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AUTHORS' ABSTRACT

An overview of relevant literature reveals that resi-

dents in urban ;.).reas aTL,pcntiv have a pliltit-2de of nonoccupa-7

tional inforption nees which are net being satisfied within

the eonstraint of ;t ii infoi=tion reources and systems...

A conceptual fratwork wn drawn, focusing on four basic compon-'

ents yebidents, their needs., scurccs of information,

and solutim.s and the linkages Dr interactions among them.

The 1.11Limc,,le 'crhanized 77.ea was chosen for the inves
and extcnive >n] oratory work Was undertaken towards the end

of obtainIng Cta. A- survey inst/ument- was dzylopec:.1. and pre-

tested, then was utilized, in gathering data from a cross-sec-

tional random sample of residents. The great quant:tty of data

elicited were analyzed in terms of information needs, informa-

tion--seeking strategies (behavior) , and search cUtcomes.rIn a

final exploratory testing phase an attempt was made to d,ev&lop

a methodology for- assessing the capabilitv of library and infor-

mation agencies to deal with the problems/questions identified

by residents in the earlier survey phase.
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PREFACE

This Report reflects -- to the extent that mere print

can mirror the dynamics of an enterprise spanningrover two

years
1 -- the development and testing of methodology for measur-

ing, as well as the determination and analysis of, information

needs, information-seeking strategies, and search outcomes of

residents in an urban area.

The Project took its form and ran its course with the

talent,' helpfulness, and perseverance of a number of individuals,

several of whom made a distinctive impact on the enterprise.

Edwin E. Olson, School of Library 'and Information Ser-

vices, University of Maryland, contributed a great deal to the

overall study design and was primarily responsible for designing

the final exploratory testing phase. Brenda Dervin, School of

Communications, University of Washington, was the primary archi-

tect of the conceptual Scheme and, in addition, provided valuable

.assistance to the content analysis and coding efforts.

George McGimsey, Regional Planning Council, was most

helpful in resolving management issues, and contributed to the

analysis of survey data. Nettie B. Taylor, Maryland Division of

Library Development and Services, was very supportive throughout

the duration of the Project, as was the Chairman, Edwin Castagna,

and other members of the Regional Planning Council's Technical

Committee on Library Service.

Additionally, we appreciate the helpfulness of Hazel

Woodson, Regional, Planning Council, particularly during the

1 July, 3.971 - October, 1973.



presurvey exploratory phase, and who rendered her assistance

throughout the enterprise; Philip Kuehl, Department of Business.

Administration, UniVersity of Maryland, for his contributions to

the desiyn of the survey instrument; Morris Hansen, Westat, Inc.

for his role in the :'ample design;, Marl: Waksberg, Westat, Inc.

who contributed a e:eat de-t1 to the survey, postsurvey, content

analysis, c-nca operations; and of Marcia Bellassai, Westat,

lne. for her e;:ienHvo analysis of survey data. Matthew Lee, Jon

Oyhus, nri Kobert.Jo:les, all of Westat, Inc., were most patient

and helpf--::1 progrk1J: ors.

The final exploratory testincj phase was a product of

the efforts'of a r,:iber of people, in addition to Edwin Olson.

To.Carelyn Fors:rian, doctoral .student-in the School of_Lilarary

and. Information Seyvices, university .of Maryland; Elizabeth Fage

Prince C.,,o3:ges! Public Library and the-staff of that system's

Community Library Inft,rmaLion Center (CLIC) ; Mary 7?.rth Duncan,

Jeffery dice ,. -Joan Taylor, and Mary Louis Saulsbury -- all of

the School of Library and Information Services we extend our

gratitude.

Finally, we appreciate the work of Marriane Swain and

Jean-Anne South, who helped pull it all,together-toward the close

of the Project.

Two of the 'chapters in this Report bear the names of

the individuals primarily responsible for them -- Brenda Dervin

and Edwin Olson, respectively. The authors did, however, input:

to these chapters and exercised ap editing function with respect

to them.

ii

Edward S. Warner
Ann D. Murray
Vernon E. Palmour
December, 1973
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1. SUMMARY

An overview of the iiterature revealed that urban resi.

dents apparenL7y have a multitude of information needs which are

not. 1,0ing reL.iefied within tha constraints of existing informa-

-tion resouree ,. and systems. There is general agreement in the

liLeeaLure iheL a focus on the information needs of urban resi-

dente,is necessary to' the develop.nent end management of delivery

systems to reet those needs. so that research that looks specifi-

cally at the nature of those needs appears to be desirable: The

central focus of this enterprise, then, has been on a cross sec-

tion of resiC:,nts in an urban environment and their everyday

infolmation n2eds.

A conceptual framework for the conduct of the study was

developed. This framework contained four basic elements: inch -

viduel residents, their needs,)scarces of information, and solu-
,

tions to needs and problems. It was determined that the

characteristics of each of the four cOmponents, as' well as of

the linkages or. interactions between the components, must be

understood because it was postulated'that along these linkages

the barriers to inforMation accessibility occur. These barriers

were typed as 'societal, institutional, physical, and intellecfual.

A review of the literature organized -around the conceptual model

was undertaken, revealing knowledge gaps. Major research ques-

- tions were then formulated.

The site for the study was the Baltimore Urbanized

Area, as defined by the'ZI.S Bureau. of the Census. 'A. multi-

metho-1 approach was employed to elicit data, although the

primary data-gathering technique was that of a cross sectional,



random sample household survey. A succession of survey instru-

ments were pretested and modified, resulting/in a questionnaire

utilizing both open-end and closed-end queries.

The rather large quantity of data obtained was coded,

sumilrizecl, and analyzed so as to produce a'number of insights

relaL5ve to inforrration necds, as well as information seeking

strate3ies and outcomes of urban residents.

The chronicling of information needs, their analyses

by sul)grcupseof.ir.dividuals, and a consideration of indiVidual

percepion of needs comprised the initial .concern in' the Proj-

ect's sulAstantive findings. Eighty-nine percent of the entire

sample cited at least one problem/question, with an average of

4.G problems/questions per respondent. These were coded among

109 specific categories and 14 general topic weas. Pi:obleffS/

quest ens were analyzed in terms of frequency of mention and

importance with continuous attention being given to the manner

in which the responses were elicited (aided vs. unaided). Among

other things it was found that the young, the highly educated,

thOse.with high incomes, and those in professional or managerial

occupations were more likely to cite problems/questions than the

cross section in the sample. Neighborhood, consumer, and housing

and housing maintenance were the most often-cited problems/ques

tions by the entire cross section.

