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Using the Manual

Chapters 2 (Outreach Workers), 3 (Canvassing), and 5 (Referral

and Follow-Up) are written for the Information and Reff.rral Center

manager and other administrative staff. Chapter 4 (Interviewing) is

for the outreach workers. Cbapter 1, which introduces the rlasons

for an outreach service, should be read by both the edministra:ive

staff and the outreach workers.

Ibe administrative staff should acquaint themselves with all

sections. And the outreach workers, if interested should read

Chapters 2, 3, and 5.
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Chapter 1: Introduction

What is Outreach

OutreaCh takes the services of information and referral

out of the center and into the community. OutreaCh workers are

skilled in talking to people and knowledgeable About their

community. They contact people in their homes in an effort to

help them use community services.

M12: an Outreadh Service

The purpose of the information and referral center is to

link community services with people who need them. Unfortunately,

there are many older people who, without special help, ern unable

to make use of services in the community. People are often unpware

of services erhiCh exist. Some cannot read or do nOt own a television

or radio, so they don't hear ebout helping services. Some have no

way of getting in touch with others. And in addition to these

problems, people are often afraid to ask for help. Therefore, the

information and referral center wants to reach out.to people who are

now unable to find help for their problems.

What an Outreach Service can Do

One of the reasons for an outreach service is to give information.

Many people are unaware tbAt there are services available to help them.

Ilbr example, an outreach worker might be talking to an
older man who does not have enough money. The worker may
find that the man is eligible for an aid program such as
Social Security or Old Age Assistance, but that he is
unaware of his ligibiliiy.

6
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Not only can the outreadh service give information, it can

also help the person make contact with the helping service.

The outreadh worker might make an appointment for an

older person at a community agency. He may talk to

the agency on behalf of the older person and arrange
transportation for him.

The outreach worker is also very important in helping the older

person feel at ease in using community services. Many people are

afraid to talk to others, especially when it means telling them of

their problems. The outreach worker can reassure the person that he

has a right to the help whidh the coumunity can give.

By readhing out into the community, the information and referral

center is also "spreading the word" about the help that the community

can give.

In talking to an older person the outreath worker may find

that he does not have a problem now. However, six months

later the older person may have difficulty and remember his

talk with the outreach worker. He may then call the

information and referral center to ask for help.

Or in talking to a younger person the worker might find

that he has a mother or father who could use help.

Finally, the outreadh service can aid the community by learning

About older people, particularly those who do,not usually come to the

attention of others.

For example, the outreaCh service might find that many

older people are living in poor housing. The community,

with this information, is in a position to do some useful

planning with its citizens.



Chapter 2: Outreach Workers

Job Description

The job of the outreach worker is to link older people who

have needs with places whiCh can help meet those needs.

To do this job)the worker helps the older person be at ease in

talking about the way his life is going. Then the worker decides with

him what problems he has.

To find help for the problem,the worker knows what places in the

community help others, exactly what help eaCh gives, and whiCh people

can receive help at eaCh place.

After learning About the needs of the older person and the places

which can help him, the outreach worker brings the two together. He

gtves information About community service. And he helps the older

person feel at ease in receiving help.

In doing his job the worker reads About community services and

records information about people's needs on simple forms.

The outreach worker's job is dorie by visiting each home in areas

of town where many older people live. The worker finds out if an older

person lives at the hone where he is ealling and, if so, whether he

has a need which is not being met.

Recruitment

When you are ready to hire your outreach workers, you should try

to think of older people who are familiar with the community and who

you feel might be good candidates for the job. Perhaps you know men

8
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and women who have been active in senior citizens' groups, dhurdh

groups, etc. Or possibly you can contact someone who is familiar with

active, older people, such as the director of a senior citizen group.

You can also list the job openings with the state employment office.

Selection

There are five basic criteria to consider in selecting an outreach

worker. First, he should be an older person, approximately 55 years of

age or more.

Second, the outze.ach worker must be physically able to do the job.

He must be able to work a four-hour day and spend a good deal of those

four hours on his feet, either itanding and talking to others, or

walking in his canvassing activities. He will also need to be able

to climb stairs to reach the people he wants to interview. Therefore,

you will want to ask the person appl7i.ng for the job about any recent

injuries or illnesses (e.g., leg injury, stroke, etc.) which he might

have had, as well as any chronic illnesses which might affect his

ability to work (e.g., heart condition, bad back, breathing difficul-

ties, etc.). If you have aay doubt about his ability to perform the

job, for his sake and yours, you should obtain his written permission

to call his doctor or clinic to discuss his medical situation.

Third, the person must be able to read and write. He will need to

fill out forma connected with the outreach activities and will need to

read non-technical material related to community resources. He will

need at least a sixth grade readin4 level. You can probably judge how

.4



ea reeds sad writes by seklas his about former Jobe.

'sr eammple, it the pergola ham worked as a secretary,
shipplas amid receiving clerk, or is some imilar job,

yes cam pvetty well amour that be will have sufficient

reediss emd levities skills.

Also yeti cam ark Me if he reeds the mewspaper regularly.

fterth, the persoe who wishes to be an outreach worker suet

moose the ability to communicate clearly. While you are inter-

viewiag him, pay clime attention to bow be communicates to you. Is

his spesoN clear? Are his resorts reasonably brief and to the point?

It is sot et all importaat whether be uses "proper" grammar, but he

oust make himself usderstood to others. Does he seem b3 understand

wtma you are sayiag to him? At the end of your interview with him,

it you sttil neve question in your dud about how well he communi-

cates, you might as& hil to tr) a little "acting." S. would take

the part of the outreach worker and would try to explain the infor-

mottos ead refe.isl service program to you, who will be taking the

pert of as older person.

Fifth, the worker must e able to sake others feel comfortable

with him. Without this quality, people with whoa he talks will not

feel fres to give information or to receive the assistAnce which he

eas give. Check whether his appearance and skinner of speech are

evadosably similar to those of the people whoa he will be interviewing.

Toe might have **mud thoughts, for example, about hiring a man who

looks and talks like a top executive, since he will be interviewing

low-iscoms elderly. In addition get an idea of whether he is liked by

others. Does be have a number of friends? Does he participate in

social activities, such as church groups or clubs? Do mu. like hie



Tou evn see that the last two criteria, being able to communicate

clearly and having the ability to make others feel comfortable, are

qualities which have to be analysed "subjectively." That is, you must

use your own reaction to the person.

Since such jtWgments are difficult to asks, you should allow for

some "mistakes" when you hire people. Depending on your specific

situation, you might want to hire approximately 502 more workers than

you will ultimately need for the program. You can expect to lose about

a third of the people because either you or the worker has decided that

this is not a suitable job for hie. This may happen either during

training or during the first few days on the job. Others will drop

out because of medical problems or other personal situations.

As an example, if you want to end up with approximately ten
outreach workers it is desirable to hire 15 initially.

It should be pointed out to the workers that the initial hiring is

probationary, and that not all workers will be retained after the

first month of the program. If some qualified workers must be let

go at the end of the probationary period, their names should be kept

on file as substitutes, in case of emergency.

TO summarize, the main points you should consider in selecting

an outreaCh worker are:

1. The person should be approximately 55 years of age
or older.

2. Re should be able to be on his feet for four hours
a day and be able to climb stairs.

3. Re must be Able to read and write.
4. He should be able to communicate clearly.
5. Re wads to be able to make others feel comfortable

with him.



MACE

Tbe amount that outreach worker should be paid will very

depending on ltscal wags conditions. It will probably be between

$1.50 and $2.23 an hour. To decide on the appropriate pay for

your area, call your local state empuqment service. Describe to

them the job duties of an outreach worker and ask them bow much is

paid for similar jobs in your community.

Some of your outreach workers might be receiving Social Security

benefits. It is important for you to know that these workers can

earn up to $1680 a year without losing any of their hematite.*

As an example, at $2.00 au hour, the maximum they could
work and not earn more than $1680 is 42 weeks at 20
hours per week.

If a number of your workers are in this situation you will want to

schedule their time in advance so that their 10 weeks away from the

job will not fall at the same time, unless you want to suspend the

outreadh function for a specified amount of tine, suCh as during

particularly cold or hot months or because the I 6 R center wants to

focus its efforts on another activity for a particular period.

Per earnings between $1680 and $2880, one dollar is deducted from

Social Sernrity benefits for every two that the worker earns. After

$2880 one dollar is deducted for eaCh dollar earned.* Some of your

workers might be willing to earn up to $2880, as they would be losing

only part of their benefits. You will need to work out these arrange-

ments with them and make your decisions based on the workers' situations,

your need for their time, and your financial and time situation.

This figure is accurate as of January 1971.
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Other workers may be receiving some kind of public assistance,

such as Old Ass Assistance, Aid V3 the Disabled, or General Belief.

Rave the outreach workers contact their social workers co see if

there are arrangements made for working recipients to keep all or part

of their earnings. If these arrangements aren't made, you may be sble

to work out an agreement with the welfare department.

W_SLW-Mi &M.

The best time for conducting interviews seems to be from about

9:30 a... - 12:30 p.m% Before 9:30 many people will be sleeping or

not prepared to receive callers. And after the lunch hour many older

people nap.

