worked in a
Group Home for developmentally disabled peoplentarly 11 years said,

When | first started [working at the cooperativelid not see any other co-
workers because you go house to house and youtdeemther co-
workers. But since we are owner-members and wetbisrjbusiness] |
became more involved in committee meetings, thaeitrgs sessions and
then | became a mentor and went through the ménmatioing and now |
have “mentees” who | talk to. This is helping [ngek to know some of the
members. (Interview with researcher, May 18, 2006)

Although there are programs (e.g. mentor progranfdilitate interaction among
members, | observed that, trust building is aniekpialue in the underlying philosophy of
Caring Home Services. All members of Caring Horaeviges are introduced to a set of
working values that are aimed at building trust aghmember-owners. Appendix 9 is a listing
of the member-owner values that Caring Home Seswes developed. The values are
continually upgraded to remain in line with busmeperations. They are intended to build a
sense of oneness, accountability and responsihititgng member-owners.
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Values are expectations about action, which expbsd action is right or wrong.
Caring Home Services values prescribe and prosceliain actions to ensure members conduct
themselves in a way that benefits themselves, ikabss and the community. Obedience to the
values is faced with some sort of reward (suchpasaval from co-workers, or increased work
hours) for upholding prescribed actions. Disobeckgmn the other hand, results in some form of
punishment (such as disapproval from co-workenspérforming a proscribed action (for
example being dishonest, tardy or impolite). T@asing Home Services exercises some right to
influence members’ actions through the teachingatiies. Viewing trust as a crucial concept in
the philosophy of Caring Home Services, Fisher edHeelings of many other cooperative
members when she submits that,

...there are some members that we help to becontevtuiby, we help

them to grow, the values that we are working ohtrigpow, we expect our

members to live by certain values of honest an@degbility (Interview

with researcher, May 10, 2006).

Evidence from survey data also suggests that meshipein Caring Home Services
facilitates the building of trust among membersr &ample in response to the question of
trusting and valuing other members, 43% and 57%eas/ely acknowledged that Caring
Homes Services had improved the way they trustratigenbers.

Trust between careqivers and clients

The second form of trust found in the data is thettveen caregivers and their clients.
Most interviewees believed that membership in @QaHoeme Services had increased the level of
trust between them and their clients despite tbetFat,

...various [client] cognitive impairments make thelthag of trust with

clients or their family members difficult as somierts may falsely accuse

a caregiver of stealing or mistreatment (Travi€&)0

Sometimes, clients or their family members trea¢gwers as maids or domestic
servants. In addition, society in general doesappteciate caregivers’ work, causing caregivers
to feel a lack of respect. It appears, howevet, tlembers of Caring Home Services are
overcoming these barriers to earn the trust of #iEnts. Most Caring Home Services members
agreed that the cooperative way of doing businesdged “quality time” for the clients, which
helped in the creation of a trusting relationsrepAeen them and their clients. Looking back to
her experience in a Group Home, Gately contrastedvo and said,

[In Caring Home Services] | now work one to onehwity clients versus
one [caregiver] to four or five [clients] in a Giotlome setting or even one
[caregiver] to ten [clients]. It's much easierestablish the trusting
relationship [here at the cooperative]. The clieatns to rely on you as far
as household set up, personal care, shoppingvikts, needs to be told their
family first and safety features. There is muchrenaf those things that the
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client learns to trust you for because they seeoyoa much more regular
basis (Interview with researcher, May 18, 2006).

One client, Ms. Reed, a young quadriplegic woman]ctcnot agree more with Gately.
She felt that Caring Home Services provides quattye to their clients. She described the
“girls” who work for her as, “dependable” and “gtea‘l never worry about anything” she
added (Interview with researcher, June 14, 20&8hoing feelings expressed by Ms. Reed and
all the clients | interviewed, one cooperative memixplained that,

There is no comparison between working in a nuremme and working in a
home. It's like day and night. [In a nursing horypeu] quickly get the job
done because you have a time limit. The clients@be in bed at such a
time, so their quality of care is not the same hatva person gets within their
own home. In their homes, it's one on one as coatpty two people coming
in and doing this quick slap them job. (InterviewthaResearcher, August 30,
2006)

One of the professionals, Young, also believedvhhtes play an important role in
building trust. Many cooperative members and detgirofessionals regard Young highly for
her efforts to support growth of the business &wedpeople involved in it. She has been in the
field of long-term care for over 25 years. Primjdining Caring Home Services she worked for
a non-profit organization providing all kinds ofrgiees for people with disabilities and she
worked for Lutheran Homes providing residentiavesgss for people with disabilities. Young is
also a professional writer. Commenting on howedéht organizations create trust relationships
among workers and among workers and managemenhgv@uphasized the importance of
teaching values. She stated that,

| do not think that trust in the cooperative is @ifyerent in [home care
agencies]. But | think it's very different [herslan other places | have
worked in, where values weren’t talked about andgraand manipulation
were the name of the game (Interview with researchme 27, 2006).

The trusting relationships facilitate informatidmasing between caregivers and their
clients. Both clients and caregivers act as rafeasources on issues that concern either party.
For example, Gately recalled a case in which skgedeher client to enroll in the Meals on
Wheels program® For those seniors who do not have care-givarsrinto their homes
during lunch, the meals on wheels program proviadexher person that checks on them during
the day.

1 Meals on Wheels is a community program that brings ankeal to a senior at lunchtime. Apart from bringing
meals to the homes, the “Meals on Wheels” program also has augiyicenter (The County |- Senior Center)
where members can meet and socialize. Clients at this center eipgtarin activities such as bingo, aerobics,
computer classes, and line dancing. According to CouBtyide (2006 ), the Senior Center is the place for all
those aged 50 years or more.
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The fact that information sharing can be instrurakint building trust among people was
also expressed by Williams. Williams joined the peative in 2002 and she provides personal
care mainly to her mother-in-law who is 94 yearxk dh addition to the cooperative
membership, she works (for close to 36 years dtintie of study) as a hairdresser at a Veterans
Home and as a waitress (for 20 years). Contrastipgriences in the three work places,
Williams acknowledged,

| trust everybody here [at Caring Home Servicégju call other members

and they give you information. But at my hairdireggob, people kind of

look down upon others. | think it's different hey@u get any information

you want and they also call me asking for helpreHeu trust everybody

(Interview with researcher, June 2, 2006).

Actually, theorists on information and knowledgguee that the conversion of
information to knowledge begins from understandhmag, “knowledge is formed through
interaction” and that “knowledge is situated” (Mckae, 2006, p. 294). Knowledge is
conceived as a product of social, cultural, envimental, economic and political conditions. Itis
believed to be enshrined in the lives and expeesit people. This speaks to the importance of
sharing information. All forms of interaction angpmdividuals such as informal meetings,
chats during coffee hour at church, and during ma&ering activities add to the inventory of
knowledge. A knowledgeable person feels valuetibyeers and is motivated to participate
more in activities involving his counterparts anduhich his knowledge is situated.

Although the general experience among cooperatemlpers is that Caring Home
Services is impacting the members and the commuimaypositive manner through giving
members a shared identity, this does not mearathatembers agree. | interviewed one
member, Lindsay, who had a different perspectivMadsay strongly feels that the cooperative
has not positively changed the way she trusts aihvavorkers nor the way clients trust workers,
rather it is negatively affecting both clients andmbers. Although Lindsay was the only
research participant in my study who had seriousptaints against the cooperative, it is
possible that her story could be shared by mangrathoperative members | did not interview.
Two important lessons can be drawn from this isgolatase. First, it shows that when trust is
absent between caregivers and management, the aersuffers and fails to trust both the
caregivers and the business. Second, it supp@tatt that cooperative members have to
submit to the principles, values and bylaws on Whieir business is founded.

