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Abstract 

The aim of this text is to describe the procedure and outcomes of the research in the area of 
management of coping strategies among helping professionals. The study focuses on the 
professionals in residential social care facilities for the elderly, their definitions of the stress 
connected to the epidemic, and anti-epidemic measures concerning the Covid-19 disease. We 
described and analysed the coping experience through qualitative research with one 
organisation in Liberec. The outcomes from individual open interviews and focus groups were 
coded and analysed, and consequently formulated into the grounded theory. In the future, this 
theory will be the base for methodology. We also plan to develop an evaluation study. All the 
steps mentioned above are parts of a project called Crisis Management Innovation of 
Residential Social Services for the Elderly . 

Keywords 

Stress management; Residential social care facilities for the elderly; Crisis; Crisis 
management. 

Introduction 

The presented text offers a summary of the current outputs of the project Innovation of crisis 
management of residential social services for the elderly, which is implemented with the 
support of the Technology Agency of the Czech Republic. The project is implemented in the 

 area of Man and Society in the context of dynamic social and 
technological changes and challenges of the 21st century. Specifically, these are the 
challenges of the 21st century in social services, social work, social housing and social 
inclusion. 

Social work reflects social dynamics in a specific way. The project is implemented in 
cooperation with a residential facility for the elderly, which is a specific social microclimate 
that is not only in dynamic contact with its environment but also has its own internal climate 
and organisational culture. These aspects are reflected in the possibilities of conducting 
research, but also in the outputs that are available based on the information found. 

The research is carried out in collaboration with two basic expert entities. The main 
beneficiary of the project support is the Technical University of Liberec, the solution team is 
professionally anchored at the Faculty of Science, Humanities and Education, and the specific 
workplace is the Department of Social Studies and Special Education. The team that 
processes the research is made up of experts, academic workers, who at the same time have 
professional experience in the social work environment. PhDr. K
the main researcher of the project. She is an academic worker, a sociologist by profession, a 
social worker and a supervisor. PhDr. Pavel Kliment, Ph.D. is a member of the research team, 
a psychologist, an academic worker, and a 
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academic worker and an expert on social policy and quality in social services. Mgr. Martin 
Korych is an academic worker, a crisis manager and a professional director of social services. 

In 2021, two interviewers were involved in the project activities  a student of Social Work 
and a student of Special Education. Both students provided valuable contributions to the 
research team, especially with regard to the requirement to eliminate the distortion of research 
data by the researcher. The role of co-workers in s workplace is 
irreplaceable. The main contact people for the needs of data collection were the director of the 
organisation Bc. Jan Gabriel, MBA and the head of the social work department Bc. Petr 

 

1 Theoretical Background 

The research is based on a professional review of previous achievements of both research and 
practical nature in the field of practice of crisis management of social services with special 
regard to residential social services for the elderly and residential services with a special 
regime. 

For the purposes of the presented article (taking into account its scope), we offer a dense 
summative presentation of the starting points in the field of crisis management and coping 
strategies in the helping professions. 

Crisis management is a systematic response to unexpected events that threaten people, 
property and financial and operational stability [7]. In professional literature, we can also 
encounter the term crisis leadership, which can be considered the same as the term crisis 
management states that it is a 

comprehensive set of theoretical approaches, practical recommendations and 
methods, applied in a hierarchical and functionally connected system of public 
administration bodies, legal entities and individuals, the aim of which is to 
minimise (prevent) the possibility of a crisis or (if the crisis has already occurred) 
to reduce the extent of damage and minimise the duration of the crisis. An 
important part of crisis management is also the removal of the consequences of 
negative crisis factors, the restoration of the system, and its return to a new 

 

ons that are 
characterised by little possibility of prediction, a high speed of progress and impact of 
changes, a critical negative impact on the functioning of the organisation and its collective, 
causing psychological stress in the organisation and requiring a lot of attention. 