TO allow time for the outreaCh workers to discuss the results of

the previous day with you and to receive their nev assignments, it is

suggested that they report to the center at 8:30 a.m. (After the

workers become quite familiar with their job, paxticularly if trans-

portation or weather is a problem, you may want to have them report

less often. Or you may ask them to report in at different times in

the morning so that you can tail to them individually.) Of course,

there will be days when the workers spend more of their time at the

center to participate in ongoing training, group meetings, etc. The

outreaCh workers will then be working four hours a day, five days a

week. (Working 20 hours a week at $2.00 an hour is competible with

the Social Security maximum. See previous section, Salary.)

Occasionally, there may be a need for an outreaCh worker to be

available in the evening or weekend to contact people who are not

home at other times, but these occasions will probably be rare and

can be worked out on an individual basie.

8 23



Initial training of the outreach workers is discussed in the manuals

Information and Referral Services: A Guide for State and Rational

Adninistrators, and Information and Referral Services: A Training

Syllabus.

The kind of ongoing training you will have will depend on the

needs of your workers. It 4111 probably center around learning about

community resources and improving interviewing skills. Outside

people can be used as.resources, if you wish, and the training sessions

Should employ a variety of techniques (speakers, role playing,

discussion, etc.). For further ideas about the content and tedhniques

of training refer to the manuals mentioned Above.

Since your workers will be having daily contact with people who

have physical problene, it is suggested that you arrange for a first

aid course. The American Red Cross will provide this for no fee,

other than a small charge for a textbook. The course will take about

12 hours. TO cantazt them look up the phone number of the American

Red Cross. If there is no listing, call the &ether of commerce to

find out who i8 the First Aid Chairman for your county.

Supervision

The basic objective of the information and referral center is to

help older people use the resources whidh exist for them in the community.

The people whom you supervise are the "go4etweens" for.the older person

and those community resources. Therefore, your service will be only as

good as the people who are serving as the "go-betweens." Because of

this, you should maximize the talents whith your outreadh workers possess.

You need to give them sufficient information to do the job adequately,

and you should encourage them to,do the best job they can.

9 14



There has been much that has been written about how to supervise

people and you can no doubt find books and articles on the subject in

your library, if you are interested.* The following will give you in

a very brief form sous of the basic ideas.

The way in which you follow up might be called "taking the middle

ground." You should follow up to the extent that you have a fairly

good idea of whit results your outreach workers are achieving and so

that you are familiar with any problems they might be having. At

the same time you don't want to exercise too much control so that you

take away their confidence in themselves and stifle new ideas they

might have about performing their job.

If you tt".nk of the people that-you have worked under in the

past whom you feel are "good bosses," you will probably find that

those are pPople who encourage your ideas and ore open to your thoughts.

You will rant to try to do the same,because it will keep up the morale

of your workers, and because you will want to make use of their ideas

to improve the outreach service. The kinds of ideas you want from

them could be classified into two categories. One would be new ideas

about how better results might be obtained.

For example, an outreadh worker m4.ght come up with the
idea that it would be best to do the work in pairs rather
than individually.

The following may be referred to for further information about
supervision:

1. Bradt, A. Gordon, The Secrets of GettinaLFWaults Through People,.
Parker Publications, Inc.: West NyaCk, New York, 1967.

2. Given, W. B., Jr., How To Menage People, Prentice Hall, 1964.



Many idass Chat outreachworkers give you will probably be good. These

workers aro "on the ground floor" and perhaps have a more realistic picture

of just what is happening in the lives of older people than you as a super-

visor do. Give careful consideration to each idea, regardless 3f how far-

fetched it might seem in the beginning. Of course, you will have to temper

some of the ideas with your own thoughts and with realities, such as budget

considerations, staffing, etc. But if you do decide not to implement an

idea that an outreach worker has suggested to you, be sure to tell him why

you are not doing it and have a good discussion with him about his reaction.

The second kind of idea that you want to encourage is the workers'

ideas about how you as a supervisor are acting towards them and how they

perceive other people on the staff behaving towards them. Workers are,

of course, often reluctant to come up with such statements because they

are fearful of provoking your disfavor or perhaps losing their job.

Therefore, try to set aside a time that you want to discuss these types of

things. And, of course, then unpleasant remarks do come up, you should

try not to act emotionally,but rather to consider thoroughly what they are

saying to you.

You will probably find in working with your groups of outreach

workers that there are considerable individual differences among them.

For example, one person might be particularly good in knowing details

about resources which exist in the community, while another might be some-

what lax ilvthat, but mightlave a particularly good skill in interviewing.

While youvill want to help people who have gaps to improve:their perform-

ance.; it is likelr-that someindividdal dAfferences,will,still exist. You

can make effective use of these differences.

1 611



For example, if you have one worker who is particularly knowledge-

able About resources, you might have that worker explain the

resources to the other wotkers. Or if you have a worker who is

particularly good in interviewing you might have that person do

more actual outreadh interviews and assign other people to some

other tasks which may need to be done in the office.

Of course, you will want to explain differential assignments, and get your

staff's reaction to this way of dividing up the work. The person who is

good in interviewing may prefer not to do that all ehe time; he may prefer

to have a variety of tasks.

Praise is the most potent tool you have to maintain and improve the

quality of your workers' performance. It is Suggested that you use praise

frequently and that you be quite specific about what you feel is good in

the person's work.

For example, you would not want to say such things,as, "You did

a good job today,
II or "I like the way you talked to Mts. Jones."

Rather you would want to come up withmore specific statements

such as, "I am very pleased that you were able to help Mrs. Jones

use ehe recreation center, because I know she was quite hesitant

to do so" or "I am quite happy with the way in whidh you have

been following up with your clients. I notice On your report

today that you contacted Mt. Smith, Mrs. Long, and Mks. Harrison

and made sure that they all received their first Old Age Assis-

tance dhecks."

In addition to wanting to make your praise specific and frequent, you also

want, of course, to base it On fact. In other words, you would only want

to tell someone that what he has done is good if you actually feel that it

is.

An effective'vey of discussinva job problem is to ask the worker to

judge his own performance. You could say something like "And bow do you

think you can improve? How can I help you to do a better job?" By using

this tedhnique, you avoid attacking eive person and you emphasize your

willingness to be of help.

12 17



In discussing the problem, you and the worker need to talk about

specifics. If he is having trouble doing adequate follow-up, talk about

some of his recent cases as examples. See if the two of you can decide

on what he needs to do to obtain better results.

You should always diScuss a problem in a private place so that the

worker is not embarrassed in front of others. And, of course, you will

not talk with other workers About the comments you have made.

Elements of Sumvision

One of the first things that you, as a supervisor, want to communicate

with your supervisees is the results you expect them to achieve.

For example, if you expect the outreach workers to refer at
least one out of ten people they visit to a community resource,
specify this to them. If they have a difference of opinion
about the goals you set, you can discuss it with them.

Along with this, you should emphasize results more than activity.

In other words, if one of your outreaCh workers is dealing with a woman

who is in need of new clothing, you would want to emphasize not the fact

that the outreach worker'should visit her again, but rather that he should

do those activities which would result in her getting new. clothing. With

the inexperienced outreach worker you will, of course, have to tell him

-
what activities he can do to athieve this result. The emphasiP,should be

on results rather than time spent in activities.

Just as important as setting goals is to follow-up on those goals.

In other words, if you have told your workers that they should refer one

out of ten people they interview, then you will want to check, probably

on a weekly basis, how many referrSls they are Making. .If:therejs a



great variance from the goal of one out of ten, you will want to discuss

this, so that you can decide with them how they can improve. Also, you

want to let them know that you do consistently follaw-up.

One way of helping your outreadh workers to arrange their day is

to ask them to arrive at 8:30 a.m. to discuss their previous day's

results and to. pick up their assignment sheets, which you will have

prepared in advance. Then they can be canvassing from 9:30 to 12:30.

You will also need blocks of time to deal with particular issues

which arise, and to continue training. You will probitbly want to

set up a weekly group meeting. Initially, you will wmnt to allow

time to meet with each worker individually, perhaps once a week.

Supervisor's Job 'Duties

When you begin your job as an outreach supervisor it will be

worth your while to list the duties which seem to be involved in the

job.

For example, the list would probably include such ihings as:

1. Making individual assignments for workers to do door-to-

door Canvasisling.
2. Reviewing the worker's activities and discussing them

with hite.

3. Preparing reports.
4. Meeting With .othets on the administrative level of the

organization.
5. Explaining the outreadh serVice to other people in the

community.

After you have listed all these duties as well as you can, try to rank

them in order of priority.

Apr example, dio you feel that making the assignments or

following 110 on the !,13 mOre.impOrtant? Or is it more

important to talk t others about your outreach service
than it is to keep records?

19
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Aftcr yOU have ordered these in terms of priority, try to give some

idea of what would be a reasonable amount of time to spend in the

activities. Of course, as you progress in your job the nature of some

of the duties will change and your priority list might be altered. But

the important thing to remember is that you should rationally make a

decision, perhaps with your immediate supervisor, about what you feel

your duties are, what vlorities you set on various job duties, and

what amount of time you think will bn involved in the various tasks.

Periodically, (perhaps every six weeks), it is a good idea to review

your duties, priorities, and time allotments to see how closely you

are coming to following what you originally set up. If it differs

greatly, you will want to reconcile those differences.

In carrying oui the duties that are involved in your job, one of

the most important things you can do is to prepare in advance. When

making block assignMents to individuals for canvassing, you will want

to have decided on specific assignments before talking to the workers.

This will save them time and will help to have your approach more

organized.