In summary Caring Home Services offers unique sesvthat promote the building of
trust among members and their clients. Some o$¢inéices are: one to one caregiver-client
working environment, consistent caregiver clientehang, values teaching and encouraging
clients to participate in social activities orgadzy the cooperative. These practices help in
creating an enabling environment for the develogroétrust. However when trust between
cooperative members and professional in the off@®nstrained, client trust suffers. In the
next section | look at the trust between co-op menmlnd professionals.

Trust between members and professionals

The third form of trust that came up during thieimiews was the trust between members
and professionals including managers at the Catmge Services offices. Responding to the
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guestion on how membership in the cooperative hasged the way she trusts professionals,
Shaw said, “I can call [the Executive Directorjcdme to her with any problem. She either sets
me straight on my thinking or helps me [to] workhtough” (Interview with researcher, May 10,
2006).

According to most members, the open communicateiwéen them and professionals in
the office promotes the development of trust. Rost of them, their previous employers did not
provide an opportunity for individual workers topmpach the executive director or business
manager for help. At Caring Home Services workerst each other (including management)
because each member carries the responsibilitgingthonest with others. One member,
Smith, a CNA who has been with Caring Home Service2.5 years explained how the
cooperative has helped to build trust in others,

Since | came to the cooperative, | actually ledrmet a lot of people | can
trust because they have always been straight wethtimey try to help me.
They keep on you. Like our director, she helps ywaugh when you have
problems. You can talk to them [office staff andnors] with a problem
and they will help you out as much as they care(inéw with researcher,
June 01, 2006).

Smith’s statement clearly shows that member-owaedsprofessionals in the office are
consistent in their helping efforts. This was agpressed by Gately, who strongly feels
supported by the cooperative management team ipds#ion on the board of a statewide
caregiver association. Expressing her appreciatiadhe support she smiled and said, “my
executive director has even offered to help withimg grants if need be to help the organization
get going” (Interview with researcher, May 18, 2006

On the other hand the Executive Director deeplyegptes cooperative members who
step up and take responsibility and ownership etitilisiness by involving themselves more in
activities that help them and the business grofhesg efforts by caregivers to take advantage of
being member-owners have created and enhancethgrustationships between them and the
office administrators. Echoing this observatioou¥ig stated that,

There are many members who come to work, get theick [and go back
home] but then there are some who really want taldbe [to grow the
business]. [For them] work is a bigger portiorthadir lives and they get
more affirmation from their work. For those peotfle cooperative has
created good matches. [Some are] on the boardtatewide direct care
workers organization that is being formed. Thewlddave never thought
of doing [such a thing](Interview with researchi&rme 27, 2006).

Although Young believed the cooperative had matkeddprogress in helping members
understand that they are the owners of the busisbedelt that “ownership” can be a two edged
sword, in that, “once [members] get the sense qf@merment, they might feel they do not need
to keep me informed” (Interview with researchened@7, 2006). This threatens the
development of trusting relationships between mamemt and member-owners, because
information sharing will be biased towards membeners. Evidence from survey data
suggests that membership in Caring Home Services&a little influence in the way members
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trust management. In response to the questiotrsisting management, 64% of participants
indicated that there has been no change while 38#éved that the cooperative is helping them
in building trust with management.

Promoting participation through confidence building

Most professionals | interviewed, especially théilem the local area, confirmed that the
continuing education program offered by the codjpexas improving the social welfare of
cooperative members in terms of their confidencemthey interact with others.

One of the professionals, Kurtz, a registered nwse works with the long term care
support unit in the county is very knowledgeablewtlihe caregivers’ working conditions prior
to and after establishment of the cooperative.alag her experiences with the members in
both the pre and current cooperative era, she,awtide smile, said,

| do see them out in the community telling peopk they work for Caring
Home Services. It has been funny to watch thaidition....l have seen
some of the early board members do presentatiocenéérences. | am
currently the president of a State Personal Sesvissociation, which is the
state organization for personal care agenciestublly had some of the
cooperative members come to our conferences toaseptations and they
did a wonderful job. It is difficult, it was pulslispeaking to a large group of
basically professionals that consisted of sociakers, nurses and business
owners and they did a wonderful job (Interview wigésearcher, May 10,
2006).

Loyd, another registered nurse who works for CaHogne Services as the nursing
supervisor echoed the same observations, “I caa g#anore involvement, like participation at
conferences and this is due to Young seeking @setlopportunities for them” (Interview with
researcher, May 18, 2006). Loyd is also very kralgkeable about the home care industry. She
has many years of experience in both long term @adehome care. She worked as a nurse in
medical review for Blue Cross Blue Shield, as aesuigor in a nursing home, and as clinical
coordinator for a Milwaukee home care agency (CpuArgus, Wednesday, October, 2004,
p.18).

Young, the Executive Director, felt that,

[the cooperative] is in the very beginning of seeine [influences of
empowerment]. | think that members feel more amrit about being with
other community members, being in situations wileeee are people of
power. [They are] starting to see this signifieatitat they are business
owners and then venturing out of their safe spadedaing things that are
very different for them to do (Interview with reselaer, June 27, 2006).

Pointing at increased self confidence among memhbarspinion celebrated by many
professionals, Kurtz said,
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| believe it [the cooperative] has boosted theliresteem and their
confidence enormously. They have all learned atgteal about the day to
day operations of a business....It's not just risenibw us, | see that just in
their body language. They walk taller, they havdem what they are
doing, they are able to verbalize (Interview wigsearcher, May 10, 2006).

The activities organized by the cooperative, ragdiom training sessions at the
cooperative office, presentations at conferencegicnics in the parks have all, in varying
degrees, connected them with other people and wedrtheir understanding of and participation
in community activities. Members who have attendewferences talked about the people they
met and how it felt to be appreciated in what ttey In describing her experience at a three-day
conference in Florida, Cole said, “it was awesom@&hen | asked her to explain further she
handed over a note she had written to the confererganizers expressing her feelings. As if
explaining each letter in the acronym a.w.e.s.q.she wrote,

| felt Affirmation. Being in a room with so many Directr€aNorkers
(DCWs) was inexplicable. We all had the same corsceTalking with
people who “get it” was great. You can talk wigmfily and friends but it's
not the same. | felWonderful. The experience recharged my battefiks.
was] a great learning experience. The sessions wiarmative. The hard
part was picking which ones to attend. | wish ¢heas more time so |
could have gone to more. | f@kcited being chosen by the co-op to attend
the conference. The opportunity was one | wouldhawe enjoyed if not
for the scholarship. | also fedpecial to be in a room with people who
cared about me and what | had to say was greatrygne was friendly and
interesting. | now truly realize how special | &etause not all people can
do my job. | had just finished my mentor trainiiog the co-op, and got to
put some of it to use. | am by no means a seadoaeeler, but | made it
there and back with no problems. | also spokenupe sessions and
participated which is out of the norm for me. It f®ut of my comfort
zone....It wadM agical to realize there are that many DCWs actuoss t
country that care as much as | do. By the endetbnference | could not
wait to come home and share my experience withr@aaydo would listen.

| felt Eager, encouraged (Document review, Florida Confardiptes,
2005).

Cole’s experience at the conference clearly dematest the impact of interaction in
people’s lives. The affirmation she felt beingward other caregivers provided fertile ground for
confidence and the desire to share with and engewther cooperative members. Despite these
great opportunities experienced by some membédrsr atembers continue to shy away from
group participation for different reasons. Covei@yoman aged about fifty five years and a
member since the inception of the cooperative, $tibdnthat the cooperative has not changed
the way she feels about participating in groupammunity activities. She said,
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| have not been to any formal meeting. | am notoaug person at all. Big

groups scare me, so | will avoid that at any dbshey tell me | have to be
at a place where there would be 400 people, | wprdtably have to go to
Alaska or somewhere that week (Interview with Redear, May 30, 2006).

It appears the experiences shared by Cowie arabajnspeak to the importance of
making better choices in order to improve one’d Weing. Cooperative members who prefer
not to accept the responsibility of ownership bgiding working with other members seem also
to be missing opportunities to develop their skaltgl increase their confidence in business and
interaction with others.