The data indicated that those subgroups of individualS

who occupy the most disadvantaged positions in our society are

the least likely to articulate information or resource needs and

to report fewer problems/questions than other individuals. 'How-

ever, it would. be unrealistic to conclude that these individuals

have fewer needs fd1r information or services than.the.more advan---.
taged segments of the population.

p.
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An examination of the levels of information-seeking

activity indicates that certain subgroups of individuals -- the

highly educated, those with high family incomes, and the young --

emerge as information seekers. These individuals are more likely

to attempt to solve their problems by seeking information. They

use more sources in.doing so, and are more gregarious than the

cross section of those sampled. Although personal contacts con-

stituted a major means of seeking information for all subgroups,

the personal contacts of those who were well-educated and- earning

high incomes were perceived as being more "helpful.;" apparent3y

because the contacts were personal acquaintances and professionals.

"Success" in problem solving was found to be related

to the characteristics of respondents -- those with the highest

levels of_education and income were more successful.

In a final exploratory testing phase an attempt was

made to develop a methodology for assessing the capability of

library and information agencies to deal with the kinds of prob-

lems and questions identified by urban residents in the earlier

survey. Samples of "most important" problems/questions were pro-

po:;ed to five Baltimore region agencies which claimed general

information and referral activites as a major function.

The apparent capability to handle residents' informa-

tion problems/questions among .the agencies varied significantly,

_particularly when the problems/questions became more vague.

However, if the agencies tested had been linked in some kind

of a formal or informal resource pool, a reasonably high score

(78 percent). in satisfactorily dealing with the.problems/gues-

tionS would have been obtained. This may imply the develDpment

of an areawide referral system.

3



2. INTRODUCTION

2.1 Problem

Existing information technology, although rapidly devel-

oping, has not kept pace with the information explosion. One

arena in which the technology (and theory) has especially lagged

behind is that of the development and management of delivery sys-

tems forthe .information. needs of the urban public. During the

early history of urbanization, the library responded well to the

public's perceived information needs; however, the traditional

passive role Of the library as a diSsemination vehicle has not been

effective in contemporary urban society. Therefore, information

specialists must examine the means by which the changing informa-

tion needs of the urban'public might be met by the adaptation of

existing, institutions and/or the creation of new institutional

fOrms.

During the past decade, "user studies" have become a

popular tool in planning information services, and have been

indicative of a more aggressive approach to satisfying user needs.

However, most studies to date have EOCused exclusively on the

needs of the scientific community. These studies have focused

on such 17JTOUDS of users as graduate students, chemists, engineers,

etc. under the assumption that each population of users was

different. As such, conclusions are difficult.to compare and

extrapolate and dissemination mechanisms (i.e.,- current awareness

services, reference searches, etc.) have been developed to meet

the needs of.discrete professional groups rather than the com-

munity as a whole.

4



The inadequacy of present dissemination vehicles to meet

the needs in 'urban communities has been recognized by many infor-

mation specialists and has provided the inspiration for several

action Projects. These projects represent efforts to explore

alternative means of information dissemination in an urban setting

the Urban Information Specialist Project at the University

of Earyland, the Public Information Center in Baltimore, the

Apartment Libraries project of the Chicago Public Library, and

numerous library and information projects Operated with Model

Cities funds). Although such efforts are noteworthy, the experi-

ence gained through these projects will undoubtedly be of limited

applicability in the solution of urban information problems for a

number of reilsons:

1. Little attempt has been associated with these
projects to systematically identify urban informa-
tion needs As such, strategies for meeting thesc
needs have been at best hzphazard and formulated on
a hit-or-miss basis.

2. The conceptualization of project methodologies and
findings has been constrained by present resources
and mechanisms. Thus, the concept of information
has been too often limited to the narrow view of
information that is document - related and/or
restricted to general subject areas of interest.

3. With poorly formulated strategies and undefined
objectives, there is little.basis upon which to
evaluate the impact of projects on the community.
Techniques of assessing the impact of the new
mechanisms on the existing information system have
not been developed.

4. By restricting the beneficiaries of the new services
to specialized groups within a city such as the poor,
the Mexican2Americans, the blacks, etc., project
experiences have limited implictions for most
urban environments. These experiences will pro-
vide minimal insights as to how information needs
and usage differ among particular groups within
the city, and project results will not further
understanding as to which mechanisms are .effec-
tive with certain groups and why.



2.2 Study Objectives

Before better dissemination vehicles can be deNiised,

there is clearly a need for systematic research addressed to the

following central issues:

1. What are the !_nformation needs of the urban
community?

2. How are these information needs presently
satisfied?

3. Could institutional forms be devised to better
satisfy these needs (i.a. , more cf-ifectively and
economically from the public's viewnoint)?

This study focuses on these issues so that- the proper groundwork

can be laid for positive action to improve mechanisms in urban

environments. The study was designed to discover the inforMation

needs of residents within the Baltimore Urbanized Area. Particu-

lar emphasis was placed on the. information needs and the informa-

tion-seeking behavior of lower income groups.

2.3 Outline of Report

In Chapter Three the conceptual context within which

the study was conducted is discussed in detail. A model is

developed which provides a conceptual ramework for relating the

urban resident and his information rif.:!%. The available litera-

ture is reviewed, and gaps in existinc nowledge are identified.

Chapter Four discusses the s design and methodology

used in the investigation. Informatir ,2eds identified during

personalinterviews with urban resider , are presented in Chapter

G



Five. From the information needs the study progresses, in Chap-

ter Six to the information-seeking strategieS used by the resi-

dents in their quest to fulfill their needs. Actual search

outcomes are afialy7ed in Chapter Seven. Finally, the results

,of ,the final exploratory testing phase are reported in Chapter

Eight .

Details on the sample design, household survey method-

()logy, and other data felt to be useful, but too detailed for

the main body of the Report, are included as Appendices.



3. INFORMATION NEEDS OF URBAN RESIDENTS:

A CONCEPTUAL CONTEXT

by

Brenda Dervin

The central fecus of the large scale survey reported in

this volu3 is the typical resident in the urban community andhis

everyday information needs an0 problems. What are his information

needs and problems? From what sources does he get information to

satisfy his needs? To what degree are his'needs being satisfied,

11:;.s problerls being so1ved?

In essence., the study focuses on four basic.copponents --
individual citizens, information needs, information sources, and

problem solutions. These components might be termed the basic

elements of the information system for the typical resident

(Figure 1 presents a schematic drawing of the four components and

their interrelationships). The hope is that a presentation of

systematic, detailed evidence on these components of the.urban

information environment will help lay the groundWork for the

improvement of the information system serving the average citizen.