20
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gaRter 3. Canvassing

How to Select the Outreach Service Area

There are 12 ateps wfrich you will need to follow to use your census

tract data in deciding upon your outreach area. In order to reduce the

time involved in selecting the outreach area, the first two steps result

in eliminating, from consideration approximately one-half of the censue

tracts in your city. This is done by considering only those census tracts

where the median* age is above the median age for the total city. (It would

be handy if you could use the median to decide on which census tracts have

the greatest number of older people, but unfortunately this would steer you

in the wrong direction. Frequently census tracts are homogeneous, that is,

many people of the same age tend to live together in an area. Therefore,

if the median age for a tract is 50, it could be that everYbody in the area

is about 50 and very few are over 65.

Even though half of the tracts have been eliminated, if you are dealing

with a large city it will prdbably seem that you mave a monumental task ahead

of you. Actually, ii you follow the steps listed very carefully and allow

yourself plenty of uninterrupted time you won't have any problem. You will

probably be able to deal with about ten tracts an hour. Therefore, if you

are dealing with a small city such as Mini-City (see Appendix c), which has

23 tracts, you will want to allow yourself approximately 21/4i hours to com-

plete the steps which are listed in the next few pages. If your city is

considerably larger such as Maxi-City (see Appendix D), which has 188 tracts,

you will want to allow yourself more time. In the case of Maxi-City, you

would need approximately 19 hours, or 21/2 days.

*The median is a statistical term indicating the middle value in,a distri-

bution. In this case it indicates the middle age, that is, one-half of the

people would be older aad one-half younger i-j.1J:ul this age.
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The first step in developing the outreach service is to decide which

area of the comunity will recel-fe the services. To do this it is necessary

to know where many of the olderl--- live. Sometimes there ere available in

communities directories ole other kinds of survey information that give

people's Games, ages, and addresses. This information is not the best to

use ie doing outreach because the directory quickly becomes outdated. Also,

the outreach service wants not only to reach the older person, but relatives

of older peopLe and concerned friends. Frequently the older poor person,

particularly the one who moves around a lot, would not be included in this

type of directory. Therefore, what is needed is general information about

where the older poor people in the community tend to live.

the best islovnation of this type is census tract data. This data

gives infotmation about different areas in the community, including the age

amd imesse level (of people by tract). Census tract data ha, been compiled

for easy metropolitan areas of 50,000 or more. To see if your area has been

tractad see appesdOtAL If the data he. been compiled, go right on to the

seat section, "lhalashuutimmalbLugL2gem Tract Data." If census

tract data is mot available skip the next section and go on to section

sa la it. In in al aka Calt.,lersct. Data*"

If Tou are Wima Census Tract Data

If your community has been tractod, you will be able to obtain or

borrow a copy of the census tract data from the Department of Commerce.

For the regleaal office nearest you, see Appendix B.



Before you begin using the data you will need a copy of the census

tract map which you can mark on. If you have been given your census tract

data, you can use that one. If you have borrowed it you will want to have

a copy made (perhaps more than one) which you can mark on. In addition,

you will need filing cards -- one for each tract which you will be considering.

It is also helpful to have au adding madhine or preferably a calculator.

These are not essential pieces of equipment but would be especially helpful

if you are dealing with a large city. Perhaps you can borrow or rent this

equipment, if it is not readily available from the local university, health,

and welfare council, etc.

1. In the census data for yout city, turn to Table P-2, Age, Color,

and Marital Status of the Population, by Gex, by Census Tracts.
In the second raw of numbers dawn the left hand side of the page

in Table P-2 you will find a figure which says median age. (See
the area indicated by "a" on the sample on the following page.)

In the first column after this there will be a median age for the
total male population and for the total female population. Write

these figures down.

2. As you will note by the numbers indicated by "b". in the sample

table, a median age is given for the male and female population

for each tract. Go through the census tracts for your city one
by one and make a file card for each tract (put the number.of

the tract in the right hand corner) where either of the median

ages is higher than the total population median ages whidh you

wrote dawn in step 1.

For example, if the median age for the total is 35.7 for

males and 32.4 for females and tract 0004 has listed 31.8

for males and 32.7 for females you would list tract 0004

since 32.7 is higher than 32.4.

Because you have selected for consideration only those tracts

where the median age is higher than the total median age, you

will not have file cards made out for slightly more than half

the census tracts in your area.

3. For each of the tracts for which you have just made cards, you will

want to add up the number of people who are 65 or older. Looking

at the same sample of Table P-2 you can see that the number of people

in eadh tract is categorized into age groups spanning five years.

To find the number of people,older than 65 you will want to take in

the follawiag categories: 65-60, 7074, 75-79, 80-84, 85 and older.
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(See the area indicated by "c" on the sample table.) On the
individual file card for each tract, add up (either by hand,
adding machine, or calculator) the number of people both male
and female, who are over 65 in that particular tract. At this
point your file cards will resemble this one:

130
134
128
177
98

111
72
77
45
59
13
31
11
17

1103

0002

4. You will notice that the first set of numbers under eaCh tract
lists the total male and total female population for that tract.
(See the area indicated by "d" on the sample.) For each tract you
are considering add up the number of males and females to arrive
at a total population figure for that tract. Record these num-
bers in the middle of eaCh file card.

5. On each of the file cards you now have listed the number of
people 65 or older.in that census tract and the total number of
people in the tract. To obtain the percentage of older people
divide the total population into the number of older people.
Your cards will look like this one:

130
134
128
177
98

111
72
77
45
59
13
31
11
17

1159
1400

0002

43.1 or 43.1%
2259) 1103.000

1023 62559
79 40
76 77

2.630
2 559

71

rrt

1103
20



!47":"F",.77,44FIT,,!'!3719.-7F,",7:77.7*,7-,17,.."7,7,7

6. Order each one of the file cards according to percentage with
the highest percentage being first and so on dawn until the
tract with the lowest percentage of older people is last.

7. Divide the total number of cards into four equal groups and
label-the first qUarter of the cards (those with the highest
percentage) "1", the second quarter "2", the third quarter "3",

and the fourth quarter "4".

8. In the census data for your community, turn to Table P-1:
General Characteristics of the Population. A sample table
appears on the following page. At the bottom on Table P-1
is listed a figure called "Median Income: Family and Unre-

lated Individuals." (See area indicated by "a" on sample.)

For each of the tracts you are considering write on that card
the median income figure for the family and unrelated individual

category.

9. According to income, order the cards, with the lowest income
coming first and so on until the tract with the highest median

income is last.

10. Divide the cards into four equal groups, labelling the first

quarter (the lowest income cards) "1", the second quarter "2",
the third quarter "3", and the fourth quarter "4". Your cards

will now reseMble this one:

0002'

130 1159 43.1 or 43.1% $6067

134 1400 2559 r-11537
128 1559 1023 6

177 79 40

98 76 77

111 2 630 1,4

72 2 559

77 71

45
59
13

11
17

The "1" refers to the fact that tract 0002 is in the first quarter
in terns of its percentage of older people. The "4" indicates

that it is it the fourth quarter in terms of income.



lo
ol

Z
00

01

M
m
x
n
.
.
c
.
 
0
0
0
0
z
.
c

O
r
m
m
A
c
m
o
m
o
.
,
m
z

4
1

e
-
-

E
2
"
1
1
§
4
 
q
 
!
.
.
9
4
i

A
f
2
2
e
5
1
1
1
 
M
t
l
E
g
n
i
i
5
 
4
 
1
Z

i
t
1
4

A
2
 
0
2

g
i
r
t
-
A
I
T
I

E
:
 
d
1
3
3
1
:
i
.
.
5
"
0
1
I

O
O
O
O
O
O
 
E
.
.
.
.
 
2
f
2
P
 
z

.
.
p
.
,
;

i
o
m
.
.
m
.
0

.
m
4
 
0

0
 
0
.

.
.
.
i
g

z
s
t
.

4
0
4

Z

p
.
.
,
.

01
 2

2 
...

.s
.
0
Z
4
1
0

m
g
 
z

1
.

4
.
.
.
.
.
4
4
m
r

o
o

Z
4

m
m
m
e
a
n
z
j
 
-
.
A
.
:
.
a
i
i
l
f
:
,
5

.
.

o
 
z
z
z
o

.
n
o
.
.
.
c
m
 
m
.
m

.
 
0
5
m
 
i
m

om
 
O
O
O
O
O
O
 
R
.
.
.
.
p
a
p
 
t
l
i
r
i
g

S
.
i
.
.
-
2
' 0
0
0
 
;
2
 
.
1
.
2
0

2
2
1
Z

R
-

z
0
 
.
.
.
.

O
o

o

i
 
i
*
 
.
.
z
m

2
.

4
.
.
.
.

3
.
 
a
 
I
i

.
I

6
.

I

.
 
0
0
0
0
0
0
0
0
0
m

A
S
 
S
I
M

A
n
 
x

P
s

p
*
*
*
*
 
M
t
§

st
o
 
p

m
°

§
§
S
S
S
S
8
S
S
W
P

?
G
W
O
V
A
I
S
m
A

A
!

§
7
2

o
r

c
a
u
.
o
s
m
o
z

m
 
o

u
o
z
4

o
u
g
0
0
0
0
0
0
0
0
0
.
m
o
m
f
z
e
i
v
r
u
A
o

-
 
5

r
i
m

.
.
.
0

m
.

P
1
4
5
d

N
.
O
O
O
O
O
 
0
0
0
0
1
0
.
0
a
.
 
0
.
.
;
1
1
2
E
l
o
t
h
 
1

r
r

1,
4

r
a
.
 