In summary, most cooperative members feel theimless has exposed them to many
activities which they did not have in their prevsgobs. The cooperative has created
opportunities for those willing to be trained aswaes, to train for better business skills, to
attend conferences on care giving, and to rundard positions within and outside Caring
Home Services. For those who have taken up therappties, they have grown in confidence
and the desire to participate in more activitiethmfield of care giving, as evidenced by Gately
and Cole’s experiences.

Creating networks

Bringing people together has helped Caring Homei&=s members build connections
with other people. In response to questions owardds, most interviewees shared the view that
they have become more connected and establishetatées because of their membership in
Caring Home Services. Describing her experiensesrmember and as the president of the
board of directors, Fisher appreciated the closgioaships she has with some professionals,

| have found good relationships through the codpara | have developed a
very close relationship with the cooperative depsient specialist in
Stevens Point. There has been some tough year$duntd that with the
cooperative when | come across some things | domdérstand in the
business, all | needed to do is to pick up the phdrdo not know how
many times | picked up that phone to call [the USDdoperative
Development Specialist based in Stevens Pointher Assistant Director of
the University of Wisconsin Center for Cooperatjvedelp is just a phone
call away (Interview with researcher, May 10, 2006)

Some of the members feel the social benefits aldatehe cooperatives have
strengthened them in pursuing other activitiehigmdommunity. For example, Shaw, in her
mid-seventies, still works as an advocate for ther @nd disenfranchised in the county. She
coordinates the only food pantry in the local ar8&e thinks that her involvement with the
cooperative, on the board and on committees, hasneed her connections with other people,

...the social aspect of getting to know everyone Waks here (at the
cooperative), having people around me that thieksgime way | do and
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have the same invested interest in health card tzat talk to, socialize
with and get to know and all the people that thegwk....there is that
social networking.....you know | can refer peoplegfer patients here
(Interview with researcher, May 10, 2006).

For some members joy comes from the mere facthleatooperative has given them the
opportunity to interact with people they would othise never have met. Cole feels that
although she hasn’'t made contact yet with sombepeople she met at the conference in
Florida, just getting to know them made her feehasigh the whole world was right in her
hands. The experience opened a window of oppaytthmiough rubbing shoulders with
important people in the home care industry. Thosily not have happened were it not of the
conference. She said,

At the conference in Florida, | met Herbert, thadhef the DCA [Direct
Caregivers Association], and now | am on the Exeeuoard for WACE
with him. He is from another county. | do not realontact with him but
| did meet a lot of people (Interview with reseanciMay 11, 2006).

In summary, cooperative members are convincedltleatpresence in the community as
business owners has helped to connect people.h@ikibeen done in several ways. First by
helping others to get the services they need. nba&iclient to the grocery store or bank
regularly helps the client get connected with pedpht support his/her independent living.
Talking about the cooperative, referring people &h®looking for jobs and those in need of
services to the cooperative, keeps it connectdd tivé community. Secondly, cooperative
members have also helped in building ties amonglpedy regularly visiting people in their
homes, they have created a sense of respons#miibng community members, who now realize
that there are people in their neighborhood whmotprovide for themselves. For example one
cooperative member stated that due to her regidas ¥ her client in a residential complex,
other residents in the complex now pay attentiathi®client. They pick up the news paper for
her on the days the cooperative member is not wgrkFinally, because they are owners, they
have been able to connect with other professianasd out of the care giving industry
(professionals from universities, state departmetd other non-profit organizations).

Comparative data: the case of JBS

Creation of social capital is not found only in peaative businesses. All businesses,
cooperatives, privately owned and non-profit, byrepple together and help build relationships
among them. From the evidence presented in thegu®section, the reader is prompted to
wonder if social capital creation is different iamcooperative businesses. In order to
corroborate findings in the case of Caring HomerviSes, additional research explored social
capital creation processes in a sole proprietorsAgstated in the methods section, this was not
a separate case study but a triangulation of adatecss used to confirm or disconfirm evidence
from the case study.



20

Building trust

In JBS Placements two forms of trust were mentidnetesearch participants. These are
trust among caregivers and trust between caregaretsnanagement. The third form, trust
between members and their clients (including famigmbers of clients), which is discussed
under Caring Home Services, was not adequatelyeeqhtaddressed in JBS.

Trust amongq caregivers

Evidence of the creation or strengthening of teusbng JBS caregivers and between
caregivers and their supervisors showed dispabiéseen the two groups of employees (that is
among caregivers on one hand and between caregindrtheir supervisors on the other). Most
caregivers expressed that working for JBS had fiettad the way they trust their counterparts.
Wapaka, a married African woman, aged 28 yearsgaido know about JBS through her
brother who was already working for the companid,saot at all” (Interview with researcher,
August 28, 2006), as her full response to the toqpredHiow has your employment with JBS
influenced the way you trust other coworkers and peoplein general? Wapaka has worked for
JBS for about 6 months. Expressing the same fgliBastwood, a Philippine woman aged
about 45 years, who has worked 3.5 years in JB®&isteldl, “well, there is no difference, | trust
my co-workers the same here and in the other azgian | work for” (Interview with
researcher, August 12, 2006).

Washington, another woman from the Philippines, Wwas worked for JBS for over 3
years in the same home with Eastwood, feels thagtlpen JBS can be trusted because she
knows them. In her view, “I trust people here,déese] they are good. | know them”
(Interview with researcher, August 12, 2006). Bgrinterview, Dicksolt expressed that he
trusted his counterparts because he has not erpedeany problems working with them,

As far as | know, | never encounter any problentahbse we work as a

team. The same thing in the other company | workAs long as you do

your duty, you know, | do not think | have encouateany problems so far

(Interview with researcher, August 12, 2006).

12 This was mainly because the two homes from which participats drawn had clients with serious physical

and mental disabilities, yet these were the homes the owardified as having clients with “reasonable

disabilities”. The conditions of the clients were not am&ntdbcomprehensible interview. | did, however, with the
help of the coordinator, interview two of the clients me@f the homes but the data was not reliable mainly because
the coordinator used lots of leading questions. Effedre made to no avail to identify clients that couldesp
themselves intelligibly. However, talking through theirecvers as interpreters, the two clients | spoke with
expressed more satisfaction with JBS than with their pvsvihome care agencies.

13 bickson is Washington’s husband. He got to know aBB& through his wife who was hired first. He has
worked for JBS for close to 3 years and has worked & yeanother home care agency.
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Evidence from JBS caregivers suggests that penedther people because they have
interacted with them on the job, knew them priowtwrking together, or came from the same
country.

Trust between caregivers and management (coordiaial directors)

Although caregivers felt that JBS as a companynioasnfluenced the way they trust co-
workers, evidence from coordinators and managestesd a different light on what influences
people to trust others in JBS, an investor owneiness. Hartman, a Vice President at JBS,
believes information sharing contributes to thddng of trust among employees. She pointed
out that the job itself carries the expectatiort #raployees will communicate about each care
giving situation. Reporting what happened durimg $hift is, in itself, a way through which
employees learn to be open and honest with eae.offthis form of communication creates
dependability of each other which in turn fostéres development of trust. Hartman explained
that,

Because we work so closely with other staff memhberfiave to build a

relationship that is based on believing what thesqe before us said. [For

example] if staff from the first shift lets us knavhat has been going on in

the house during their shift, we are kind of abl@teconceive what will go

on for the second shift. In that, we have to tassth other about

everything. [Also], we all know each other’'s phanenbers, if we need

something we call them up. (Interview with researcluly 30, 2006)

One of the coordinators, Vetrone, also believesmanication is central to the
development of trust with subordinates. Vetronia isis early forties, has worked full-time for
JBS for 5 years and works part-time for another éigare agency. He said, “Having good
communication among people is really important{’shane thing | have learnt. That’s the
biggest change for me” (Interview with researchAergust 2, 2006).