The purpose of this specific chapter is to place this

large-scale study in a conceptual context. This will be attempted

in two stages:

o A Model,for looking at the individual and his
information needs will be presented.

o The model will then be used as the organizing focus ,

for a review of the available literature and identi-
fication of knowledge gaps. Essentially, this
second section will constitute a "state-of-the-art"
presentation.

io
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Figure 3-1. Basic Model of Study
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3.1 A Conceptual Model: The Individual and His Information

Needs

3.1.1 Information and Modern Society

The fulfillment of everyday needs depends, at least in

part, on informzItion. Indeed, many communication theorists pos-

tulate information acquisition and its proper use as the basis

of effective human functioning. 1 Evidence shows that information

use is strongly related to.an individual's ability to make de-

cisions, his willingness to take risks, his ability to'achieve

successful outcomes, and to his feelings of personal effectiveness. 2

The individual without information is indeed powerless in a modern

society. He cannot seek'effective help or correct abuses. He

cannot benefit from the protection and servicQs the government

offers. He cannot get the most.froM his resources.

Given the abundance of information available in what is

popularly called an "information-overload, knowledge explosion

society," one would think that the typical resident would be doing

quite well. Yet, communication theorists have warned that "infor-

mation" as such is not enough.
3 Information needs to be managed

and controlled. Without this information management, society is

prone to information, imbalances wherein information is not equit-

ably distributed to all citizens or sectors. ,Under such situations

See, for example: Ascroft, 1969; Dervin, 1971; Rotter, 1966;
Hirschleifer, 1971.

2 See, for example: Bowes, 1971; Carigelosi et. al., 1968; Hill,
1963; Seeman, 1966.

3 See, for example: Dervin, 1971; Eisenstadt, 1'955; Etzioni,
1969; Frey, 1963.
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the' information necessary for both individual and societal

response to changing conditions often remains unavailable.

3.1.2 The Requirements of Information Management

The increasing .attention. being placed on "information

Celivery systems and "information retrieval" is, of course,

symptontic of a growing awareness of the need for information --

managment. Delivery systems are attempting to control informa-

tion in Wo senses. First, the systems are attempting to reduce

the nurliber of, any.. make more pertinent the sources an" individual

has to contact in order to get the information he needs. Se'cond,

the systems al!e attempting to bring together the specific. kinds

of information an individual needs in a form that can be used to

resolve specific questions. In short, the systems are attempt-

ing to Coal with precisely the four components with which this

study deals -- an individual, his needs,information sources,

and solutions (see Figure 1).

While most information delivery systems developed to

date deal with the needs of managers or -professionals,-the par-

allel to the nonoccupational needs of the,ave)!age Citizen is

obvibus. The two basic requirements of information management

appear to be: (1) access to,appropriate information sources:.

and (2) access to appropriate information solutions.

When one focuses attention on the information climate

of the.typical resident in an urban community., the necessity of

these:to requirements of information management becoMe even more.

apparent. One need only think of the diversity of average citi-

zens and the diversity of needs. Take, for example, one average

citizen -- John Lang. Mr. Lang must cope with the necessities

of food, shelter, and clothing. In addition, we plan to buy a

11



house soon. His wife is'expecting a baby. The neighborhood in

which he lives has been beset with noisy dogs lately. --And-,,the

family physician has just p4ssed away so Mr. Lang is looking for

a new dottor.

If Mr. Lang is to be his own informatiOn manager, he

.must e :-:posed to an almost overwhelming diversity of inforMation

4in farcr to deal with his tn7cblems in just one time span. He

needs7to know about the best places to buy products, how to buy a

house, how to care for .a new baby, how to find a new doctor, and

how to cope with noisy dogs.. Even, these few problems involve a

fan,t:JEAic array of information. Mr. Lang could prObably meet
/

his information ne&is if he screens out all other irrelevant

.information. Le would need to ignore information on tenant-
/

landlord problems, for example, or buying life insurance, hiring

building contractors, or on flood emergencies. Yet, he may well

be faced with each one of these now "irrelevant" problems in

the future when they could suddenly become "relevant."

This.picture ofan average citizen depicts the paradox

of information management in a- highly complex, highly diverse

society. 1 At one point in time, t4e individual needs both'di-

vorse ane'telective informational inputs. He needs the diversity

that allows for coveraggJf the range of his problems. He needs

selectivity which prevents hirri from,iffering fromeinforMation

overload. Yet, the itinforation he screens out today will possi-

bly be relevant tomorrow. In short, he is faced with a seemingly

impossible- task.

,

Thus, in order to satisfy his information needs, he

must have access not so much to "information" but to the two,
V

See Bowes, 1971; Dervin,
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requirements of information management: (1) appropriate infor-

mation sources; and (2) appropriate information solutions.

3.1.3 Darriori. _o Informatics

Within Lho conte.:t of the overview suggested above, it

now poL,:-;Ible to focus on the crucial issue underlying the

present study. What are the barriers which prevent the average

citizen from managing his everyday informatior needs and problems?

To in foeusin-1 on this question, Figure 2 shows an

expanded.vrtion of the basic model already presented. In this

version, both the elements of the model and the linkages between

these elements are explicitly delineated. Specific Illy, four

basic elements roust be accounted for: individuals, needs,

sources, a,id solutions. The model implies, of course,.. that in

order to understand an information system of concern we must

know about the characteristics of each of its four component

elements.

In addition, the model makes acCessible fur systematic

analysis the six basic, two-element linkages:

1. The linkage of individual residents to their
,information needs and problems; ,

' 2. Tho linkage of individual residents to their
information sources; .

3. The linkage of individual residents to solqions
to their needs and problems; = C

4. The linkage of information sources to information
reeds and problems;

1--1

5. The linkage of information needs and problems to
solutions to needs and problems; and

13



Individual
Resident
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Information
Needs and
Problems

(13)

Solutions
to Needs

and Problems
(D)

Figure 3-2. Expanded Model Incorpo ing Linkages
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6. The linkage of information sources to solutions
to needs and problem:.

Figure 2 points out clearly the basic research emphasis

which must he focused on before the information system that con-

fronts the average resident can be understood. The nature and

characteristics of the four e2emnts -- individuals, :needs,

sources, and r.olutions must be identified. More, importantly,

the nature of the linkages (or interactions between the components)

and the corresponding barriers to information accessibility must

be known, for it is along these linkages that the effectiveness

of the information system rests.

Figure 2. points only to the potential locus of the

barriers which may exist in the system. The model says nothing

about the underlying mechanisms which may be operating in these

linkages -- the mechwdsms which may be acting as barriers to

information accessibility. For this reason, it snould be help-

ful at this point -to posit a set of accessibility factors which

are conceivably operating in the system.

Using the individual as the focus, it is suggested that

he must have accessibility to information along 'five different

lines.

a. Societal accessibility. The infer-- ;:ion and the
resources necessary to satisfy th,
need must be available-in the soc system.

b. Institutional accessibility. The .formation
sources must be both capable and willing to
deliver the needed information to the individual.

c. Physical accessibility. The individual must be
able to make contact with the information sources
which have the information he needs.

d. Psychological accessibility. The individual must
be psychologically willing to see his needs as

15



information needs, to approach and obtain infor-
mation from appropriate sources, and to accept
the possibility that his problems can be solved.