-
M
O
W
N

.
m

-
.
.
.

2
Z
2

2
,
0
9

0
 
0
1
0
0
 
0
*
 
0
 
2
2

.
 
.
4
 
m
.
 
.

0
 
4

.
O
O
O
O
O
 
0
.
2
1
1
1
2

A
n

$6
,

.
.
.
.
.
.
c
o
G
g

x
-4

%
 Il

ge
.
x
x
o
g

.
0
.
.
.
.
.
.
.
 
.
.
.
,
i
 
.
.
.
.
r
a
r
m
.
4
A
 
q
m
g
m
i
m
m
m
e

.
.

.
.
.
.
8

1
4
E
m
i
l
.
 
2
.
.
4
4
1
2
.
.
i
t
r
a

-

,
.

a
 
.

0

E
 
.
.

t
s
s
=
4
1
.
.

§
.
1
8
:
2
4
f
.
4
 
1

i
 
z
 
.
.
.
r
U
l
a
"
m
 
m
 
m
"
m
 
"
"

1
-
s
o
 
r
m
m

m
 
s

m
E
c

.
.
.
 
a
;
"
r
G
z
 
2
R
E
T
E
M
n

i
u

m
c
o

z
 
o
.
.
.
 
.
 
o
o

.
.
.

o
z
m
o
o
 
.
.

.
 
o
.
.
 
0

Z
.
 
z
o
 
2
 
o
o

0
.
.
 
;
.
 
P
0
.
.
 
m
o

7
1

"
W
e

"
1
 
a
E
 
.
.
.
.

.
.
.
.

4
.
.
.
.
.
 
i
.
.
.
2
 
a

.
.

g
.

.
.
.

:
:

.
.
.

.
.
.
.

.
.

I
 
O
O
O
O
O
O
O
O
O
O
O
O
O
O

.
.
.
.

,

O
O
O
O
O
O
O
O
O
O
O
O
O
O
 
1

=
O
O
O
O
O
O
O
O
O
O
O
O
O
O
 
q
.
.

.
.
 
.
.
.
.

O
O
O
O
O
O
O
O
O
O
O
O
O
O
 
6

.

4
 
0

1
S

8

O
O

a

O
 
W
 
.
0
.
1
0
0
0
1
,
 
O
O
O
O
O

.
0
0
0
.
0
0

N
N
N
.

G

o
.
r
o
m

O
O
O
O
O
 
0
0
0
.
4

0
1
2
0
0
0
.
0
0

2
4
.
2
4
2
4
S
0
2

%
S
n
2
2
2
4
4
2

e
n

.
0
0
0

N
O

-
.
N
O
N
.
 
w

.
0
0
.
1
2
0
0
0

.
.
4
0
0
4
0
.
0

0
0
0
4

0
O
O
O
O
O
O
O
O
 
0
0
.
.
0
0
0
4

O
W
W
.
 
0
.

g
$
$
$
:
:
$

s
-

s
u
-
0
8
-
5
1
2
i

g
E
E
E
E
I
E
W

i
s
s
.
.

0
0

.
.
.
 
W
M
*

0
W
M

O
O
O
O
O
O
O
 
N
.
.
.
4

O
O

.
0

0
.
0
0
.
0
6
0
.
0

.
4
0
0
$
 
O
O
O
O
O
O
 
0
0
0
0
0

.
0
1
2
4
0
0
4
.
m
0

O
.
.

S
W
"

.
*
*
4
0

*
.

L
S
I
t
3
3
1
4
M
4

4
2
:
1
3
,
7
W
4
i

g
2

w
S
-
4
2
°
4
"

2
2
 
G
0
0
.
.
0
2

i
a
:
2
4
.
0

0

O
W
 
0
 
O
O
O
O
O
O

.
N
O
0
.
0
0
.
4

O
N
 
g
0
.
0
.
M
J
 
:
J
v
m
a
Q

m
a

o
u
g
o
o
v
o
 
w
o
u
w
o

o
w

m
,
c

u
o
s

o
u
o

u
 
0
0
0
0
w
s
k
.
s
u
o
u
s
o
u
s
 
m
u
 
o
u
t
d
o

2
2
2
2
.
"
4
"
1
$
°
°
°
°
°
2
8
2
1
 
S
2
 
2
U
8
2

m
w
m

V
4
2

O
 
O

u
.
-
s
o
 
w
o
 
w
u

:
u
4
1
0
:
4
3
g
1
F
:
 
g
u
 
;
C
:
t
e
 
f

00
10

0.
.1

0
0
0
 
O
O

N
O
N

.
.

W
W

.
.
 
N
O

1
-
0
0
 
0
0
0

L
.
.
1
0
.
0
0
1
2
.
0

.
0

U
0
4
4

al
a
I
i
i
i
i
E
l

E
i

O
 
0

0
0 N
O

O
O
O
O
O
 
0
4
*
W
w
W
N

P
 
O

O
P
.

.
.

.
w

4
2
0
.
0

0
1
0
0
0
.

$
N
O
2

.
.

V
0
8

:
;
1
4
3
4
:
4
.
.
.

.
.
-

.
0

0
.
.
m
v
a
a

.
0
m
u
m
p
a
a
a
 
O
O
O
O
O

4
 
O
O
O
O
O
 
0
4
J
J

P
a

N
N

O
t
g
X
r
4
1
:
 
0
1
:
:
:
1
4
:
1
4
1
3
g

C
0
:
:
*
0
0
r
4
4

:
i
t

N
O
 
.
.
.
.
.
O
N
O
W
M

O
O
O
O
O
 
0
.

0
0
1
0
.
1
0
 
O
W
*
*
.

.
0

1
.
0
1
0

0
0
 
.
 
w
.
 
0
4

N
0
0
0
.
1
0
0

W
U
 
4
0
0
0
0
0
3
 
0

1
.
1
0

O
P
 
O
O
O
O
O
 
0

2
.
1

0
0
0
0

.
.
0

2
0

0
0

2
1
2
7
.
0
0
0
*

.
6
W
a
u

u
a
.
.
.
a
a
U
1
4
0
m
 
O
O
O
O
O
 
S

0
U
0
.
0
4
0
N
J
J

.
0
0
0
,

W
O
O
 
O
O
O
O
O
O
O
O
 
0
,
0
2
1
.
0

0
.
2
K
,

0
0
0
2
1
0
 
O
O
O
O
O

:
g
$
$
$
:
F
;

0
. U
.

i
E
u
r
a
n
t
:
 
O
O
O
 
E
a
s
m
i

4-
0

O
N
 
O
O
O
O
O
 
4
0
 
0
.

4
m

A
*
 
0
4
0
0
0
0
*
 
0
0
0
 
O
O
O
O
O
 
.
0
0
.

N
O

g
i
t
A
l
e
i
a
$
0
:
7
:
0
5
"
:

g
g

a
5
.

0:
*
G
a
q

m
.
0
m
w
a
e
m
.
 
0
.
4
.
0
0

r
U
S
S

N
O

O
O
O
O
O
 
M
4

0
.
.
0
W
W
W
.
N
U

.
0
 
0

.
 
0
0
 
"
 
'
.
"
1

.
0

.
0
0
4
 
s
o

0
0

0
4
.
0
0
i
$

:
s
m
s
.
:
:
e

3
1
1

2
:
0
2
2
2
.
2
a
2
2
:
:
=
A
a

0
1
=

I
S

4
0
.

o
o
 
.
4
P
4
a
o
 
O
O
O
O
O
O
 
o

0
0
0
.

00 w

0
4
4
1
2

1
0
.
0
2
2
.
0
0
0
0
0

f
0
1
1
.
1
1
;
=
0
g

1
2
1
2
.
0
m
0
0
4
0
*

W
W
1
.

.
.
.

4
4
0
4
0
0

0
W
W
0
0
.
 
9

W
.
o
.

W
O
o
o

0
.
0
1
1
4

O
O
O
O
O
 
N
N
O
W
N
.
N

O
P
*

O
W
.

.
1
.
1
0
 
O
O
O
O
O
 
0

O
O
O
O
O
 
1
,
2
0
,
4
0
0

,

O
K

N
W

.
1
0

.
W

O
..

u
0
o
.
N
.
.
 
0
0
4
4
0
0
0
$

N
.
.
.

.
4
.
0
0
0
0

0
 
0
0
0
4
0
2
1
0

o
N
O
N
0

0 o
.
 
O
O
O
O
 
O
O
N

0
0
0
0
.
0
0
0
N
C

Z
S

0
0
.

0
O
O
O
O
O
 
O
W

4
.
.
J
0
0
M
.
N
.

2
2
:
 
O
O
O
O
O
 
u
m
m
u
l
g
2
2

0
.
4
4
0
.
1
0
0
0
W

0
4
0
0
0
0
0
0
0
0

0
0
0
0
0
0
0
W
.

O
O
O
O
O
 
0
0
0
4

0 NO MN
.
*

W
U
w
 
0
4
0
0

0
.
.
0
4
0
0

0
0
m
o
N
 
0
0
0
0
.
0
5
0
0
1
0
,

0
4
.
.
0
0
4
0
0
.
 
O
O
O
O
O
O

o
w

0
1
-
N
 
O
O
O
O
O
 
0
0

4
0
0
,
4
0
0
0
.
.
0

.
0
0
0
0
.
4
4
0
J

O
O
O
O
O
 
0
4
0
4
2
2

.
2
1

.
.
.