In JBS Placements employees in positions of poe@srflinators and directors) felt that
smooth flow of information was enhanced by the that JBS was a small organization when
compared to the agencies they worked for priooitaing JBS. They believed because they had
access to the president and owner of the orgaoizttis helped in advancing and solving
problems. Hartman argued that, “...in this compaiq] if | have a problem, | can [go] to my
boss. Say | need three weeks off because | hawegaryg, | am granted without any
repercussions whatsoever” (Interview with researchdy 30, 2006).

In addition to having good communication and easyess to the owner of the business,
coordinators believed that the flexibility they aigen in managing the homes facilitates the
development of trusting relations between themtaed subordinates (caregivers) and among
home coordinators. In their understanding, thiseisause when authority is delegated to them
they feel more confident about their job. Supemssdelegated responsibilities include
supervising caregivers, interacting with clientsagdians and brokers. These roles, groom them
to be accountable, responsible and dependablege@pler time this improves their self-
confidence which helps them to feel comfortableriatting with all people within their sphere
of influence. Summing up this, Calwel said,
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| think one of the advantages is the flexibilitydathe amount of autonomy
they give me to manage and govern the house withdattof strict rules and
regulations. | think by empowering the coordinatdBS allows us to do our
job and feel good without feeling judged or crized. (Interview with
researcher, August 8, 2006)

Calwel’s feelings were echoed by Hoerning, anotio@rdinator,

| am extremely independent out in the field. Imally do not contact the
office unless it's an emergency. | take care osintlbings myself in the
homes and then just give an update after the datiet office. (Interview
with researcher, July 25, 2006)

Although coordinators and managers felt that teae free flow of information in JBS
by way of “memorandum” “communication log books™telephone”, and that their
independence has helped in developing trust withgieers, several caregivers (6 out of 9) had
“bones of contention” with management for some ingoat issues that were not communicated
to them at all. According to the caregivers, sometin April 2006, 3 months before my study,
they were served with letters notifying them ofezidion by the owner to cut their hourly wage
by a dollar. During data collection, caregiverpressed (off the record) dissatisfaction over the
fact that JBS had cut their wages by $1 per h@acause power and control are not equitably
distributed in the organization, the majority offayees felt voiceless when it comes to
influencing decisions that affect their well-beingccording to the caregivers JBS management
did not consult them. To some of the caregivesswhas a clear indication that management did
not value their input and was cause for them natust them and look elsewhere for part-time
jobs because, as summed up in Truman'’s statenigstriore [in] how you really communicate
with each other that you build trust” (Interviewtiwresearcher, August 12, 2006). Truman is a
caregiver aged 27 years and is from the Philippivtes strongly believed that the one way “top-
down” communication on issues affecting caregivers caused caregivers to view management
negatively.

Caregivers felt that since a higher wage was thie benefit offered by JBS they were
supposed to be informed prior to having their wagle Thus lack of consultation or
transparency provided fertile ground for the bregadf distrust, which in turn encouraged
caregivers to shy away from management. This aradg possibilities of them participating in
social or business activities organized by managém@istrust feeds on dissatisfaction. The
wage cut was source of dissatisfaction among cageg)i Listening to their complaints and
looking at them as they narrated their dissatigfacthey all showed a sense of being
unappreciated.

Evidence from survey data suggests low levelsust tbetween caregivers and
management. 67% felt that employment with JBS ladnfluenced the way they trust
management, while 33% felt it had improved therels of trust in management.

Another factor (closely linked to the issue of conmication, independence and
appreciation of employee efforts) that caregivdesitified as affecting the building of trust
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between caregivers and their management is theenamwhich problems are solved.
Although most caregivers felt that they were fr@edntact senior management (vice president
or president) with problems, one caregiver in patéir expressed how grateful she was to
Hartman (Vice President) for the way she handlpdoalem the caregiver faced at one of the
JBS homes. When employees have access to managamlenhen management attends to
issues raised by employees, employees feel thiatitipat at the job is appreciated. A feeling of
appreciation brings a sense of belongingness asi@ticourages employees not only to stay
longer in their employment but trust their managerhis is discerned from Wapaka'’s statement,
“At one time | had a problem at the house | worked phoned and told them | wanted to quit,
but with the help of Hartman the problem was resdland | am still here [in JBS]” (Interview
with researcher, August 28, 2006). According tgo@éka she was having problems with the way
she was being scheduled for work. The coordinkpt scheduling her for short shifts, 2 to 3
hours, when she was interested in longer shilts,8ito 9 hours.

| also discerned from the data that the sourgeatiivation for work contributes to the
creation of trust. JBS management believes thratgiaing is more than a “pay check” job.
According to Hartman, caregivers should have tbge? or “heart” for the job. She believes,
“it's all about the heart, if you do not have thealt you cannot do this job” (Interview with
researcher, July 30, 2006). However, data pregddaytearegivers contradicts this line of
thinking. According to caregivers, they are drawnthe organization more by the financial
benefits than the love for the job. All nine paante caregivers | interviewed made it clear they
accepted part-time employment in JBS because didtier wage even though no benefits were
offered. | observed that the general practice aywamegivers was to work elsewhere, where
there are benefits, on a full time basis and wak-pme for other better paying agencies
without benefits. Expressing her motivation forridog part-time at JBS, Wapaka said, “The
only advantage | see in working for JBS is thairthege is good, but compared to other
companies, they do not have benefits” (Interviethwesearcher, August 28, 2007). Dickson
complemented this feeling when he expressly contpdB& with the other organization he
works for saying,

In JBS | work part time right now [because] theyéao benefits. |1 do not have
any problems working full time in [the other orgaation | work for]. They have
good benefits, they have insurance, they have pempan, and 401K they are
talking about, which is good enough whenever merandvife will retire.
(Interview with researcher, August 25, 2006)

The fact that in JBS caregivers are motivated barfcial gains was also further
explained by the observation that none of them sldo@nergy or enthusiasm to talk about their
involvement in social activities outside businefes | All caregivers stated that they work more
than one job which left them with no time for graagrialization or volunteering.

Although evidence presented under Caring Home &es\showed that training plays an
important role in bringing people together and mgghem to know each other better,
caregivers in JBS had no positive experiencesdoesabout training. There is no evidence of
any efforts on the part of JBS management to orgain-home training and encourage
caregivers to participate. According to some carrg, JBS does not organize training for its
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employees. Instead employees are required todatb@mdatory training sessions offered
through the county. This is summed up in Trumatagesnent, “We have training like safe
medications, blood borne pathogens which are mandanhd organized by the county”
(Interview with research, August 12, 2006). Thues lack of training organized by JBS for its
specific needs isolates caregivers within JBS feaoh other. This practice is aided by the fact
that JBS draws its labor force from its competitofdthough this is cost effective for JBS, the
implication is that caregivers are robbed of thparfunity to meet and interact with other JBS
caregivers/employees during training sessions.

Data analysis under Caring Home Services revehbgdriteraction among members
through annual (all-member) meetings and picniciitates the sharing of experiences, learning
of skills, and the building of friendships. In JBSaff (caregivers, coordinator, and/or vice
president) meetings are held by managers in clibotees. Attendance is usually low as only
caregivers who will be working in the home at timeet of the meeting attend. Although she
worked for over 3 years in JBS, Eastwood said, ‘W/e’t have meetings in JBS. But in my
other job we have monthly meetings” (Interview widisearcher, August 12, 2006). Again this
contrasts with the abundant opportunities workenens have to participate in meetings set up to
resolve issues arising in homes or about the bssimegeneral. As a matter of fact, some
members volunteer to coordinate some meetingso &lsnembers are free to bring concerns to
the board of directors, observe board meetingdeard from the proceedings. In JBS care-
givers do not attend strategic management meetings.