'e. Intellectual accessibility. The individual must
have the training and ability that will allow him
to acquire and process the information he needs.

The introduction of these accessibility factors allows

the forirulation of hypotheses about the nature of specific bar-

riers to information accessibility as they operate along the

linLes delineated in Figure 2. By looking at each linkage, it

is possible tc suggelst the fcllowing specific kinds of barriers

to information accessibility.

o At Linkage #1 between the individual and his needs
... The individual citizen may be unaware of or
unable to verbalize his needs (intellectual
barriers). Or, he may riot see his needs as infor-
mation needs. Or, the quantity of his needs may
be so great that he loses the Will 4- cope (psycho-,
logical barriers).

At Linkage 42 between the individual and his sources
.. The individual may not be aware of particular

information sources (intellectual barriers). Or, he
may not be able to make contact with needed sources
(physical barriers) .

... The sources may consciously or unconsciously
prevent/the individual, from obtaining the informa-
tion that is needed (institutional barriers).

At Linkage #3 between the individual and solutions
... The individual may not have the information
processing abilities required to handle the'needed
information (intellectual barriers). Or, his .lack
of self confidence may prevent him from seeking
solutions or accepting the possibility that solu-
tions may exist (psychological barriers).

At'Linkage #4 between the sources and the needs
... The sources may not be competent enough or
organiZed enough to handle specific information
needs (institutional barriers).
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o At Linkage #5 between the needs and. solutions
... Solutions may not be available within the
community for certain types of needs- (societal
barriers) .

(1 At Linaqc 46 hotwecm the sources and_the,solutions'
Ini:ormation sources may :resent inaccurate or

unrelihle inforiv.aton (institutional barriers) .

... Information sources may be altogether lacking
(socictL1 barriey:s).

From the above, it can be seen that the major value of

positing the accessibility factors is not so much in their content

as it is in their forcing exaroination of ,each linkage point in

tcri,os of the different kinds of mechanisms which may be operating.

An illustration will help clarify the point. Most of

the past research dealing with use of professionals
1 as informa-

tion sources has been done with the unstated assumption that the..

individual citizen is responsible for failing to use those sources.

In essence, the studies have focused on only "physical" and "psy-

cholocjical" factors suggesting that either the individual's life

style or psychological orientation may have prevented him from

using professionals. However, after searching through the other

accessibility factors for an alternative explanation, the "insti-

tutional" factoi's emerge as a possible barrier to use of

professionals. :Professionals may show a distaste for some clients,

they be incempentent to handle some needs, or they may actually

prevent some clients from getting information.

Thus, the purpoq6 of introducing the accessibility fac-

torS is to concentrate on the interactive character of the infor-

mation system of concern. Figure 2',,by itself, emphasizes the

For a review of some of that literature see Greenberg and
-Dervin, 1J70; Dervin and.Grcenberg, 1972.
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elements in the system and should lead to the conclusion that an

individual's ability to cope with a given information need can

be no better than the available information sources and solutions.

In simplest trrs, Fieure 2 alone implies nothing about the direc-

tion with whiel influences may he flowing in the system; but, the

addition of tie, accesellJility factors begins' to incorporate

direction. Fjrc 3, a revised. version of Figure 2, tentatively

inco'eporates acccesibility factors and the influence-directions

which they imply.

In the next section of this chapter, the available

literature will be reviewed and the major unanswered research

questions will be raised in the context of the model above. The

model is tentative and subject to empirical test. However, it

provides an organizational framework within which to set f6rth

the scope and variety of research questions which kequire answers.

'In addition, the model provides a tool for organizing and inter-

preting the available literature.

3.2 "State-of-the-Art:" A Review of the Literature

3.2.1 Overview

The purpose in this ,literature teview is to convey a

sense of the "state-of-the-art" and to delineate major unanswered

research questions.

The strongest "impression" that emerges from the avail-

able literature is that the average U.S. urban resident is suf-

fering from a large and ever-growing information crisis. The

primary evidence for this contention comes from studies showing
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that citizens are frustrated in their attempts or are Unable to

get information for everyday problem solving. For example:

o Rieger and Anderson (1968) found that many of their
"general-population". adults expressed frustration in
finding information on such everyday problems as
f ins vial , conr,umer, and occupational planning .

o 1:ahn et. al. (1966) concluded that a majority of
people in society are uninformed about public and
private resources,. facilities, rights, and programs'.

o .Block (1970) found that a majority of his low-income
respondents would not ask advice from anyone on
where to buy a television set.

o Mendelsohn (1968) found that 60 percent of his low-
income respondents had no idea of where to go to
get information for problem solving.

o Greenleigh Associates (1965) found that from 20-55
percent of their low-income respondents did not
know where to get needed and relevant services.

The studies above present a sampling of the available

evidence. Obviously, the studies are lacking on several

dimensions. Ncne of the research has been done comprehensively

across the universe of everyday information needs. Most of the

studies have emphasized very restricted audiences. Yet, the brunt

of the evidence presents a clear picture of a general inability to

cope with informatiOn needs.

Such results are not surprising, given the sizeable

evidence that professionals are having the same problem in their

occupational roles. Indeed, the major body of available litera-

ture on information needs and processing focuses on such profes-

sional groups.
1

1 For five examples of studies dealing with the information
environments of professionals see Allen, 1965; Brownson,
1962; Cole and Cole, 1968; Menzel, 1958; Price, 1964.
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Another factor which supports the major impression of

an information crisis is evidence of the'immense quantity of in-
,

formation needs that emerae whenever people get a chance to

express them. Little direct, systematic evidence is available,

although tangential support conjures up an image of a dike

breaking.
1 New information agencies are reported as becoming

quickly overloaded with cases. Service agency representatives

who make public appearances quickly find their switchboards jam-

med with requests. Governmental agencies get overloaded with

requests for information that have nothing to do with their

functions. One study (Dervin, 1973) found that 185 respondents

generated 160 different information ncedS in response to just one

survey questionnaire item. .Another (Kahn et. al., 1966) esti-

mates that some five block areas with 50,000 residents in New

York City could keep an information center busy with 800 to 900

requests a month. Data from the only country where information

centers are institutionalized (Great Britain) shows that in one

year, the Citizen's Advice Bureaux averaged some 2,000 requests

per 100,000 population per month (Kahn, et. al., 1966).

In sum, the general overview is one which shows that a

large number of citizens have a sizeable number of information

needs which are not being satisfied within current information

systems.

3.2.2 Linkage ffl: Urban Residents and Their Information Needs

Figure 2 pinpoints this linkage as that between the

individual and his information needs and generates such research

questions as:

o What is the-universe of information needs for urban
residents?