.
P
O

'

.
.
.
.
 
.
.

9
.
 
.
.
 
0
,
o
4

0
 
2
2
0
U
W

W
U

0
0
0
0
.
4
a

0
.
.
0
0
0
.
0
4

0
.
4
.
0
.
m
m
u
m

0
.
0
.
.
4
0
0
.
*

.
0
0
0
N
0
-
4
.
4
4

!
.
.
1
N
r
U
0
4
0
0

.
.
N
O

0
$
0
0
0
4
.
4

.
.
1
0
0

0
N
N
1
0
0
0
N
U
N

.
4
4
0
0
0
1
4
0

P
O
O
W
.
0
0
P .

N
U
 
J
 
N

.
0
0
0
.
0
4

N
N
N

0
P
O
 
.
2
1
 
O
O
O
O
O

0
4
0
.
4
0
0

.
.
 
y

.
.
.
O
N
O
 
e
e

.
0
0

v
s
 
0
.
0
:
0
w
0
0
0

,
,
,
,
,
,
 
W
O
O
.
0
0
0
0
 
0
0
0
0
 
N
 
W
O
 
.

0
0
0
0
0
4
0
0
0
0
0

4
.
0
0
4
4
 
O
O
O
O
O
 
.
0
.
4
0
m
 
o
o
 
m
0
0

o
.

.
1
0
0

1.
4
0
 
N
O
W
0
0
0
0

0
0
0
1
.
4
0
.

.
A

0
0
0

0
*
 
0
0
0
0
0
0
4
 
N
U

0
,
0
0
 
.
0
.
.
.
.
.
0
0
.
.
0

P
M

O
W
 
0
0
0
.
0
0
1
2
 
0
0
.
0
4
0
0
0
0
4
0
1

0
.
0
0
0
0
0
1
0
0
.
.
.
0
1
2
=
0

N
N

O
O
O
O
O
O
 
2
 
&
I
v
o
y
r
:
;
C
S
2
1
1
:

0
:

1
1
0
:
m
:
.
w
:
:
'
"
 
"
q

*
.
1
"

0
4
0

0
1
 
O
O
O
O
O
O
 
*
A
V
M
,
 
-
4
0
0
.
0
0

.
1
4
0
0
.
4
2
.
0
.
.
.

:
 
:
 
S
2

.
.
0

.
0
0

N
W
 
0
 
.
.
 
.
5
.
1

.
 
.
0
-

0
 
f
 
I
.
 
i
a
y

o
P
P
 
P
 
O
O
O
O
O
 
.
 
0
4
,

'
-
.
.
.
,

o
l
m
o
4
0
p
.
.
.
0
0
.

0
1
0
0
.
1
0
 
.
.

.
9
0

.
.

.
0
0
0
1
2
 
m
o

P
O

4
.
 
0
0
0
.
0
0
4
 
0
0
0
.
0
;
i
-
$
$

0
.
0
0
4
2
2
.
0
0
0
.
0
1
-
0
4
1
-
0
 
I
.

1
2
*
0
0

.
N

N
M

M
N
M
 
0

0
0
 
1
.
2
 
.
 
,
M
1
4
1
1
1
1

0
0
1
4
4

o
d
o

0
1
2

4
0
 
N
O
M
M
E
4
O
0
 
0
0
0
0
.
1
0
0
0
0
0
P
U

0
1
0
0
4
u
0
 
0
0
4
4
0
0
u
1
N

.
.

0
4
4
.
0
0
0

0
*
 
.
0
0
0
0
1
4
4
 
0
.
0
0
1
.

.
.
.

0
 
N

N
.
.

N
O
W
 
O
.
.
.
 
0
0
 
1
.
1
-
N
0
.
0
0
0
0
4

0
0
0
0

.
*
4
.

a
0
4

4
4
0
0
.
.
4

.
4
 
.
0
0
0
4
1
2
0
 
0
0
.
0
4
1
0
,
1
0
.
0
0
0

N
U
.
.
"
 
.
.
.
.
.
0
0
.
 
I
.

0
0
0

0
0
0
4
4
0
0
0

O
m
 
0
0
0
0
.
2
2
1
.
1
.
0
 
1
1
0
1
0
.
0
0
0
0
4
0
1
0
0

0
0
4
0
0
 
.
.
.
.
0
.
.
"
1
0
0
0
 
.
1
,

4
0
0
.

1-
4

a
0
4
4

r
f
a
i

4
 
f

0
2
1

O
f
.

0
4

0
2

.
2
0
0



and the income quite low. The cards in this category will be
your primary target area. On your census tract map put a "1" in
each census tract which is a primary target area.

12. Separate all cards which are labelled "1,2", that is, they fall in
the first quarter in terms of older people and the second quarter
in terms of income. Label these census tracts "2" on your map'.

Do the same for cards marked "2,1", labelling those census tracts
"3". Label cards "1,3" tracts "4", cards "2,2" tracts "5", aad
cards "3,1" tracts "6". See Appendices C and D for hoW this is done

for two cities, one small and one large.

After you have labelled your census tracts you will probably see a

tern developing. Census tracts with a high nuMber of older people and

DW income tend to be together in one or more areas of the city.

For example, in Maxi-City (Appendix D) you will note that all
the "l's" are located generally in the center of the city.
Sometimes the pattern will not be as clear as this, and you
will have to take a good look at where most of the "l's", "2's",
and "3's" fall in order to get a picture of one or more areas of
concentration.

may be that there are census tracts in the primary target area which you

re not labelled. Refer to your data and check to make sure that your cal-

Ations are right; also cheCk to see whether this area has a fairly high

!centage of older people. It would be reasonable to include it if the

:ire census tract, or even part of the tract, has a reasonably high pers.

Ltage of older people.

Draw a line, as'close to a circle as you can, around the area which

nas to be the primary target area for the outreach service. It may be

this area will be in the downtown section of your city. And it could

Ll be, as it is in Maxi-City, that this is an area.of fairly low density,

few people

Lye through it

ninant

in a large area:. After deciding on the area, you should

to find what it is like and what kind of housing is pre-

22



When dealing with a smaller city you might need to be more

flexible in the way you set up the primary outreach area.

For example, in Mini-City (Appendix C) census tract 7, which
is unlabelled, comes between tracts 8 and 9, which are "l's",

and census tract 4, which is a "4" area. In this case, in

tract 7 the percentage of older people is 16.9. While 16.9%

is not high for Mini-City, it is quite high for the total
natioaal population (which is about 10 percent).

There are certainly enough people living in tract 7 to warrant an out-

reach effort. Also, in looking at the other data for this area, you will

note that tract 7 has a very low income level, which is another good reason

to include it in the primary outreach area. For Mini-City, the outline

for the outreach area is list a circle, bUt a rectangle, whiCh would then

include census tracts 9, 8, 18, 7, and 4. This then is your primary out-

reach area.

It would be ideal to canvass the whole city in your efforts to find

and assist older re4pple. Usually, this will not be possible. You will

want to concentrate, after you have finished with the primary outreach

area, on other areas which have 4 high population of older people. These

areas may be adjacent to the primary outreach area, as in Mini-City where.

tracts 2 and 3 have over 20 percent.older people. Or these areas may be

in a different part of the city than the primary outreaCh area

For, example, in Maxi-City, there are a number of secondary areas,

such as the one including B8, D9, E5 and the area including K1,

10, and K6.

ln dealing with these other areas you will want to follow the same principle,

that is, to decide on a general area, to make it as close to a circle pattern

as you can, and to work .out from the middle of this pattern in your outreaCh
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activity. The reason for proceeding this way is that it allows word to

spread about your activity and people are more likely to be receptive to
#

talking to you.

If YOU are Not Using Census Tract Data

If census tract data is not available, check with local agencies such

as the Health and Welfare Council and Public Health Department, to find out

if they have done a recent survey of the community which might give you

information about where older people live. Also, contact the Social Security

Office and/or the Old Age Assistance Section of the county welfare department

to ask their cooperation in Obtaining information about where most of the

recipients of their services live. This would not be a breach of confidence,

as you do not wish to know specific names, but rather the areas of the

community where most older people reside. If this information is not avail-

able, it will be necessary to use your awn knowledge of the community and

the knowledge of others who are quite familiar with it to decide the areas

in which to provide the outreadh service.

For example, you might want to talk with a local minister who is

active in community affairs, a member of a governing body of the

area, such as the mayor, or perhaps a service for older people
which now exists in the community, such as Meals on Wheels,

Visiting Nurse Association,.aenior centers, and housing for the

elderly.

After having obtained the information about where many of the older

poor in the area live, refer to a map of the city to obtain a perspective

of haw the areas Where the older people live fit into the total community

pattern. Indicate on the map the outreadh service areas by shading or

outlining them.

30
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The next step is to divide the selected outreach service area into

sections. A logical way to do this is tO begin with the central section

of the outreach area and to work out from the center. The reason for doing

this is that the information about the outreach service tends to spread out

from the center of the circle. People who have already heard about the

information and referral center will usually be more receptive to the out-

reach worker.

It may be that the older people in the community do not live in one

particular area, but in a number of separated areas in the community. If

feasfble, it would then make sense to start with the area which has the

highest concentration of older poor people and then to move on to the other

areas with the preference given to those areas which have the highest con-

centration of older poor people. Density of population is another factor

to consider.

For example, if there are two areas whiCh have approximately
the same nuMber of older poor living in them, but one area has
a higher population density (that is, more people living closer
together), it would be preferableto start with this area since
it would take less time to cover.