In sum, this section presented evidence that empoy in JBS has not influenced trust
relations among caregivers in a big way. Two fexcexplain this. First, the caregivers |
interviewed were immigrant workers, mostly from WA#ica and the Philippines. Secondly,
caregivers from the same country worked in the daomee (Africans were in one home and
Filipinos in another). This influenced the creataf social capital in that immigrants from one
country tended to interact more with each othen thah immigrants from another region. Thus
evidence on the building of trust among caregigeiggests that people trust other people
because they have either interacted with them exqoth or knew them prior to working together
and/or are from the same country. On the othed hewidence on trust between caregivers and
supervisors revealed that open communication igakin building trusting relationships.
Closely linked to communication was the observati@at “delegation of responsibilities” builds
self-confidence among supervisors which in turneissthe building of trusting relations with
their subordinates.

Promoting community participation

Participation of employees in group business orsactivities is not only important for
the building of trust but also in giving people@oe in things that affect their lives. Responding
to the question on how employment with JBS hasiarfted their participation in group or
community activities, management had more poséi@eriences to share than caregivers. For
most caregivers, employment with JBS has not clatfyway they participate in community
activities either as individuals or on behalf céittclients. Long serving caregivers all saidithei
employment with JBS had in no way influenced tlpairticipation in community activities.
Instead, they talked mostly of the activities tldeyas part of caregiving rather than what they do
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in their personal life. The activities mentionedlude taking their clients for lunch, shopping,
walking in the park, and sometimes for picnics aiged by other organizations (Eastwood,
Washington, Dickson, interviews with researchely-August, 2006). Thus there was no
evidence that caregivers volunteer or participateommunity social activities outside their
caregiving duties.

However for those in positions of authority witliBS, their experiences have been
somewhat different. Some of the coordinators kelthat JBS has empowered them to be better
community residents. They stated that JBS hasgedwopportunities they did not have in their
previous jobs and were not able to create as iddals. One coordinator who strongly feels that
JBS has changed his life in many ways is Vetrohliduding to the fact that working for JBS
gives them opportunities to interact with othergledcaregivers and other officers in the home
care industry), Vetrone submitted, “The door thagrmed up for me was a broader door, a bigger
vision of meeting [interacting with] people” (Inteew with researcher, August 2, 2006). With a
broad smile, he added,

| am more recognized now, so when | am out in traraunity people

notice me. So when they see me they know thaté h#luence other than

just a caregiver. | am more recognized becauseihaneetings with

brokers* and guardians. (Interview with researcher, Augug006)

Hartman points out that her employment with JBSdrastly influenced the way she
interacts with people especially those with disaed. She now plays a major part in their lives
as she stated,

Socially, my life consists of doing things with tdevelopmentally disabled

community. Whether it's through another agency, mtieey have a huge

picnic and my family is invited, we go. [Other tgmI do are] picking up a

client on a Saturday afternoon because they hatwengoto do and bring

them to my family reunion. [| make people part of lifie] which | didn’t do

in the other organization | worked for. (Interviewth researcher, July 30,

2006)

On the other hand, Hoerning feels that JBS has dtile or nothing to influence the
way he participates in group or community actigtid-or example, in response to the question
on whether and how employment with JBS had infleenuis involvement in community
activities, he gave a simple response that, “No hat think so”. If anything, Hoerning felt that
JBS has taken up as much of his time as he hasawdilable to employees even when he is not
on duty.

The consensus among caregivers is that employm#ntIRS has not changed the way
they participate in community activities outsideittcare giving duties. For management,
however, some believe that JBS has positively énfaed their involvement in community
activities. Others believe that JBS has robbenhtbEtheir social time. When compared with
caregivers, it appears the responsibilities thedinators perform are instrumental to their
increased confidence and this has in turn eleviisd profile in business and social circles.

14 Brokers are advocates for disabled and elderly people. mbaitor the nature and quality of services given to
clients by Home Care Agencies and suggest improvements.
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Creating networks

Creating networks involves interacting with peopleappears that employment with
JBS Placements has helped caregivers and supearaigar to build or strengthen connections
with other people. Some caregivers confirmed tdieveloped new ties with co-workers and
clients’ guardians, family members or professiomaitside JBS Placements.

In response to the question about how employmeahtJ8S had helped them connect
with other people, caregivers shared the viewttinayt have strengthened ties with co-workers
they already knew prior to joining JBS. They exgsed that they had met people from their
home countries (the Philippines and West Africa.gicample) through employment with JBS
Placements. Dickson’s wife (from the Philippinesjo works only 2 days a week in one home
said “I know only people | work with in this houssd most of them | knew them before
coming here” (Interview with researcher, August 2Q06). Truman, also from the Philippines
said,

| never knew any Filipino before getting here. \Wh¢oined JBS | got to know Dickson,

Washington and Eastwood and that's how | kind oBlden [and strengthen] my

relationship with Filipinos. Some of them tell méem there is a Filipino party and | get

to meet more people. Eastwood has become like ntigendriend and mentor. It's really

helpful to me. (Interview with researcher, Augu2t 2006)

Describing her relationship with Truman, Eastwots @acknowledged that she
considers Truman an important connection she hlableshed through employment in JBS.
Their relationship is based on mutual benefit Faamity) as she stated, “Truman helps a lot with
my job. If | cannot work she works for me. lItissi helping each other” (Interview with
researcher, August 12, 2006).

In the same vein Wapaka (from West Africa) subrditteat she had strengthened her
connections with the other caregivers from Westcafivhom she knew prior to joining the
organization. She stated,

Now, | know my brother’s friend better because be nvorks in this home
too and we are from the same country. If I haye@oblems, for example
with my children at home, and | am unable to weinkse are the people |
call first to cover my shift. (Interview with reseaer, August 28, 2007)

As far as building connections with influential pé® most caregivers talked of their
immediate supervisors and to a lesser extent, nesmeugt. In JBS, bridging ties for caregivers
extended only to immediate supervisors or seniaragars within. For example, for Wapaka,
the communication she had with Hartman when sheah@dblem gave her an opportunity to
establish a connection with management as shecékpsaid, “They [management] try to help
people each time we have problems....I would sayrhtamt[is an important connection | have
established]” (Interview with researcher, August 2806).
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It appears the more responsible one’s position IBiS Placements, the more contact one
has with the outside world as a result of employina¢dBS. In explaining the important people
he has connected with as a result of working f@&,Metrone said,

[When | was a caregiver] the only time | saw a lerokas at a team

meeting. Now | actually help head the meetingsllla meeting. [Prior to

joining JBS] | never set a date for a meeting. flNbhave more

communication with the brokers and guardians bexabhave more

responsibility... | am kind of directing the ship in a lot of waymterview

with researcher, August 2, 2006)

In support of Vetrone’s experience, Hoerning sutedithat, “the important connections
| have made are with brokers. Just how many brdkease gotten to know” (Interview with
researcher, July 25, 2006). At JBS it appearsthepersonal networks created by managers
were mostly with people already known to the owrsfdihe organization. Hartman
acknowledged that her employment with JBS has apeaeeral opportunities for her to
participate in important meetings at the county siiate levels,

| have a lot of connections with people in the dgiand Human Services

Department. | made those connections because sgy[tiee owner of JBS]

introduced me to those people and | maintain themu$t keeping the

communication lines open. Some of them have beqmersonal

connections while some of them are business coimsct.. Without the

business connections, our agency is going to ¥dlu know, our income

comes from the County and the State Having personal connections in the

same area helps because they can put me in tletioliref what is

happening. You know, one of my connections isafrthe top people at the

county. (Interview with researcher, July 30, 2006)

Expressing her appreciation on what JBS has dareefo Hartman smiled and said, “I
never would have been able to go to those meetitigs than from here (JBS)” (Interview with
researcher, July 30, 2006). Participants in doalitneetings include owners of home care
agencies, their representatives, county and stitéats and home coordinators. Issues
discussed center on the fiscal challenges faceybyicies in supporting elderly and disabled
people in their homes.