From the point of view of the organisation providing residential social services, the basic 
principles of crisis management include the identification of real causes, the appointment of 
crisis management, the short-term centralisation of powers in its hands, and the 
implementation of a complex of recovery measures [3]. A crisis manager is a specific type of 

 [2], it is 
generally true that the ideal crisis manager has strong personality qualities and knows how to 
maintain peace in the organisation; they can sensitively implement changes and find internal 

directly from the environment of the organisation, be invited by the organisation, or the 
function of crisis manager can be held by a consulting company. The presence of a manager 
unburdened by functioning informal structures within the organisation can be an advantage 
for solving a crisis, but on the other hand, it can be a depletion in the area of possible 
resources for solving a crisis situation, precisely because of ignorance of the internal 
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environment of the organisation. Such starting points are reflected when working with the 
data that we obtain in the field thanks to the cooperation with the application guarantor. 

The other theoretical starting point is the knowledge of coping strategies specifically grasped 
by workers in the so-called helping professions. A coping reaction is a natural and more or 
less conscious response of an individual with the aim of preventing (averting), eliminating 
(gradually reducing) or mitigating the effects of stressor-type demands on the individual or 
creating, supplementing, strengthening the individual's resources to effectively manage the 
given type of demands. A stressor-type demand is ideally transformed into a challenge-type 
demand by a coping response. In other words, the coping response can be simultaneously 
directed both against the acting stressor and towards creating, supplementing or mobilising 
internal resources. The goal of the coping response is to prevent harm at the level of the 

s psyche, or harm related to the individual's social space [4, 8]. 

In this context, it is expedient to add that individuals do not always achieve the mentioned 
ideal, in the sense of preventing harm. Therefore, coping is sometimes divided at the basic 
level into effective adaptive and ineffective or non-adaptive coping [10]. It is necessary to 
point out that an adaptive response does not have to be an action that is approved in society; 
one can encounter responses that are outside the usual normative definition. 

If we stick to the above division, coping strategies such as attack and escape can be included 
among the coping responses that can ultimately be considered rather maladaptive. Despite the 
fact that it is one of the most natural responses in a stressful situation, attack (against an 
obstacle that stands in the way of the pursued goal) is strangely neglected in the professional 
literature. It is a response that, like escape, is innate and observable even in sub-human 
animals and it takes two forms. These are two types of physical and psychological (the 
psychological one is found in the form of verbal, non-verbal, and it can also be communicated 
by the actions of its bearer) aggression. Physical aggression is increasingly pushed out of life, 
but we still encounter the psychological one, and the latter takes on different forms. 

Coping strategies such as problem solving, search for meaning, or social coping are 
considered to be adaptive forms of coping in contrast to the above-mentioned forms. Problem 
solving is a welcome alternative to the coping responses mentioned above. As part of solving 
the problem, paths leading to set goals are sought and found, when it is expected that the set 
goals will be achieved in socially accepted forms. The following problem solving strategies 
are distinguished [4]: 

 Analysis of the problem situation 
 Determination of transformational goals 
 Selection of appropriate procedures 
 Creation and use of the plan 
 Non-aggressive direct response 
 A restrained deliberative approach 
 Redoubling efforts  
 Focusing attention exclusively on the problem  
 Utilising acquired experience  
 Considering your own options  
 Positive gains from the situation 
 Finding the benefit 
 Reminder of the benefit by comparison 
 Redefining values 
 Reflection on strengthening own competences  



 79 

Leaning towards a positive experience of everyday life
 Seeking the presence of others to satisfy the need for safety 
 Talks about the problem 
 Talks about feelings  
 Accepting support from others  
 Seeking or requesting advice 
 Seeking or requesting help 

It is interesting that the data obtained in the research in a qualitative form not only conforms 
to the above-mentioned overview of functional solutions to stressful situations by means of 
coping strategies, but also expands them with specific ones that are a reaction to the 
unusualness of the stressor which is a life-threatening epidemic in the environment of the 
performance of the helping profession. 