Making Canvassing Assignments

You need to have a city map on hand. If you have used census tract

data, transfer the boundaries that you have set up on your census tract

to the city map.

In making the canvassing assignments start withY the blocks around the

center of the area and work out from there. How fast your workers will be

able to cover the area will depend on how many people live in the area, how

dense the population_iss how many people are interested in talking to them,

and the living situation in the area.
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For example, it will usually be easier to canvass a senior
citizen high riSe project than a number of individually owned
homes which are far apart.

You can roughly estimate that your outreadh workers, after a bit of

initial experience, will be able to complete interViews with two people

a day. Therefore, in setting up your canvassing you can estime.".e how

long it will take your workers to cover blocks or areas.

For example, in census tract 8 of Mini-City, there are 1307
people who are age 65 or over. Looking on the city map you
will see that cnesus tract 8 (see Appendix E) covers 14
blocks. There are approximately 93 older people living in
each block of the area. Using the figure of two interviews
a day, if you had five workers working in that bloCk, it
would take them approximately ten days to canvass that en-
tire block. It would take the same five workers approximately
six months to canvass all of census tract 8. (It should be
noted here that this is an extremely high number of older
people living in a census tract and probably would not be
found inmost situations.)

If you are not using censu3 tract data, you will have to rely more

on your knowledge of the area to estimate how much of it your workers can

cover. Since the area is to be worked from the center outward, you can

gear the extent of the activity to the number of workers and the time that

you have.

For example, in Mini-City, covering. tract 8 might be ail that
you could expect to do in your outreach service, with five workers.

Prior to starting the outreadh service, you will want to announce to

the residents by letter drop that you will be coming to their homes. While

your workers are doing this, you will want to 'have them, make careful'note

of the living arrangements and building which exist in the blocks which

they plan to canvass. In an area such as census tract 8 of Mini7City,

there.iight be A large library or hospital which takes up one entire block.

You could then eliminate th:F.t block when you make your canvassing assign-

ments. You will want to make your daily assignment sheets to include one

side of:a block.

26



For example, in Mini-City one assignment would be to cover the

north side of Michigan Avenue between Boardwalk and Pacific. At

the same time another worker would be covering the east side of
Pacific Avenue between Michigan and Ohio. Be careful that each
assignmant can be finished in two 3r three days. You will want

to be slightly ahead of the workers so that if they should finisla
their block early in the day, they would not have to come back to

the center for their next assignment. For a suggested Canvassing

Assignment Sheet form, see Appendix F.

Pre-canvassing activities*

1. It has been found in other outreadh prOgrams that people who have

heard of the prOgram before are mote redeptive to talking to the

outr6 llworker. They Are also more likely to avail themselves

of the services which the information and referral center has to

offer. Therefore, beginning two weeks to a month prior to the

onset of the outreach canvassing, ylu will want to begin a program

of informing the area about the information and referral center

and the outreach. program.

One way of doing this is to contact the public media, such

as the newspaper, radio, and television stations. A second, and

also a very effective way of informing people of the outreach

program, is to enlist the assistance of people Who came ir.to con-

tact with the elderly. It is suggested that ministers whose

churches and synagogues are in the outreach area be contacted.

If they are willing, they can mention the ,program in a service,

in the bulletin, and to particular groups of older people.

*Acknawledgement and appreciation is given to Mr. Lester FoX of REAL

Services', South. Bend Indiana, Who supplied many of the ideas discussed

in this section.
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Also, if the area co be covered includes a senior citizens'

renter or club, it would be wise to speak either to the mem-

bership directly or to the people on the staff. Other people

to be contacted will depend on the community and the particular

area to be covered.

2. The second pre-canvass task is to discuss the outreach function

with the Better Business Bureau and the police department. This

is dons as a protection to the outreaCh service. Frequently

people whom you trill wish to interview will be suspicious Cast

you are trying to sell them something or to obtain entrance to

their homes for illegal purposes. If you have cleared the ser-

vice with the Better Business Bureau and police department, the

outreach service can then suggest to them that they can call

these places if they wish to.

3. The third task to be done before the outreach service is begun

la to an announcement letter at each home in the area. It

Ls best if the announcement letter is written by a person who

Ls well respected and known in the community. This person might

well be a minister, doctor, or a person involved in providing

social services for the community. Probably you have someone on

your advisory board who would be willing to announce the service

by ltter. It is suggested that the letter be dropped one or

two days prior to the time that the outreach worker will be

conies to the home. Therefore, after deciding in which order

the blocks will be canvassed, you will need to keep a day or

two ahead of the canvassing group in the letter drop. Your

letZer might read like the sample one in Appendix G.
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4. Prior to beginning the outreadh service, assemble with the

outreach workers their interviewing kit. The interviewing

kit, which the outreach worker will carry with him as he can-

vasses, whould include the following:

1) The interviewing schedule (see Appendix H).

2) A copy of the announcement letter which was dropped at

each home prior to the outreach worker going to inter-

view the person. This announcement letter should be

enclosed in plastic or some other protective material

so that it will continue to look clean and neat. It

is also preferable to have on the other side of the

announcement Iette-_- a copy of a newspaper clipping

which has recently appeared announcing the information

and referral center or the outreadh service. (Ideally,

this clipping should include a photograph.)

3) A copy of the directory to be given to each person

interviewed.

4) A letter to b 'left at homes where there is no answer.

For a sample letter, see Appendix I.

5) Self-addressed postcards which will be.given to those

people who are undble to contact the center by tele-

phone or other means (see Appendix J).
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Chapter 4: Being an Outreach Worker

The Job of Outreach Worker

The job of the outreach worker is to bring together older

people who have needs with places which can help meet those needs.

To do this job the worker must help the older person be at

ease in talking about the way his life is going. Then the worker

can decide what problens the older person needs help with.

To find help for the problem, the worker will need to know

what places in the community help others, exactly what help each

gives, and which people can receive help at each place.

After knowing about the needs of the older person and the

places which can help him, the outreach worker has to bring the

two together. He will need to know what information to give the

helping place. And he will have to help the older person feel at

ease in receiving help.

In doing his job the worker will be reading about helping

places and writing dawn information about people's needs on simple

forms.

The outreach worker's job will be done by going to each home

in areas of townwhere many older people live. The worker will find

out if an older person lives at the home where he is calling and, if

so, whether the older person has a need which is not being met. Then

the outreach worker can begin his job of aiding the older person use

the helping places which are in the community for him.
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How to Interview

Introduction: Interviewing is the way you will make contact

with older people. Through interviews you will help them make use

of helping places in your town. Being a good interviewer there-

fore very important.

Dress: One of the first things to think about is the way you

will dress. The type of clothing you wear and your general appearance

can influence how another person feels wten he is with you. It is

best to look neat, of course. Also your clothes should probably not

look much different from what is usually worn in the area where you

will be working. A woman will probably wish to wear stockings, a

comfortable dress, and low-heeled shoes. Some people you will want

to talk to might be "scared off" if they think you are a salesman.

Therefore, it is suggested that men not wear a business suit and top-

coat but rather a neat looking pair of slacks, comfortable shirt,

and coat or jacket wten needed. For the same reason, it is suggested

that you not carry a briefcase, but rather carry your materials in a

notebook or clipboard.

Beginning the Interview: Before you can actually begin an inter-

view you will have to think about the definition of an older person.

Any definition of "older," whether it be 45, 60, or 65 is artificial,

so it is therefore not necessary to be strict about it. The best way

to think about it is that anybody who feels he is old enough for the

service is old enough. It is just as important to talk to a person

who is 49 as it is to talk to a person who is 80. Some people,

particularly those between 45 and 65, do not wish to think of them-

selves as older...it is important to respect their feelings.
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At the beginning of the interview, it is important to make the

older ,person, feel comfortable with you. The first question on the

interview sdhedule (see Appendix H) is a general one, "How are things

going for you?" By asking it, you hope to show the older person that

you are interested in him. You are.not taking a. survey.. You are

there to listen to him and to try to help. Your asking this question

in a relaxed way will help him feel at Rase with you.

After you have asked the first question, and perhaps as you go

along, there may be pauses or silences. Don't feel you have to.talk

or ask another question. Wait.. Give him a Chance to answer you.

It is not important to obtain answers to all the questions in

a very brief period of:time or in a particular order. If the inter-

view can be finished quidkly that is fine. But if it takes longer,

to establish a .comfortable relationship with the person so that he

feels at 'ease in talking to you about his problems, then,it is

important to spend that time with him.

Most people like to tell things in their own time .and,in their

own way. Because of this you might find yourself "off the.sUbjeot"

at times. .While it is important to go at the older person¶s speed,

you should draw him badk to his present., situation and howyou might

help him.

For example, if a womar .Lr3 talking about.an-illness she had

ten years ago, you can vAitely shift the conversation back

to the present by eAcit,t, abput 4ex durrent.health.
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Being a Good Listener: Probably the most important thing in

talking to another person is ''being a good listener." Being a good

listener means that your concern for what the person is telling you

is shown to him by your concentration on what he is saying and your

response to what he tells you. Different "good listeners" indicate

their listening in different ways. One of the usual ways is to

maintain eye contact with the person you are talking to. This means

that you "look him in the eye" during most of your conversation

with him.