In conclusion, it appears that findings from JB8Ssantiate in many ways observations
made in Caring Home Services. First, because tbperative is democratically controlled,
strategic decisions are taken by as many peopesssble through representation by the board
of directors. Members believe they are equal aiglaffects the way they relate to each other.
For example, words such as “employee”, and “worlee€’ not in Caring Home Services
members’ vocabulary. Members popularly refer entkelves as “the girls”, “caregivers” or
“members”. In contrast, the language used by d&8dinators, “I lead”, “I am in charge”,
which was not heard in Caring Home Services ingavg| shows the power imbalance at JBS
Placements. As evidenced by the existence of sttongs among caregivers and weak ties
between caregivers and supervisors in JBS Placsirientould appear that workplaces that
exhibit hierarchical power structures nurture “neastervant” relationships thereby slowing
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down the development of trust across hierarchexaks. In such cases obedience may take the
place of trust. Second, in Caring Home Servicds,iihportant that members have access to
information so that they can exercise their votights intelligently. Interestingly, JBS data also
speaks to the importance of open communicationilding trusting relationships among
employees. Evidence from JBS caregivers and sigoesvacknowledges communication as an
important tool for building trust. However, becaus the ownership structure, caregivers have
no right of access to information about the conditf the business. Third, in Caring Home
Services, ownership and participation in task feteach members to fish, by training them to
take ownership of the business, facilitating intéican and exchange of ideas and skills. This
helps them to be better business owners and contymaeimbers. Faced with similar problems,
members are likely to resolve problems without seagly calling for a “task committee” as
they would apply the knowledge and skills acquiretdh participating in the committees.
Conversely, employees in JBS, who are being féd i®uld continue to report issues to
management, as it is not within their jurisdicttormake final decisions on important matters.
Thus their confidence and ability to network wither employees remain constrained. Finally,
evidence from JBS data confirms that ownership bomorkers together. Caregivers in JBS
expressed that their motivation for work was thghler wage yet most Caring Home Services
members, (18 of the 22 interviewees) felt that awhipp made them more willing to work for the
success of the business. Put simply, ownershiplsrithie feeling that “united we stand and
divided we fall” which in turn nurtures the builgjrof trust and zeal to participate in cooperative
activities.

Discussion: Cooperatives, the brewing pots for saicapital creation

Broadly, this research adds to the growing bodyeséarch that explores social capital
and its role in well-being (Birchall 2003, 2004;ifBairn, 1995, Bibby and Shaw, 2005).
Specifically, the research addresses an areadisatkeived limited attention: the potential of
worker-owned cooperatives in creating social capitdaus it makes an important contribution to
the literature by providing empirical evidence tllaiminates the processes involved in creation
of social capital in a cooperatively worker-owneginess. The data revealed that worker-
owned cooperatives influence the creation of sa@gital in a variety of ways: teaching of
cooperative principles and values; training; fasgpconditions that reduce the potential for
member conflict or member—staff conflict; encourmgmember participation in decision-
making; promoting member participation in local aradional business activities; volunteering;
and engaging both members and their clients irabactivities. All these practices contribute to
fostering increasettust, participation and network building for the members and the business.

Cultivating trust

According to Casadesus-Masanell and Khanna (2@08nrker is trustworthy if he is
expected to exert more effort than what materiaefggences would include. Evidence from the
case study shows that it is common practice for bexrowners to extend help to other
members, clients and people in general beyond mbatey can pay for. This was not so evident
in the privately owned business. It appears pgEehelp was shared among those members who



29

strongly believe in the principles and values &f thoperative. However, the interest of this
study is on how Caring Home Services initiates andpholds trust. Evidence points to several
processes.

First, the critical thing with Caring Home Servideghat prior to joining the cooperative
every member has to be willing to work in line watipulated values (such as respect, honest,
welcoming, dependability and transparency) andgglas (such as democratic control, member
economic participation, equitable distribution obfits, and open membership) or has to be
willing to be educated on these values and priesiplThe evidence suggests that the teaching of
these principles and values and the extent to wiiembers practice them are important
determinants of the processes the cooperative sagdoptomoting interaction among members.

Second, the principles and values are reinforceprbyiding several platforms through
which members interact and share their experienkB&lvement in business and social
activities (annual meetings, picnics, parades aadmtraining) help participants accumulate
interpersonal skills (e.g. patience, honesty, béitg) that are valued in society and other skills
(punctuality, responsibility, cleanliness) that anportant in the labor market. From a business
perspective, having a labor force with such skdlleritical because it helps build an organization
which rehabilitates rather than rejects people vwthegy experience illness or disability. While
doing business, people are put at the fore. Télisshin the retention of workers which aids in
the creation of trust. High labor turnover erodag potential for employees or members to
know each other in a trusting manner.

Evidence presented indicates that interaction pdalsy role in the building of trust.
Through interaction individuals discern the intens of others based on past experiences,
observed behavior, and/or the reputation of thegrer High levels of interaction among
member-owners in formal and informal meetings haonly strengthened existing trust, but has
expanded the sphere of trust among themselvesebatthemselves and administrators, and for
the organization by the community (clients, andgssionals). So through teaching values and
promoting interaction Caring Home Services fadidisathe creation of both interpersonal and
relational trust. This supports existing literaBryk and Schneider, 2002; Fukuyama, 1995;
Putnam, 1995 a &b) that trust develops throughraat@on among people. This happens over
time as illustrated in the data.

Third, Caring Home Services is a locally owned bass. Evidence suggests that co-op
members are providing care to people they knew poidormation of the cooperative. Some are
providing care to family-members, and others tghkors. This affects the building of trust in
more than one way. The fact that both the memduedshe clients have some prior local
knowledge of each other may erode any suspiciatantight hinder trust development. Case
data also shows that clients get satisfaction fiteerexistence of a local cooperatively owned
home care business, which makes it possible fon tilechoose from a pool of caregivers
provided by Caring Home Services. So the reabratnat help is a phone call away coupled
with the ability to choose provides fertile grouied cultivating trust with caregivers. It also
appears that, because of the teaching of valuaspers are not offended when clients choose
other members instead of them. According to memttes actually helps them learn from each
other how best to provide quality service.

Trust is also created through the perception mesri@ve of the cooperative
management and their leadership. Evidence fromsttidy suggests management and their



30

leadership is critical for cultivating and sustamitrust in a cooperative. Caring Home Services
members point to the critical role the Executiveedior plays in cultivating trust. Her actions
from the time she assumed directorship of the caape are particularly indicative of the ways
that leaders can cultivate trust. The Executive®or practices an “open door” policy. All
cooperative members are free to call her and didoath business and/or social issues
concerning them. The Executive Director pays paldir attention to reducing interpersonal
conflicts between members. She has also takemadesteps to encourage members to take
ownership of and responsibility for the business. &ample, she started the mentorship
program and initiated the “task committees”. Tiedped create of trust in two ways: 1) the
positive behavior by management encouraged mend&es committed to the leadership and
business; and 2) it facilitated member participatiobusiness activities. This substantiates the
argument advanced by Uphoff (2000) that, “certainforcing kinds of behaviors, especially by
persons who are in positions of leadership andoaityh..can support structural and cognitive
forms of social capital....” (p. 229). The effectleddership attitudes is also demonstrated in the
relationship of cooperative members and senior tyoofficials. The county officials’
involvement and support, particularly during theelepment of the business, strengthened
prospective members and laid down a foundatiomhetuilding of trust between members and
professionals from the county. For example, coudlmgctor participated in organizational
meetings and conferences and awarded Caring Homeé&ethe contract for home care
provision in the county.