1 Dervin, 1973; Furman et. al., 1962; Kahn et. al., 1966.
21
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Which subgroups of the population have which needs?

o How do different citizens perceive needs?

This link -- between the individual and his needs - -is

the crucial core of the information need focus, the basis on which

potential information centers can design the purpose and scope of

their tashs. It is surprising, therefore, that this linkage is

little researched. Not one single systematic study with a well7

sampled population was found to document the nature of informa

tion needs of different typos of people.

A few studies have provided beginning but undocumented

conceputalizations. Some
I refer to the logs of problems that

have come into existing agencies. Such studies of agency logs

have not been systematized, however, and do not recognize'the

difference between the needs individual citizens may have and the

needs that actually appear on an agency roster.

A number of other studies look at the users of specific

document systems and what needs these users are able to fulfill

within such systems. The mpst prevalent examples of such re-

search are library use studies.
2

. Such system user studies, how-

ever, are limitdd to specific information systems and generally

ignore needs that are not met\within that system or information

sources the user might be tapping outside that system. In addi-

tion, use of such specific systeMS is, of course, limited to

whatever informational format that System-provides. For example,

the primary informational format of the library has been print

media which, therefore, limitS the expression of user needs to

only those needs which are answered within the confines of print.

1 See Kahn, et. al"1966; Voos, 1969..

For, a recent and thorough,review of library use studies, see:
Zwezig, 1972. For examples of two classic library use studies,
see Eerelson, 1949; Campbell and Metzner,.1950.
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As noted by both Zweiig (1972) and Voos (19G9) , this restriction

eliminates many everyday problems. Thus,,at the central core of

our information system identification of the universe of infor-

mation nerds -- virtually no systjmalic evidence is available.

beyond this ha e fi , the I nd ividualLneed 11 ill:age

also 2,-iti:;es the one's Lion o I how ci tizens per.ceive their needs..

The di f I eren fm,11.4),-.1sc..5 0 needs may well act as barriers

to in I (inflation accessibility. An individual may not he aware of

his information needs or he. may not he al-Act to verbal. ze them.

In such cases , his access to the iniormation :-.:ystem would be

limited by int.11 nctual harriers. As another alternative, an

individn;i1 'Nis; he woll..awc.re" of his need but he may not see it as

an info ,nation need. For him, his need may be seen as resource

based so he would consider information to be irrelevant.

This issue raises the whole problem of defining an_

"information need," The definitional question is clear when an

individual wants-a simple informational fact (e.g., to know

today's weather report) . .The,sitUation becomes clouded, however,

when an individual wants information about: resources (e.g., where

to get: family counseling or emergency food dollars) . While an

information counselor may consider hisjob. done when he has ans-

wered the questions about resource locations, the individual. with

the need may be unsatisfied until the `resource is actually

delivered. Indeed; the individual with the need may consider the

information counselor a failure until the resource' is delivered.

However, assurance by a counselor of the delivery of resources as

well as information-enlarges the counselor's role from that of

informant to that of adviflor and advocate.

Thus, the entire definition scope of "burgeoning"

information agencies dependb, in part, on how people perceive
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needs. If individuals do not see problems as information prob-

lems, if they do not separate information from help or service,

then the entire basis for "iinformation" counseling is challenged.

Unfortunately, very little systematic evidence is

available which speaks to the crucial issue. Literature on Great

Britain's Citizen's Advice Bureaux (CAB) 1 indicates that the CAB

services go beyond information to advocacy -service in' as much as

40 percent of their cases (Kahn et. al., 1966), Indeed, the very

Philosophical tender pinnings of the CAB model were, developed on

the premise iat the CAB's would go beyond pure information

disseminatio) The decision, however, was an idealogiCal one

based on a fc -g of the need to protect British Citizens from

an ever-growl; overnment bueaucracy. In the United States, the

issue is a,cce versial one as documented by expressions of con-

cern over infr ,ation-advocacy by active librarians and informa-_

tion specialiees
2 Unfortunately, no empirical evidence has yet

been generated which would help clarify the issue in the 'U.S.

A few guidelines are available, however, from -tangen-

tial evidence, 3 which suggests that the 'way people express their

information needs may inexorably lead the information counselor

into the problems of advocacy and resource delivery. For example.;

one study (Dervin, 1973) showed that when asking for consumer-

information, 66.percenteof the general population respondents
.t)

wanted to know Specifically "where"toHbuy a product and 33e.per-.

cent wanted. to know where to .get the '"-best" buy,: In short,

people did not ask for information On "how" to shop.orethe-'

principles of good consumership'.: What they were looking for was

1 For a thorough introduction to the British CAB's, see Bernard
al.,1968; Kahn et. al., 1966; National Citizen's Advice

Bureaux Committee, 19-624. Ogg, 1969; Zucker, 1965.
2
See Furman et. al., 1962; Wilson Library Bulletin, 1970--

3 Dervin, 1973; Voos, 1969.
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specific, detailed behavioral information. Bundy (1972) made the

same point when she said that "the traditional stance of the li-

brary (has been) ... to provide, without critical comment or

advice giving; materials and information The individual drug

user does not come to the library to get a list of all the drug

rehabilitation centers in the city. People wanting to get on

welfare do not Want the .welfare system explained to them; they

want`'to know how to get on welfare (p. 166)." Such evidence

supports thcCAB notion that information and advocacy may be

inextricably linked. Much more evidence is needed, however, on

the psychological perceptions of needs and problems. It is on

the basis of such evidence thy.- information centers will plan

their message strategies and, indeed,...the scope of their

activities.

3.2.3 Linkage ;2.: Urban Residents and Their Information. Sources

Figure 2 pinpoints this linkage as that between the in-
.

dividual and his information sources and raises such queStions'as:

o What. sources are used by which individuals?

o What ,are the characteristics of-the sources being
used?

o What sources are seen as helpful by individual
citizens?

o .Why do individuals use particular sources? ifteof

Of all the linkages in the model, the individu41-source

linkage is the only one which has a sizeable body,of evidence

available. The nature of source use has long been a focus'of

several research traditions in communications research (e.g.,

diffusion of innovatipns, diffusion of news). Trust and belief
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"in sources has been.a major focus of persuasion research. And,

'recently, prganizationaj researchers have begun to fodus on the

nature of source relationships with clients or users.

It must he noted, however'that while a sizeable body

of relevant evidence is available, relatively little evidence was

found that speaks-directly and thoro4hly to the questions raised

above. Specifically, there is little evidence that deals directly

with the natuy:e'of source use for everyday probaems. More often,

the prior research has been concerned with source use in the

topic-free sense (i.e.', concerned' with, what sources people use

generally) or source use on political issues.