Another way that good listeners indicate that they are really

hearing what the person is saying is by sympathetic remarks in

response to his statements. Frequently these remarks are such

things as "uh huh," "I know how you feel," or simply a nod of the

head. If you think of the people that you know who you would feel

are "good listeners" you can probably think of other kinds of things

they do which make you feel this way about them. On the other hand,

if you think of people who you feel are not very good listeners,

you will probably find that when they talk to you they are looking

out the window or some other place rather than at you. They some-

times change the subject abruptly as if they aren't really concerned

about what you are saying. And often they seem stiff and formal in

their conversations with you.

Lettine Him Decide: In asking the person questions and responding

to him, it is important not to lead him into a particular answer.

People who work with older persons often remark that they seem so

happy to talk to you and so eager to please, that they often say what

you want them to, rather than what they might actually be thinking
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or feeling.

For example, you are talking to a woman who needs clothes.

The first thing that might come to your mind would be to

suggest that a volunteer organization purchase them for

her. If you suggest this to her she Might well say it is

okay with her. However, if you had asked for her ideas

about how to solve the problemsshe might have suggested

what she would feel to be a better solution, perhaps having

someone give her material or money for material so that

she could sew her own dress.

Talking About Sensitive Areas: You will find that there are

touchy areas which are difficult to talk about. Particularly

sensitive areas are income and personal care. The interview

schedule puts questions about income toward the end of the inter-

view so that you will have an opportunity to establish a com-

fortable feeling with the person before bringing them up. It is

suggested that if the person appears reluctant or refuses to talk

about an area, you ignore it for the time being. If-you think it

worthwhile, attempt to return to the sensitive area later on. It

is not crucial for the person to answer all the questions on the

interview schedule, so if insisting on answering the questions would

threaten your relationship with the person, it is better not to push

him.

Being Aware of Behavior: In addition to being responsive to what

the person is saying to you, it is also important to consider the

person's general behavior. This would include such things as his tone

of voice, facial expression, and the way he sits and moves his body.

Sometimes this behavior can give you helpful information about what

a person is feeling. And sometimes what he says and what he seems to

be saying may.be different.
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For example, a woman might be saying to you that she has

no concern about her health. But at the same time she
might be sitting nervously on the edge of her seat,
perhaps avoiding looking you in the eye.

Or, you may notice when you begin an interview, that while
the person says that he is most happy to talk with you,
he in fact appears quite shy and uncomfortable. He might

be doing such things as mumbling, moving about the room as
he talks, or nervously fiddling with his pipe. What he
is saying and the way he is acting are telling you two
different things.

Sometimes the kind of feeling that you're getting for a person

or situation through his behavior is something that you just want to

keep in mind because it might relate to what he does in the future.

You are talking to the man who says he's quite happy to talk

with you and yet appears quite shy and uncomfortable. He
might say that he is quite pleased about a referral to the

Social Security Office and intends to go on his own. And

yet you feel that because of his basic shyness it will be
difficult, if not impossi5le, for him to do so. By being

aware of this characteristic, you might suggest that you

go with him to the Social Security Office, if he'd like.

Sometimes it is necessary to talk about the person's behavior

because it is as important as What the person is saying to you.

You are talking to the woman who says she is not concerned

with her health and yet her posture appears tense and her

tone of voice concerned. You might want to say something
like, "I notice that when we're talking about your health

you seem somewhat uneasy and concerned about it and I'm
wondering if perhaps you have some feelings of worry?"

By recognizing her worry, you have given her an opportunity

to talk about her feelings.

Recording Information: For the purpose of obtaining infor-

mation about older people's problems and for helping particular

people, it will be necessary for you to record certain information.

The information will include the basic information on the interview

schedule and the answers to the questions which are on the schedule.

It will also include other information which you might receive that

you think is important for fuither investigation or which would be
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necessary in helping a person solve a problem. There are forms to

be filled out for each attempted contact (See Appendix F) and a simple

form to be filled out for those people whom you will be helping (See

Appendix K).

Ending the Interview: Ending the interview is sometimes difficult.

Particularly if the person is lonesome and has a lot of time on his

hands, he is reluctant to let you go. When the interview has covered

most of the important things you need to talk about with the person

and it is time for you to end, do so firmly and nicely. Stress the fact

that you have enjoyed talking to the person. If further contacts between

the two of you are planned, such as if you are helping him to use the

services of a community agency, you will want to specify when you will

see him again and what will happen in the meantime.

Interviewing - What to Avoid

Giving Information You are Not Sure of: One of the areas of great

importance is not to give information which you are not sure of. ihe

reason for this is obvious. You don't want to lead people astray, nor

do you want the I and R center to get the reputation of employing people

who "do not know what they're talking about." Therefore, if in doubt,

check with your supervisor to make sure that you give a person correct

information.

Having Misunderstandings: A frequent problem is a person misunder-

standing what you are trying to say to him.
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For example, you might tell a man that you will cone back intwo days to talk with him about how he can obtain food stamps,because you have to find out more information about it yourselfbefore you can discuss it with him. He may misunderstand andbe dressed and ready to go to the food stanp center when youarrive.

If possible, it is best to get the person to give his ideas of what theplans are so that you can check out whether the two of you have a similar
understanding. Also, it is helpful at times to leave certain informationin writing so that the person can check back later as to such things asthe next time you will be comir-, what your phone number is, etc.

Giving Personal Advice: It is also important to refrain from givingpeople personal advice.

For example, there might be a time when a person is discussinga medical problem which a friend of yours may also have had.It might be very tempting to tell him that your friend took aparticular type of medicine or did something else which helpedhim with the Problem. You, however, do not want to have youradvice substituted for professional advice, slid' as that of adoctor.

Becoming Personally Involved: Another area which sometimes gives
difficulty is becoming too personally involved with the people you talkto. Whi2e making the person feel comfortable with you has been encour-
aged, you want to remember

that3ou are not the solution to the person's
problem. Rather you are a means of helping the person to receive the
kinds of services that he needs.

For example, if the person needs new clothes, it is your job torefer him to an agency which deals with that matter even thoughyou might have clothes of your own which you do not need andwould fit him.

Similarly, if a person says that he is lonely, you will wishto refer him to a friendly
visiting service, community clubor other

organization rather than you yourself continuing tospend time with him.
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If you spend considerable time with a few, you wouli not be able to

help the many who need you. In addition, one of the reasons for the

information and referral center is to point out to the community the,

kinds of needs whiCh the older people have and to encourage the com-

munity to provide services for those needs. If you yourself end up

providing these services, you will ultimately be doing the community

a disservice.

Sharim Confidential Information: .In all your relations with the

people you talk to you will want to keep the information that they give

you in strictest confidence, discussing it only with your supervisor

and others whom the older person gives you permission to talk to. It

is only too easy to forget this.

For example, if you had talked to one woman who says she
feels lonely and then you talk to a neighbor who says the
same thing, you might immediately think of getting the two
women together. This is a fine idea. However, you will want
to check with each of them before giving their names to each
other. So you would say to one of them, "There's another
lady in your area who also has indicated that she's lonesome.
Would you be interested in getting together with her?" If so,

"Hay I give-her your name?"

The reason for emphasizing this matter of confidentiality is that

people expect and have the right to be treated with dignity and respect,

whieh means protecting their privacy.

Interviewing - Problems You May Have

Being Turned Down: One of the situations which outreach workers

sometimes run up against is having people turn them down when they knock

on the door. For the person who has not done this type of work before,

it is frequently "difficult to take." It's hard not to think of it

personally and feel that the person is reacting to the kind of person



you are or to what you are saying. It helps to remember that pre-

senting the information and referral program is quite similar to

selling something. You give the person information about the pro-

gram.but whether they wish to "buy" is up to them.

There are some people who won't open the door when you knoCk,

even though they are home. Sometimes you can see these people through

the window or have some other evidence that they are home. It is

suggested that you make a note of this on your record sheet. Put a

copy of the letter which you will have with you (See Appendix I)

underneath the door. In this letter you will put down a specific

tine at whiCh you will be returning to their ho se. It is impor-

tant to follow up on these people because sometimes they are deaf

and unable to hear you knocking or they may simply be frightened about

opening a door to a stranger.

Sometimes people will open a door-but. are still reluctant to talk

to you and will indicate to you that they do not wish to be interviewed.

It has been the experience of others doing this work that it does not

help to talk about the importance of the interview to them. It does-

sometimes help to suggest that the interview will be a change in

routine to them. Emphasize that it will take just a few minutes and

that, of course, there is no fee involved,

To deal with the reluctance of a person, it is sometimes necessary

to find out why they don't want to talk to you. It might be that they

think you are trying to sell them something. If so, you can suggest

that they call the Better Business Bureau. Sometilles the person will

feel ill or too busy at that tine. Or he may feel that his house or

his person ii too messy so that he does not wish to invite you in. If
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this happeas, ask tho perseo when It would Da a good time for a later

appoistmost.

gaILLIAS nth £22Rif Mbe Juductme Help: Sometimes it

thoppossa that perms talks willingly of his problems, but ie reluctant

to 044Opt services. It la important, if you can, to find out what is

at tho bottos of this reluctance. Sometimes the person feels that

recolviso services, particularly financial, Ls "getting welfare."

Usually the beet ammor you can give to this person is that be has

boos meiribusing to society all his life sod that be has right to

the eervicas which mit. I. discussing financial assistance, TOU

cAlit maishastme Chas Chits assistance is like prepaid insurance Plan.

Thai to, 1AWO be has Men periog his tams all his life he Is now

for the. service la return.

tososiam peoplo will OA, they feel chore Ls no solution to their

a mem Noah; my Mom she has Mee having a lot of pain in
laag heck and she doesret feel that it would Ito of use to talk
to tho doctor Imo be probably wos't help anyway.