Participation

Evidence suggests that Caring Home Services faetitmember participation in
business and social activities through informasbaring. Information and communication form
the crux of social interactions. The cooperatineceirages free downward, horizontal and
vertical flow of information. This is achieved tlugh several avenues. Management or
leadership communicates with cooperative membeatsl@community through newsletters,
annual reports, newspaper articles, parades andeandoor policy. Members, on the other
hand, communicate among themselves and with mareagdhrough media such as task
committees, training programs, the board of dine;taisiting or phoning the offices, annual
general meetings and social platforms. Evidenodicos Fairbairn, et. al.’s (1995) observation
that cooperative members view their business nigtasan economic entity but a social
meeting point for people to talk and share expegsn This open dialogue fosters a sense of
oneness, of community. Many cooperative membersefample Gately, Cole, Johnson, Diane
and Bickle) seized the opportunity to develop thelress through mentorship program and also
through running for board of director positionsaking up responsibilities exposed them to more
information, in particular decision-making inforr@at, which encouraged them to increase their
involvement with the business. This corroborate$8tane’s (2006) theory that knowledge
builds confidence and increases participation Evéllthough increased participation in
activities related to the business (parades, picmaicnual meetings, training) was shown in the
data, the data appears to suggest that membens@igxing Home Services has not influenced
participation in religious and political activitieg his could be either because most members
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who participated in the study were already paréitigy in such activities or that the skills they
are gaining from the business have not yet condebtm to those activities.

Closely linked to information sharing is the priplei of cooperative ownership of the
business. Because members jointly own the busaresequitably share returns, ownership
makes them more inclined to participate for thecess of the business. Research participants
stated that a sense of ownership is empoweringe @Gata demonstrates that it is through
individual empowerment (access to information/kredge, ownership) that confidence is
instilled in members which set in motion a procefsacquiring more information and
knowledge, increasing confidence, increased ppétiimn and this ultimately results in more
social capital, of both bonding and bridging nature

Network building

Caring Home Services is a locally owned businessse@members live in the
community. As such they increase the circulatiomohey within the community. Local
ownership of businesses, as suggested by Nemof)(2@£lps in local wealth creation. In the
process of doing their personal business (grotemking, and medical appointments) members
also connect with other community members. Fretjaed regular interaction eventually builds
trust between cooperative members and communitybaesn

Caring Home Services, as a business based onicigstory development strategy, and
facilitated network building from the time of itsdeption. Evidence from interviews points to
the fact that the co-op’s association with coumtgt atate officials in its organization stages built
bridges to government networks. Case study datasaiggests that participation in horizontal
activities such as mentorship and training sessadnginistered by other cooperative members
resulted in bonding social capital. On the othaard) participation in vertical activities, such as
national conferences and training sessions ledukside professionals made it possible for
participating cooperative members to bond and talsacess resources in other networks (like
professionals from regional and national univegsitand state politicians).

From an organizational perspective, business acidlsalliances help to connect
members and the business to other networks. Ispeisch to the fONational Cooperative
Congress in Costa Rica, Levin (2001) argued thatadrihe greatest assets of the cooperative
movement is its network of vertical and horizoditaiks both on the national, regional and
international levels. In Caring Home Services #ff¢o establish these networks are starting to
be evident. The cooperative has established e#mwith other organizations. For example,
they signed a contract with Unique Care to provaes services for the second shifts in a group
home located about 50 miles from their office. e Tooperative is still serving local interests
whilst expanding so as to remain competitive. @aklome Services also established social
alliances with other humane organizations in thghimring towns. A likely outcome of such
business and social alliances is that both coaperatembers’ participation in community
activities and community members’ involvement arbanced, so are networks.

In sum, it appears the three indicators of so@aital feed on each other. Trust feeds on
participation and vice versa. Network buildingwwsofrom participation and trust. Evidence
from the case study shows several factors at plélya creation of social capital (trust,
participation and networks) in Caring Home ServicBactors, though interdependent, vary from
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the structure of ownerships, principles and valugegerlying the business model, extent of
information sharing, perceptions of members ofrtleziders, to individual member
character/traits. The more conducive these agediop participation the more likely it is for
social capital to be created.

Implications for development

In the face of continued debate about the effen@gs of participatory development
approaches in improving well-being, this study agtor programs or strategies that are both
people and place based. That is, strategies wieiebldp both people and the places where they
live. The experience of Caring Home Services stugplensen’s (2006) idea that efforts to
increase socio-economic well-being must be flexérieugh to be tailored to the special
opportunities and challenges associated with variocalities and regions. In this case, the
development of Caring Home Services demonstratdgd@and flexible effort in which several
parties (the county, community institutions andwidlals, including cooperative members)
pooled their resources to address a community negttlence from the case also implies that
strategies or programs aimed at improving sociagresoc well-being should be deep enough to
take advantage of individual traits of communitymfiers. The variation in the manner with
which cooperative members pursued opportunitiegfowth substantiates Bradshaw’s (2006)
notion that individuals who make “better choicestidwork hard” are more likely to improve
their well-being than those who lack these traits.

As discussed in previous chapters, for the trarsitiom an economically challenging
situation to economic mainstream to happen, thescapital development in and through the
business should enable members to gain skillsesalrces that help them participate in
networks beyond their community. One way to aco#iser resources in other networks is
through business expansion. This could be achidwedgh geographic expansion, increased
market penetration, or product differentiation.tfBgeographic and product expansion will
provide more job opportunities and more people witiom “bridges” of trust could be built.

This will increase interaction. Increased inte@atbuilds more confidence among member-
owners in themselves, their business and in dealitigother professionals. As these clusters of
cooperative businesses emerge, individuals benefit both the bonding and bridging social
capital created, and eventually stronger communére built around the nucleus of the
cooperative. Regular interaction among peopleganized efforts also instills the spirit of
cooperation making societal operations more effeaind efficient

It is important to note that social capital is asteasily created as argued in Putham’s
work (2000). In his study, Putnam identified fdactors that have contributed to the decline in
civic engagement and social capital in AmericaeSehare: “pressures of time and money”,
“suburbanization, commuting, and sprawl”, “elecimentertainment” and “generational
change” (Putnam, 2000, 277-8). Putnam concludatdatthese four factors, general change and
electronic entertainment contributed over 50% &bfih 2espectively in the decline of civic
engagement and social capital. In my study, evidesuggests that worker-owned cooperatives
create social capital. It is not, however, arguimgg they can overcome structural forces such as
generational change, electronic entertainment d/d [@essures of time and money that hinder
the creation of social capital.
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Conclusion and future research

This study used in-depth interviews, document asiglgnd survey data to explore how
social capital is created in a rural worker-ownedperative, Caring Home Services. Data was
also collected from an investor-owned firm to cborate findings from the case. The study
found access to information as the central fadtat ignites the process of creating social capital
in Caring Home Services. From the earlier stage®weeloping the business, members were
taught about cooperative principles and valuesedhin care giving and mentorship, problem
solving and how to present themselves before andgenThe knowledge and skills they
acquired empowered them as demonstrated througdaised confidence in business and social
life. Increased confidence facilitated more pgvation, which in turn helped members to know
other people better. So while participation lemdksnowledge, knowledge empowers and leads
to further participation. Through regular intefant trust, more participation and networks are
built with other members, clients, professionald aammunity members.

It is important to realize that the study has saM@nitations, ranging from the fact that it
is based on one case to the composition of thargsgarticipants. In view of these limitations
evidence from this study suggests several impbaoatfor further research. We view the
following three as critical. Each of the areas iagound implications for the development of a
theory on the role of cooperatives in the creatibgocial capital. First, although this study
provides evidence of the process of social capitdtion in Caring Home Services, it remains
unclear whether the social capital creation prezeg$entified would be specific to worker-
owned cooperatives irrespective of rural-urban exnindustry and the demographics of
cooperative membership. In future research if txitical importance to incorporate a large
sample of worker-owned cooperatives in differenuistries, from both rural and urban areas and
consisting of diverse memberships (gender andiraparticular).

Second, the size of the organization is an impostanable in the creation of social
capital. Exploring the extent to which large ceeaives (Land O’ Lakes for example) adhere
to cooperative principles and values and how thigaicts the social capital creation process
would aid in establishing whether cooperativescargsistent in the way they create social
capital irrespective of size.