In reviewing the available literature relating to the

individual-source linkage, it is most parsimonious to do so in

terms of the accessibility factors posited as operating along this.

lin4ge.- Figure 3 suogests that four accessibility factors are

operating at this linkage point. 'The information sources.rela-

tionship with an individual is seen as being mediated by institu-

tional.factors. Consciously or'uncOnsciously,:the sources maybe

preventing the individual from makingeonte.ct Or getting the kinds

of information that are ne-eded. Conversely, the individual's'

relationship with' information sources is seen ,as being mediated .

by intelleCtual, psychnlogical, and physical factors. Intellec-
.

tually, the individual may be unaware of particular inforTatiOn

sources.: Or, psychologically, the individual may riot trust or

believe certain information sources. Or, the individtial's daily

life- may be such that he is not physicallybroughe in contact

with appropriate information source.

The most interesting of the reJevant studies deal with

the institutional barriers that exist between sources and eheir.

client's. These studies (most of them v,ery'recent in origin), sUg-

gest the importante of looking at how various components in an
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information system affect the individual who is attempting to use

the system. Typical findings from these recent studies show:

o Some social service agencies com.:,Inicate ineptly
with thei.,: cllentc, setting up bureaucratic
barriers or advertics too sparsely (Greenberg
and Mervin, 1970; Mendiesohn 1968).

Often the practition workino in social service
organization,; are uninformed about their client
life styles and needs and misunderstand and
stereotype their client wishes. (Stark, 1959;
Pratt, 1969; Kahn et. al., 1966).

o While few studies-have been done on the actual
nature of the practitioner-client transaction,
the available anecdotal evidence suggests that
professionals often "put their clients down"
(Clark, 1967; McIsa3c and Wilkinson, 1965).

o Some social service organizations may consciously
or unconsciously withhold service from their poorer,
less able clients. Studies suggest that bureaucra-
cies are self-maintaining and in ordbr td achieve
records of successes *ill avid cert6in clients in
favor of 'those that are more piddle. class less
handicapped,'more educated (Sjoberg et. al., 1966;
Scott, 1967; Levin and.Taube,1970; Turman et. al.,
1965).

While direct evidence is not available, indirect
evidence suggests that the electronic media in the.
U.S. contain little information thatiis useful in
decision making. Typical findings show that high
print media users are the only respondents who pos--
sess.accurate knowledge for decision making. In
additimi, respondents report that they got their
information for. decision making in the print media.
and .nOt through-the electronic media. Content
analytic -studies are needed, of course, to document
this point. If it is true, however, that the elec-
tronic media contain little useful information for
decision making, use of,. these media might be seen
as an institutional barrier to information
accessibility. (Block, 1970; Der-yin, 1971; Wade
and Schramm,. 1969).
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As a capsule, such studies suggest that institutional

accessibility factors are strongly operating in the information

system. Such studies arc only a beginning, however. Evidence

is needed on how these institvtienel harriers work against indi-

viduals with different hinds of j_nformation needs.

The more typical past research on the jnaividual-source

linkage is concerned not with lie%: souree relate Lo individuals

but how individuals relate to eourees. A major emphasis, of

course, has been focused on how .euich expx:ure different indivi-

duals get to different kinds of information sources.

While a great deal of ,:d earth has dealt with source

use, most of the available work deals in gross terms with the

quantity of exposure rather than quality. Thus, while we' know

that television is the most used medium in the U.S., we know_

little about what kinds of infoieation people are getting from

television. The same is true Of interpersonal and organizational

source use as well. We can make some inferences, however, -about

the quality of the average American's exposure to information

sources based on the quantity of exposure. Typical studies show

that:

o The most used and believed media in the U.S, are
television and radio with 69 percent of all media
time being spent oil these media, one-fourth of a
waking day for the aveiage adult. Given the'in-
direct evidence presented earlier that suggest.that
the electronic media lack the kind of information
needed for deciSion making, -the high electronic
media usage suggest that the average American's
media use does not supply him with useful
information. (Kline, 1971;.Greenberg and Dervin,
1970; Dervin and Greenberg, 1972; Westley and
Severin, 1964.).

o For many years, libraries were considered the
societal appointed information delivery system
designed to meet the needs of the average citizen.
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Yet, recent evidence shows that the magnitude of
library use is not widespread and is limited to a
self - selected minority of the more educated, higher
income citizens. in addition, evidence suggests
that the eualitl. 07 library use is limited primarily
to information awLilable in printed documents and
that librziries hive not generally coped with the
kind of social system information which is needed
to solve nitty-gritty problerls (Zweizig, 1972;
Voos, 1969).

o The most used source of information on most topics
for most people arc, family, friends, and relatives.
In fact, most interpersonal contacts for most
Americans are very homogeneous. People meet, talk,
and ask advice from people essentially like them-
selves (Dervin and GreenY)erg, 1972; Greenberg and

.Dervin, 1970; Katz, 1957) .

o Physical barriers play an important role in source
use. In fact, many studies suggest that the "law
of least effort" is a strong factor. Use of services
is generally negatively related to,distance. Most
people do not comparison rl-fep, preferring to purchase
at the first store visited. (Alexander et. al.,
1968; Udell, 1966;Zweizig, 1972).

o Awareness of potential information sources is low.
In evidence cited earlier,. a sizeable number of/
general population respondents expressed frustration
in finding answers to everyday questions. In
addition, in several studies, the majority of low-
income respondents could name no'one to whom they
would go for advice in everyday problem solving
(Block, 1970; Mendelsohn, 1968; Rieger and
Anderson, 1968; Greenleigh ASsociates, 1965).

o Use of nonprofit service organizations, and pro-
fessional sources is low. Several studies showed
that low -- income respondents resorted to such source
use,only for crisis issues. Others have indicated
that, in addition to use of family-friends-relatives,
the most used sources across all income levels are
commercial sellers or people who usually have a
vested interest in the advice they give. Unfortu-
nately, the data on this issue is sparse (Dervin and
Greenberg, 1972; Udell, 1966; Caplovitz, 1963;
Levine and Preston, 1970).
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In'sum, such evidence suggests that for the typical

urban resident contact with information sources that are appro-

priate and pertinent to solving everyday problemsis limited.

Unfortunately, much of the available evidence is indirect and

limited. Specific evidence is needed on the nature and charac-

teristics of iniormation sources used-with an analysis of which

sources are used by which citizens for which needs. In addition,

content analyses_ar-e-needed to determine the actual nature of the

information presented by different sources and the relevance of

the information transmitted to everyday problem solving.

Most of the studies that have dealt with individual use

of sources have focused on the intellectual and physical barriers

to exposure -- lack of awareness and lack of exposure. In addi-

tion to these studies, there is a final set cs available studies

that deal with the psychological barrier of source credibility
. .

or trust in sources. A great deal of evidence is available on

general trust levels of various mass media, particularly in .their

role as information sources on public affairs or political news.