Somostmoo st %alp* co talk about what good thing, would too possiblo if

cwt prohiou wore eloaso4 up. iftrh the women motioned, you could ask

Now wegot oho would ho deism it she didn't halm back pain. Perhaps BM

would he osAwytag %kakis* tor %or friends, atteedlog a church group, or

takiag vola. Socowsago her co talk shout these activities.

AMASIXAMMAS IbLett_Et !dirt

WaRttt it 1-22h. belt! at *signs. rob ab y the biggest job which

Pamela Who aro mos thio kiwi of wort hollow Le learning to look "below
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the surface." This means not only to concern yourself with the most

prfssing prohlem or the problem which the person tells you about but

Iasi) those problems which are perhaps more basic.

For example, you might assist a person in need of food by
helping him to obtain an emergency food order from the
relief department. But what will he do when that food
runs out? Will he have the same problem again? Perhaps
he needs ongoing financial assistance. Or maybe he needs
help in budgeting his money more reasonably.

Many people have frequent emergencies because they have an unsolved

problem wbich keeps causing a crisis. If you can help to solve the more

basic problem you are indeed doing your job well.

Learning to Keep Facts Separate from Your Thinking: One of the ways

in which you can become a really good outreach worker is to learn the

difference be:ween facts (1what you see and hear) and what you think.

The best way t fxplain the difference is by exanple.

You taLL Lo EX. C., age 73, in his home. His speech sounds
slurred end his hands are shaking. He says he hos no appetite.
You feel he must be sick.

W-.Ipt you see is that he has shaking hands. What you hear is his
.zred speech and his telling you he has no appetite. These

6 e the facts. What you think about the facts Is that Mr. C.

Le sick.

It Le eas; to "jump to conclusions" if you do not have all the

facts,. And since you decide to do or not do certain things based on what

you think, you want to be very sure your thinking is correct. To be

correct look at the facts you have (what you have seen and heard), see

if you need more facts, and lastly Check to make sure your thinking

follows from the fac.tf'.
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You have to decide whether you should encourage Mr. C. to

see a doctor. Slurred speech and shaking hands usually

mean a person is sick. But a number of older people

have those problems. You decide to talk more with Mr. C.

He says he's had a problem with his speech and his hands

since his stroke seven years ago. The doctor told him

he'd always have those problems. But he lost his appetite

yesterday. From what Mk. C. has said (the facts) you think

that it is too early to tell if he is sick. You decide to

call him in two days to see how he is feeling.

Keeping facts separate from thinking will help you make good

decisions. Also it will improve your ability to communicate.

Two days later you call on Mr. C. again. He still has no

appetite and has been vomiting. He looks pale and weaker.

You think he could be seriously ill. You decide to call

the doctor.

Here is an example of poor communication:

"Hello, Dr. Jones? I am calling about Mr. C. He is

pretty sick. I think you'd better see him right

away."

The above is poor communication because you are talking about what

you think. You could tell the doctor much more if you talk about facts.

"Hello, Dr. Jones? I'm calling about Mk. C. who is 73 years

old. Two days ago he lost his appetite and today he started

vomiting. He looks pale and weak to me. And of course he

had that stroke seven years ago. I think you'd better take

a look at him."

To summarize, facts are What you see and hear. Thinking is your

ideas about the facts. If you keep the facts separate from your thinking,

you can make good decisions and you can communicate well.
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Using the Interview Schedule: As an aid to you in doing inter-

viewing, a series of questions has been prepared which you can ask.

This interview "schedule" (see Appendix H) is designed to be used as

a flexible guide. The questions cover the various areas in which

people have problems and for which there are resources available.

The aim in asking the questions is first to obtain a general

idea of the person's life now. You can explore whether anything In

his life is a problem for him. And If so, what help he is currently

getting for the problem. The next step is to find out whether the help

he is now getting, if any, is really helping and how you, the informa-

tion and referral service center, and existing community resources

can help him.

Frequently the -4ords "explore" and "Inquire" are used in the

interview schedule. The ways in which you will explore will depend

on the individual and on the type of resources which do exist in the

community.

For example, it is suggested that you ask of an unemployed
person Whether he is interested in being employed. You
obviously would not aak this of an individual who is
.completely bedridden and unable even to take care of his

personal needs.

Similarly when you start to explore in the area of health, the person's

personal appearance might give you some clues as to what questions to

ask.

If he is in a wheelchair,you would sound a bit silly asking him

if he has any health problems. Instead you would lead into the

area by asking him something like how long he has used a wheel-

chair.
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The way in which you will explore the areas will also depend

on the resources which are in your town.

If the person says that he is lonely and would like more
company, you would probably not want to ask if he would
like someone to visit him in his holm, unless that type
of visiting service is available in your community or
you think"you could make that arrangement for him.

The order in which the questions are asked is of relative un-

importance. If you are talking about how a person spends his day and

he gives you a lot of information about his job, then you can merely

skip that section or ask only a few questions about it. It is suggested

that you do leave the question about income until later in the inter-

view as some people are sensitive about this. AB you will notice, no

specific questions about the amount of income are asked and it is

suggested that this only be asked if it has importance in solving a

financial problem.

When you are doing the canvassing, you will not only be concerned

about talking to the people who will classify themselves as "older,"

but also people who might have relatives or friends who might be able

to use the services of the information and referral center. Therefore,

on the interview schedule it asks: If the person himself is not older, ask

whether he has a friend or relative who is, and who might have a problem.

In this regard, it is also important to remember that frequently an older

person might also have parents who are older. You might be talking to

someone in his early sixties about his problems, and he might also have

parents who are living in the same community who are in their eighties.



Something to Remember: The services provided by the information

and referral center are not gifts to the older people, they are rights

to which they are entitled. Your contact with older people is an

important experience for them. They must bc made to feel that they

are respected. Recognition of the importante of each person as an

individual is of the utmost in every contact, however slight.
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Chapter 5

Refet.ral and Follow-UP

In doing your outreadh activitl-, you can anticipate that about

10% of the people you contact will need and be able to be referred to

a community resource. The percentage may be very much higher than

this in certain areas. It will also be higher if.the outreach workers

are very systematic in their problem-finding activities and in their

follow-up.

Because the referral and follow-up processes and their importance

are discussed thoroughly in other manuals in this series, it is

suggested that 5ou refer your outreach workers to them for learning

about referral and follow-up.
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VI: Appendices

A. Cities for Which Census Tract Data is Available

B. Where to Obtain Census Tract Data

C. Census Tracts in Mini-City, USA

D. Census Tracts in Maxi-City, USA

E. Street Map - Mini-City, USA

F. Canvassing Assignment Sheet

G. Sample Announcement Letter

H. Interview Schedule

I. Letter to be Left at Homes Where There is No Answev

J. Sample Postcard
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Appendix B

Where to obtain census data*

Field Offices

U.S. Department of Commerce

Albuquerque, N. Mex., 87101, U.S. Sourthouse
Anchorage, Alaska, 99501, Loussac-Sogn Bldg.
Atlanta, Ga., 30303, 75 Forsyth St., N.W.
Baltimore, Md., 21202, U.S. Customhouse
Birmingham, Ala., 35205, 908 South 20th St.
Boston, Mass" 02203, John F. Kennedy Fed. Bldg.

Buffalo, N.Y., 14203, 117 Ellicott St.
Charleston, S.C., 29403, 334 Meeting St.
Charleston, W. Va., 25301, 500 Quarrier St.
Cheyenne, wyo., 82001, 2120 Capitol Ave.
Chicago, Ill., 60604, 219 South Dearborn St.
Cincinnati, Ohio, 45202, 550 Main St.
Detroit, Mich., 48226, FeVral Bldg.
Greensboro, N.C., 27402, Federal Bldg.
Hartford, Conn., 06103, 450 Main St.
Eonolulu, Hawaii, 96813, 1015 Bishop St.
Houston, Tex., 77002, 515 Rusk Ave.
Jacksonvill, Fla., 32202, 400 West Bay St.
Kansas City, Mo., 64106, 911 Walnut St.
Los Angeles, Calif., 90024, 11000 Wilshire Blvd.
Memphis, Tenn., 38103, 147 Jefferson Ave.
Miami, Fla., 33130, 25 West Flagler St.
Milwaukee, Wis., 53203, 238 West Wisconsin Ave.
Minneapolis, Minn.,055401, 110 South Fourth St.

New Orleans, La., 70130, 610 South St.
New York, N.Y., 10007, 26 Federal Plaza, Foley Sq.
Philadelphia, Pa., 19107, 1015 Chestnut St.
Phoenix, Ariz,, 85025, 230 North First Ave.
Pittsburgh, Pa., 15222, 1000 Liberty Ave.
Portland, Oreg., 97204, 520 S.W. Morrison St.
Renb, Nev., 89502, 300 Booth St.
Richmond, Va., 23240, 400 North 8th St.
St. Louis, Mb., 63103, 1520 Market St.
Salt Lake City, Utah, 84111, 125 South State St.

San Francisco, Calif., 94102, 450 Golden Gate Ave.

San Juan, P.R.., 00902, Post Office Bldg.

Savannah, Ga., 31402, 125-29 Bull St.
Seattle, Wash., 98104, 909 First Avenue

*rhis information was obtained from the U.S. Department of Commerce and

is current as of January 1971.
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