2 Research Objectives 

The current and still changing situation in connection with the epidemic of the new disease 
Covid-19, with the introduction of various measures that have an immediate impact on the 
operation of the organisation and its daily regime, point to changes also in group dynamics at 
the workplace, in communication models towards the environment, in which the residential 
setting is located and to family members who are in contact with the service. To change the 
approach to the crisis, it is necessary to understand the wider context of social changes and 
their impact on the daily performance of work in the helping professions. The aforementioned 
research wants to contribute to such a change with its outputs. 

The aim of the research and its methods are given by the project application. In the project, 
the goal is formulated as follows: on the basis of qualitative research and pilot verification in 
cooperation with an external application guarantor to develop an innovative methodology for 
crisis management of residential social services for the elderly. The methodology is based on 
qualitative data reflecting the experience of the crisis by its actors (employees, clients) in a 
residential care facility for the elderly in the Liberec region. The research focused on 
reflecting crisis situations in social services for the elderly in connection with the management 
of these services at all levels of management (top, middle, and lower). Thematic research used 
the current experience of actors in the provision of services in 2020 with regard to Covid-19. 
The methodology, which is the final practical output of the project, is based on real 
experience and is ready for replication and wide use in all services for the elderly in the Czech 
Republic. 

The subject of the investigation was, in the first step, an experiential definition of crisis, then 
an experiential definition of crisis management with application requirements to the practice 

Liberec.  

3 Research Methods 

The research environment is the environment of the application guarantor of the project, 
namely the Senior Citizens Home Franti https://www.dsfrantiskov.cz/, whose 
founder is the Statutory City of Liberec from 1 January 2022. The application guarantor 
provides two types of social services: a care home for the elderly and a care home with a 
special regime. 

The research sample consists of workers, clients and family members of the Senior Citizens  
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Based on an agreement with the application guarantor, those respondents who were also 
respondents to individual interviews were approached for Focus groups. The respondents 
were both men and women; the gender aspect was not primarily monitored. The same applies 
to not tracking the length of experience, education, or exact job title. Those who were willing 
to devote time and energy to data collection entered the research. The aspect of voluntariness 
and willingness is reflected in the data evaluation.  

The research methodology is based on the concept of qualitative research, which was defined 

especially on the concept of grounded theory. The research is mainly based on 
methodological considerations of these two authors published in Czech in 1999 under the title 
Basics of Qualitative Research. 

The methodological procedure we have chosen for our initial research is as follows: we will 
use quantitative data, in this case the evaluation of the crisis management innovation 
methodology for residential services for the elderly to verify the qualitative analysis carried 

possibility of methodological anchoring of research on page 11. The reason - the argument of 
the research team - here is the nature of the investigated problem, where they try to reveal the 
essence of the problems of the people involved, the essence of people's experiences with the 
crisis associated with the epidemic of the Covid-19 disease in the Czech Republic in 2020 and 
2021, and the measures that brought about the realisation of residential social services for the 
elderly. The purpose is to find new essential information about the phenomenon, about which 
a lot is already known, but there is a lack of understanding of the specific form of the 
investigated phenomenon in the practice of residential social services for the elderly. At the 
same time, the application level in the form of crisis management methodology is lacking. 

The central category of the research is the behaviour of people  actors of residential social 
services for the elderly in crisis, one selected residential care service provision for the elderly 
in Liberec respectively. 

The components that enter the research are three basic ones that include research activities: 

1. data from interviews, observations, video recordings of Focus Groups, data from 
documents, 

2. analytical or interpretation procedures or coding, creation of schemes of relationships 
between concepts, 

3. research reports. 

Data are interpreted in a theoretically based way and conceptualized, that is, similar data are 
grouped together and given adequate names. Here, the theoretical background of the 
researcher is needed as well as his creativity and abstract thinking skills.  

This grounded theory of managing the stress in the residential care service provision for the 
elderly in Liberec must meet the general four criteria in relation to the investigated reality 
according to Strauss and Corbin [6]:  

1. match 
2. clarity 
3. generality 
4. control  

The theory clearly establishes the conditions under which the theory will apply, meaning 
conditions that the researchers are aware of and name as valid only for the situation under 
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investigation. Therefore, evaluation research will be carried out, which will determine the 
parameters of replication and dissemination of the formulated innovation. 