However, little direct evidence is available on perceptions of the

credibility of information sources as these judgments relate to

everyday problem solving. The evidence generally suggests, of

course, thatsources that are not trusted are not used or are
=

used only under crisis in absolute necessity conditions. The

largest body of relevant evidence comes from the perceptions of

information and service organization sources by lo:-income adults.

These studies I show that mistrust and misinterpretation of estab-

lishment sources is high among the poor. Often, the popr believe

that social service agencies.are simply attempting to.get clients

to adjust to the status quo and are constantly checking up on

1
See, for example: Dervin and Greenberg, 1972; Clark, 1967;
Dordick et. al., 1969; McIsaac and Wilkinson, 1965; Levine
and Preston, 1970; Greenberg and Dervin, 1970.
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them. dents are often totally misinformed about the purposes

of social service agency contacts and often see these contacts as

exploiters rather than potential helpers. Unfortunately, no com-

parative data was Tound indicating middle class perceptions of

service organization and information sources.

3.2.4 Linkage t3: Urban Residents and the Solutions to Their

Needs

Figure 2 pinpoints this linkage as thatbetween an indi-

vidual and the solutions to his needs. The linkage raises such

questions as:

o What subgroups of individuals attempt to solve
their problems?

o What kinds of solutionS do individuals see as
helpful?

Figure 3 suggests that two accessibility factors --

intellectual and psychological play a major role in this

linkage. The first -- intellectual barriers -- suggests that

an individual may lack the education or training which would allow

him to understand the information which would satisfy his need.

The second -- psychological barriers suggests that the indi-

vidual may not possess the sense of self-confidence and sense of

esteem necessary to accept that his problem has solutions within

his own control.

Evidence on the operation of the first factor -- intel-,

lectual accessibility -- is quite clear and abundant. A large

body of studies1 show that people with more education are more

1 See, for example:- Hiltz, 1971; Parker and Paisley, 1966;
Rieger and Anderson, 1968; Spitzer and Denzin, 1966;
Zweizig, 1972; Tichenor et. al., 1970.
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likely to be information seekers, to be exposed to the print

media, to use more professional sources, to be more informed

generally, and to have less trouble securing information.

It must be remembered, however, that even with this

strong correlation between education and information use, no

evidence was found that clearly shows just how much of an advan-

tage education is in the current information environment. Educa-

tion is an advantage. But, the unanswered questions are, for

what needs? under what conditions? It might well be that for

certain.problem areas, education is not an advantage. It also

might well be that more educated adults Suffer from as many infor-

mation crises as the less educated with only the magnitude of the

crisis being different. These are all areas which need empirical

study.

More attention has been given to the intellectual.bar-

riers to obtaining solutions than to the psychological barriers.

However, several theorists concerned with self-esteem, personal

competence, and feelings of political effectiveness suggest that

individuals who have failed in problem solving in the past will

begin to believe that their problems have no solutions.
1

. No

studies were found. that applied these.notions directly to an

assessment of how past failure related to current use (or lack

of use) of an information system. The importance of the point

for planners of information systems is obvious. If failure in

information seeking leads to retreats from further attempts, then

information practitioners must cope with two issues. One is

how to reach those who have been beset with' past failures. The

other is how to prevent discouraging current clients with.failures

in the present.

1 See Bowes, 1971; Rotter, 1966; Seeman, 1966.
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3.2.5 Linkage #4: Information Sources and the Information

Needs

Figure 2 pinpoints this linkage as that between the in-

formation sources and information needs and raises such research

questions as:

o What sources are being used for what needs?

o How efficiently are the sources handling the needs?

o What sources are seen as "best" for what needS?

In general thil linkage is concerned with the ability

of information sources to handle specific information needs for

clients whohave them.

While there is not a great deal of available literature

which speaks to this question, that which is available is consis-

tent in findings. It is generally agreed that there is a great

deal of inefficiency and noncommunication in the inforMation

delivery system. Typical findings include:

o In one city, housing related organizations broke
down into two cliques who defined housing problems
differently (indeed, in contradictory terms) and
did not communicate with each other (Grunig, 1972).

o In several studies, social service agency directors
dgreedthat more coordination is needed between
agencies. However, one study (Noble and Wechsler,
1970) showed that only 24 percent of the organiza-
tion executives interviewed were actually willing
to share information to help in this coordination.
Other studies show that the organizations are com-
petitive with each other and that this co:ctition
prevents the communication necessary for
coordination. (Levine et. al., 1962; Sjoberg et.
al. , 1966; Kahn et. al. , 1966) .
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Several studies suggest that as many as 75 percent
of all information and service requests are handled
by sources for whom the request topic is only a tan-
gential or unrelated concern. In short, people end
up serving who are not the best qualified to do so
(Kurtz, 1968; Kahn et. al., 1966).

o Several studies suggest that people who attempt to
seek help face a frustrating maze of obstacles.
One study estimates that 75 percent of all informa-
tion seekers IGnst contact more than one agency before
they can get the help or information they need. A
test showed that the average request took 3.5 phone
calls to complete, with one-third of the inquiries
still remaining unanswered. (Kahn et. al., 1966;
Regional Health and Welfare Council, 1965).

The picture is one of inefficiency and lack of communi-

cation between various information sources. A great deal more

needs to be known. It is obvious from the anes.dotal literature

that the Informational environment within which social welfare

and service agencies operate is an elusive one, unlike the easily

catalogued and shelved print media information environment.

Little is known, for example, about how a novice practitioner

learns to operate within this elusive information environment

or how "information" experts emerge in such an environment.

Little evidence-is ovailable on how sources perceive the nature

of needs or about which needs can be handled within the existing

information system.

3.2.6 Linkage 45: InformationNeeds and the Solutions to

Needs 0

This linkage (described in Figure 2 as between' the

needs and solutions) is the most sparsely researched of all
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the linkages in our model. The linkage is concerned with such

questions as:

What kinds of solutions do different needs have?

o What kinds of information are needed for problem
solving?

o What needs lack either informational or resource
solutions?

On the surface, this linkage is concerned with societal

barriers to information accessibility or whether or not informa-

tion and resources exist within society to solve specific needs.

No research was found that deals with this question directly al-

though the import of the question for the planning of information

delivery systems is obvious.

In one small experiment that attempted 'D track down

solutions to information needs, one-third of the problems remained

unanswered at the end of the experiment (Kahn et.,a1., 1966). It

may be that societal resources simply do not exist for such unans-

.wered questions. In such cases the notion of information may be

irrelevant and, an "information" counselor's attempt to deal with

such problems may simply be futile. Or, it may be that resources

for some supposedly-unanswerable questions are so inequitably

distributed that only the few have access. Again, the problem

becomes less one of information and more one of power tnd advocacy.