Third, additional research that compares workerenwooperatives with investor-
owned firms within the context of social capitatation may prove particularly useful in
generating a deeper understanding of the processased in creating social capital. In this
study, an investor-owned firm was only used asdaliti@nal source of data to substantiate
findings from the case study. In order to makeddse that cooperatives are unique brewing
pots for social capital it is critical to compahem with other business models.

Research that would address these three areas b®uitportant in either validating or
invalidating the network-welfare transition modeléloped in this study. This would aid the
development of a theory on the role of cooperatares social capital creation.
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APPENDIX 1: Caring Home Services Worker Members’ Irterview Schedule

1.

2.

10.

11.

12.

Please tell me about the job you used to ywdrk to becoming a cooperative member?

Now tell me about your current job, what dai o at the cooperative and what positions have
you held here at the cooperative? For exampleppat€are, home care, office position.

Tell me the story of how you became a coopearamhember?
How did you learn about Caring Home Services?

a) How does trust in Caring Home Servicespame to trust in a private organization,
when you worked for someone else?

b) Do you think your experience as a member ofrigdfdome Services has influenced
how much you trust other workers or pedplgeneral?

Apart from financial benefits, what other betsefiave you gained from being a cooperative
member?

a) What are some of the advantages/strenginggve experienced from being a
member of Caring Home Servicesampared with working for someone else?

b) What are the disadvantages/weaknesselay@iexperienced from being a
member of Caring Home Services as coatpty working for someone else?

a) People say, cooperatives help connect pedpb you agree?

b) Tell me about important connections you haval#dishment since you joined
Caring Home Services. How you established thelow have you maintained
them?

Apart from Caring Home Services, do you beltmgny other organization? How did you
become a member? When? Why? For example: PareabSehoups, Church Groups,
Volunteering.

Look back to the time before you were a menob&aring Home Services and tell me how your
membership in Caring Home Services has influencend garticipation in group or community
activities? For example do you feel more comfoddbteracting with a group of professionals?

Describe one community, business or sociahteat you participated in since you joined
Caring Home Services? With whom and why did youipiaate?

Some people think cooperatives help to dgvslmnger (e.g. self-sufficient, empowered,
responsible) communities. Would you agree witmtB&Vhy? Can you give me some specific
examples from your experience with Caring Home 8ep?
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APPENDIX 2: Interview Schedule for Professionals infCooperative Development,
Community Development and Health Care fields who a involved with Caring Home

Services

1. Please tell me about your job?

2. How did you become involved with Caring Homex\&ces?

3. What influence, if any, would you say Caring HoB8ervices has had on its members and
their participation in community activities or oth@rganizations? Can you give
examples?

4, Have the members’ feelings towards you and gqihaflessionals changed since they
joined the cooperative? Can you give me specifaargles?

5. What problems have you experienced in deatliitig Caring Home Services members?

6. Comparing the time before and after the foromadf Caring Home Services, what
benefits has Caring Home Services created for@sibers and for the community in
general?

7. Some people think cooperatives help to devaimmger communities. Would you agree
with them? Why? Can you give me some specific exasnjpom your experience with
Caring Home Services?

8. If you were asked to give advice to a groufpefincome people intending to establish a

worker-owned cooperative, what would you tell thexplain with reference to your
experience with Caring Home Services.
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APPENDIX 3: Caring Home Services Clients’ InterviewSchedule

1.

Please tell me about the services you usgdttprior to being served by Cooperative
Care.

Now tell me about the services you are gefiogn Caring Home Services
Tell me the story of how you got to know abGatring Home Services.
How has your involvement with Caring Home $&% changed your life?

Tell me about important connections you hastatdishment since you joined JBS. How
you established them? How have you maintained them?

Describe one community or social event thatyadicipated in since you joined Caring
Home Services started serving you

Some people think cooperatives help to devsiiamger (e.g. self-sufficient,
empowered, responsible) communities. Would yoeagrith them? Why? Can you
give me some specific examples from your experiavite Caring Home Services?
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APPENDIX 4: JBS Management and Employees’ Interviewschedule
1. Please tell me about the job you used to \park to joining JBS

2. Now tell me about your job, what do you ddR& and what other positions you have
held in the organization?

3. Tell me the story of how you became an emm@ayleJBS. How did you learn about
JBS?
4. Do you think your experience as an employe#B& has influenced how much you trust

other workers or people in general?

5. Apart from financial benefits, what other betefiave you gained from being an
employee of JBS?

6. a) What are some of the advantages/strengthfgve experienced from being an
employee of JBS as compared watlr yprevious job?

b) What are the disadvantages/weaknesselaumiexperienced from being an
employee of JBS as compared with yoavipus job?

7. Tell me about important connections you hastaldishment since you joined JBS. How
you established them? How have you maintained them?

8. Apart from JBS, do you belong to any otheraoigation? How did you become a
member? When? Why? For example: Parent School Gy&irch Groups,
Volunteering.

9. Look back to the time before you were an emp#ayle]BS and tell me how your
employment with JBS has influenced your participain group or community
activities?

10. Describe one community, business or sociahtetat you participated in since you
started working for JBS. With whom and why did ymarticipate?

11. If IBS were to give all the employees the ohaittaking over the company and turn it
into a worker-owned cooperative, would you join to®peratives? Why?



38

APPENDIX 5: JBS Placements Clients’ Interview Schedle

1. Please tell me about the services you usgdttprior to being served by JBS
Placements.

2. Now tell me about the services you are geffiogn JBS Placements.

3. Tell me the story of how you got to know ab@®B& Placements.

4, How has your involvement with JBS Placemehtmnged your life?

5. Describe one community or social event thatyadicipated in since you joined Caring

Home Services started serving you.



APPENDIX 6: Caring Home Services Organizational Stucture
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Source: Caring Home Services

Office Manager

Businness Office Assiste

Care Provider

39



APPENDIX 7: Organizational Chart, JBS Placements
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APPENDIX 8: Caring Home Services Values

Equity. We are all equals. No one of us is better tharother in inherent worth. Our deep

Respect Each and every person deserves respect. Waatippoint fingers and blame. We
will not gossip or bad mouth. We will not belitthe criticize. We will work to resolve
differences through orderly and mature means.

Listening Every person has a right to be heard. We vateh even when we disagree.

Fairness We will try to take into consideration all tresues affecting each circumstance or
member. Being as fair as we can be with resournadees the cooperatives stronger.

Consideration We will consider other’ feelings, time situatjand gifts as we do our work a
interact as cooperative members.

Thoughtfulness We will not jump to conclusions before we kndwe facts. We will try to
consider the other sides of an issue. We wilhoaightful in our work and interactions.

Welcoming New members are the lifeblood of the future etdsof our services are why we

and all visitors.

in the cooperative by our professional interactiand appearance.

Determination It is hard to stay the course sometimes, buamedetermined to give high
quality service to people who need assistance andrevdetermined to do what it takes to m
our services the best even if this means sometinaésng ourselves uncomfortable.

Openness we remain open to examining what is good abouicare and services and what
needs improving. We will improve only if we areeppto examining ourselves and our roles
making positive change.

Generosity Members of the cooperative share a value of Vergess. They believe that their
generosity is of the heart. This means membersxgrected to accept that they each have t
weaknesses and faults. The acceptance of theim@aknesses makes them able to accept
weaknesses and faults of others. This generdsitysathem to forgive others and themselve

Responsibility We are responsible to the users, to ourselvestaaach other. This
responsibility means we can depend on each otliethan we act in ways that demonstrate ¢
understanding of this responsibility.

ProfessionalismWe are a business. People buy our servicesshdle pride in our ownership

seated belief in this is the basis for our beinig &b respect each other even through bad times.

exist. Open hearts build positive, strong relaiops. We welcome new members, new users,

ake

n

heir
the
S,

ur

Source: Caring Home Services Values flyer, 2006
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