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• Focus of our study is a dysfunctional form of segmentation in social 
services: creaming, that can lead to perpetuating and widening gaps 
in social inequalities. 

• We propose a segmentation model (IPSE matrix) that could guide 
social services in designing socially just and more sustainable 
interventions.



Social services

• Work with the most vulnerable, marginalized and socially excluded 
populations in demanding life situations. 

• Function as intermediaries between individual and the State in 
addressing social problems, like poverty, SGBV, child neglect, illicit 
drug abuse, mental distress, homelessness, children in conflict with 
law. 

• Strategic orientations for achieving behavioural change are similar to 
the ones in social marketing: micro, mezzo and macro. 



Challenges in social services

• Often focus on symptoms of the problems that get manifested on the level of 
individuals rather than to the core of the problems. 

• Generalistic approach to segmentation „one size fits all“. 

• Evidence shows that interventions frequently target those who at least need them and 
are the most easy to reach (Carter & Whitworth, 2015; Finn, 2011; Gallina, 2010; Koning
& Heinrich, 2010; Van Berkel & Van der Aa, 2005; Abramovitz, 1999) (creaming). 

• Reactive approach to social problems fails to interrogate the systematic structural and 
cultural aspects of health, social and economic impediments faced by communities 
(Schiavo, 2014) (critique!).



Searching for solutions… avoid creaming with
segmentation

IPSE matrix

Creaming

Conceptual 
framework 

of social 
work 

Social 
marketing 
segmentati

on

Paradox of social services: 
- client centred rhetoric & 

organisation centred mind-set and 
practice;

- Patronizing attitude towards 
certain target groups/stakeholders.

- Blaming culture (e.g. people are 
ignorant).



Situational theory of publics

• Situational theory identifies which 
publics will “communicate actively, 
passively, or not at all […]”(Grunig, 
2005). 

• Considers different levels of 
awareness, attitudes, and 
behaviours of target groups. 
Involves four variables: 

a. Problem recognition
b. Constraints recognition 
c. Level of involvement 
d. Referent criteria



Power/interest matrix
• Simple stakeholder mapping 

technique 

• Answers two questions: 
• What are interests and underlying 

motivation of specific stakeholders 
(drivers)?

• What are powers available to 
them, enabling realization of 
interest (enabling factors)?



Concept of social exclusion 

Social exlusion is non-participation in key social activities such a
consumption, production (employment), political engagement and 
social interactions (Hills, 2004; Alcock, 2008).





• Suggested matrix is complementing existing segmentation methods (e.g. 
demographics, socio-graphics, psychographic, life-styles, etc.) by raising 
avareness of all who develop interventions about the problem of creaming. 

• Social services are addressing complex and wicked social problems (e.g. 
poverty, SGBV, child neglect, illicit drug abuse, mental distress, 
homelessness, children in conflict with law).

• The IPSE matrix could guide social services (and other social marketing 
practitioners) in making strategic decisions  about how to develop and 
implement inclusive interventions  simultaneously on micro, mezzo and 
macro level in order to avoid creaming effect.



Resources

• Oliver, C. (2013), Social Workers as Boundary Spanners: Reframing our Professional Identity for Interprofessional Practice. Social 
Work Education, 2013 Vol. 32, No. 6, 773–784. 

• Smith, W. (2011), Social Marketing: A Future Rooted in the Past. V: Hastings, G., Angus, K., Bryant, C., The SAGE Handbook of Social 
Marketing. London, Thousand Oaks, New Delhi: Sage Publications Ltd. (298 – 316).

• Carter, E.., Whitworth, A. (2015), Creaming and Parking in Quasi-Marketised Welfare-to-Work Schemes: Designed Out Of or 
Designed In to the UK Work Programme?. J Soc Policy. 2015 Apr; 44(2): 277–296. 

• Finn, D. (2011) ‘Outsourcing Employment Programmes: Contract Design and Differential Prices’, European Journal of Social 
Security, Vol. 12 No. 4, pp 289-302, Intersentia, Kluwer Press, ISSN: 1388-2627.

• Gallina, N. (2010), Conflict Between Professional Ethics and Practice Demands: Social Workers’ Perceptions. Journal of Social Work 
Values and Ethics, Volume 7, Number 2 (2010), pg. 24 – 32. 

• Koning, P., Heinrich, C. J. (2013), Cream-skimming, parking and other intended and unintended effects of performance-based 
contracting in social welfare services, Journal of Policy Analysis and Management, Vol. 32, No. 3, 461–483 (2013), pg. 461 – 483. 

• Abramovitz, M. (1999), Social Work and Social Reform: An Arena of Struggle. Social Work (1999) 44(6) (November): pg. 512 – 527.

• Van Berkel, R., Van der Aa, P. (2005), “The marketization of activation services: A modern panacea? Some lessons from the Dutch 
experience”. Journal of European Social Policy 15, 4: pg. 329‒345.

• Dervin, Brenda.: From, the minds eye of the user, The Sense-Making Qualitative-Quantitative methodology (1992), in Sense-
Making Methodology Reader ed. by Brenda Dervin and Lois foreman-Wernet, Hampton Press, USA, 2003



Tanja Kamin 
: tanja.kamin@fdv.uni-lj.si

Romana Zidar 
: rzidar@unicef.org

mailto:tanja.kamin@fdv.uni-lj.si
mailto:rzidar@unicef.org