4 Research Results 

The obtained data are presented as the basic axes of the grounded theory of the crisis and its 
management. The word Crisis  is used by the respondents to denote a situation in the 
everyday life of the provision of social services, and in the interviews it is described via 
various situations and feelings that the respondents felt in these situations. It can be argued 
that crisis can be understood as three areas of experience: 

 Uncertainty that has internal and external sources.  
 Events that reduce uncertainty.  
 Protective factors (how uncertainty can be prevented or dealt with) of uncertainty. 

The sources of the crisis were named in the internal-external dichotomy. The thematic 
analysis shows how these two dimensions meet and are inherently linked like two sides of the 
same coin. 

The fact that the crisis is perceived by the respondents in just such a way leads to an 
understanding of the overall context of the crisis in the management of social services, or in 
the way of its implementation. The concept of crisis has the following effect on defining (or 
re-defining) the quality of service: 

 New quality of service  innovation. The respondents talk about the fact that the provision 
of the service acquired new characteristics, a new context and new methods of 
implementation that they had not applied until then. 

 Objective and subjective quality innovation. Innovations - news - in the provision of the 
service - had their objective reasons (new regulations, obligation to wear protective 
equipment, etc.) and subjective reasons  experiencing the situation on the part of all 
interested actors of the service. 

 Maintenance tools and changes in the concept of quality (with expectations towards crisis 
management). The previous two points lead to the fact that the respondents  workers 
have realised that the new situation in the provision of service should not have the 
characteristics of randomness and chaos, but should be consciously controlled. 

 In such a situation, crisis management must respect the imperative of social innovation. 
Innovation in the field of service quality must be reflected in social care service quality 
standards as an effective management tool, including management of crisis, change 
management and crisis management. Effective communication plays the most important 
role in this area. 

General recommendations for crisis management are based on subjective attributes: 

 confirmation of the validity of experienced emotions  in a situation of strong internal and 
external uncertainty, a situation defined in the public space as threatening life and 
existence, workers need to know that they can experience fear, and anxiety. That they are 
emotions corresponding to the situation and not expressing, for example, their weakness 
or lack of competence, 

 definition of some graspable framework of the situation  timing of sub-tasks and steps, 
offering a time perspective that is based on valid and real information, and opening the 
topic of uncertainty in the service setting if even managers do not have information that 
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allows the framework to be defined. Not to lie, not to hide. To pay attention to media 
reports and rumours, 

 to find situations in the workplace that remain the same or those whose change takes place 
without conflict and it is successful (in the case of our respondents, it was, for example, 
moving, changing the technical parameters of the premises for the provision of services) 
and to appreciate the management of such change, 

 to create a network of functional relationships in the workplace, both formal and informal, 
face-to-face as well as those mediated by technology, 

 to devote time and space to appreciation, strengthening employees' awareness that their 
work has a positive impact on the functioning of the organization and the lives of clients, 

 to innovate the team only if it is absolutely necessary, create the position of mentor of new 
workers, who mediates communication between newcomers and the original actors of the 
situation. The arrival of new workers always has the attributes of a crisis, if it is situated in 
the moment of crisis of the entire organism of the facility, it must be perceived as 
potentially conflictual, 

 prevention of conflicts in the facility through open communication, information sharing, 
legitimising errors and failures as due more to the situation than to the skills of 
individuals. 

Conclusion 

The research, as a necessary premise of the methodology, was carried out with the aim of 
finding out how helping professionals coped with the stress associated with Covid-19, or with 
the change in the service delivery regime that resulted from the epidemic of the new disease. 
From the point of view of the creation of the methodology (spring 2022), this is a 
retrospective, where we can use the concrete experience with the topic of Covid-19 from the 
years 2020 and 2021 to formulate the principles of crisis management of residential care 
services for seniors in a situation of threat to health and life in general. 
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