Or it may be that resources do exist for the unanswered questions,

but information is not yet organized enough to allow individuals

to tap the resource Little empirical evidence is available to

make clear x resource -based versus information-based. distinction.

Yet, any immmmprovement of the information delivery system rests on

the ability to make such distinctions.
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Underlying this resource-information,distinction is an

even more complex issue -- that of what kinds of infOrmation are

needed in everyday problem solving. Little work has been done on

the nature or kinds of information which are necessary for pro-

viding solutions to problems. Indeed, the core notion of "infor-

mation" has been almoSt'totally ignored as an independent,

meaningful concept. Increatingly, however, theorists\ are sug-

gesting that information must he divided into types and that

successful information delivery depends on the ability to deliver

not just "information" but the appropriate types of information.

An extreme case illustrates the point. In the discus7,

sion of Linkage 42 (between individuals and scyJrces),\evidence

was presented which suggests that the print media are useful in-

formation sources for decision making while the electronic media

are not. With its focus on types of information, Linkage #5 looks

at why. One explanation suggested by several researchers 2 is that

the electronic media incorporate only "ends" information (informa-

tion about goals) without presenting "means" information (informa-

tion on how to attain goals). The means-ends distinction is one

that is emerging.in the literature.

Another distinction has been made (Dervin, 1971) in
/7

suggesting that three different components of information are

needed to satisfy everyday needs: (1) information about.alterna-

tive means to achieving an outcome; (2) information about. criteria

with which to evaluate the means; and (3) data which allows cri-

teria to be applied to means so that a final decision can be made.

Another study (Heidt, 1968) found that change agents failed in

1 See, for example: Ackoff, 1958; Dervin, 1971; Havelock, 1971;
Morris, 1969.

.

2 Dervin, 1971; Wade and Schramm, 1969.
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introducing birth control techniques in a developing country be-

cause they failed to transmit a particular type of information --

infor ation about the various consequences or side effects of

aborts n. Such distinctions in information types are needed so

that information practitioners will be able to collect and clas-

sify the now elusive data in the social service-information

-delivery field.

\\ 3.2.7. Linkage #6: Information Sources and the Solutions to

Needs

In'Figure 2 this linkage is delineated as the one be-
\tween information sources and the solutions to needs and raises

such\research questions as:

o What is the accuracy i("correctness") and reliability
(consistency across, sources) of the information
transmitted by sorces?

o What is the nature of the accountability process in
information delivery?'

o What mechanisms are being used to improve solutions
in the system?

The basic accessibility barrier working along this link-

age (as suggested by Figure 3) ;is institutional accessibility. ,

The concern.here is for the quality of the answers provided by

information sources. No evidence was found that tackled this

question directly. If, however, inferences can be made from the

evidence suggested for Linkage 44 (sources and the needs), one

would suspect a large degree of inaccuracy and unrealiability

exists in the system.

At, root,.this linkage raises the all important question

of the accountability of information delivery systems. In terms
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of our central focus ofd concern (the individuals with needs), the

best Measure of accountability would be case accountability in

which the success or failure of a source in solving each individ-

ual's need is recorded. No case-accountability studies were

found. Indeed, the typical system effectiveness measures used

to date in evaluating information systems have dealt with such

gross, institution-oriented concepts as circulation. Such

measures have been standard, for example, in evaluating the

success of libraries. 1 Yet, such measures say little about

the satisfaction of needs of target populations, of People with

information needs. What is needed is case accountability.evi-

dence which clearly shows what.needs are being satisfied,for

which clients by which information.sources. 2

The eventual aim, of course, is to improve the quality

of the answers available in the inforMation system. This improve-

ment would need to be based on a feedback process in which the

results from case accounting are constantly sent back into the

system.

Such accountability and monitoring is a highly contro-

versial issue. As noted earlier, studies,'have shown that social

service and welfare organizations become self-p..Aective and self-'

maintaining over time. This may be one reason whyone studyshowed

that a majority of organization directors in one community' were ss,

unwilling to contribute information to a centralized information

system (Noble and Wechsler, 1970). No evidence is yet available

on the degree of cooperation between agencies chartered as

"information" agencies as compared to those chartered as "service

or resource" agencies. 'No evidence was found on whether agencies

1 See Zweizig, 1972 for a recent review of this literature.
2 Kahn et. al., 1966 emphasized the need for this kind of

accountability.
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chartered as "information" coordinators help or hinder the

situation. The iSsue'is Most planners who.have posi-

tioned the potential functions of infOrmation centersl sug-

gested that one of the major values.of.such agencieS is that they

will be able to- reduce the 'red tape and inefficienc in the sys-

tem and improve the quality of information solutions. The clues-

i.don mustbe askedi under That conditions are information

agencies able to perform this placth needed system- improvement

function?

3.2.8 The Poor Suffer More

i

One issue that has been repeatedly but'indirectly refer-

red to throughout the review above deserves special attention..

No matter how we look at the information needs 'situation, the

poor residents in the urban community, ate suffering more from
[

the information crisis than more well-to-do citizens. Given al-
.-

most any linkage in the model, research shows that the poor are

more hindered by barriers to information accessibility. 2 It is
i

well supported, for example, that the less-educated, lower-income

members of society have more crisis needs, have less actual-contact

with appropriate sources as well as less ability to make contact,

417

have less ability to obtain solutions, and have less belief that

solutions are ob ainable. The research cited above also suggests

that some information, sources may be consciously or unconsciously

withholding infdrmation and resources from poorer citizens. It

1 See, for example: Davies, 1970; Furman et. al., 1962;
Roe1970.

2 For an overview of studies relating specifically to this
point, see, for example: Cohen and Hodges, 1963; Dervin
and Greenberg,. 1972; Herzog, 1963; Parker and'Paisley,
1966; Levine and Preston, 1970; Levin and Taube, 1970;
Tichenor et. al., 1970.
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is also possible to hypothesize that the poor are more likely to

have the kinds of,problems for which there are no solutions in

the societal system.

Whatever the focus, tho evidence clearly suggest that

the poor deserve special attention in an attempt to understand

. the information system which affects average citizens. Certainly,

the ultimate test of that systo;,; will be its ability-to deliver.

needed information to those citizens who are currently least

likely to benefit from information.: \

3.3 Conclusion

The clearest generalization'that can be drawn from the

above donceptu:_,iization and review of the literature.is-that

there are huge gaps in our. knowle,.3ge. WO know very little ,about

the crucial questions:
2

,

4). .What are the/information needs of urban residents?

e What subgroups ofcitiiens have which needs?

How are needs pei'ceived.by the different subgroups?

o Does:the average citizen see his needs in terms.of
_information solutions?

HoW can an.information -need be defined?

What information sources are seen as helpful by
indiVidua'1,residents?

Are information sources available to handle the
different needs that are expressed by citizens?

o

(1, 'Are information sources responsive to all citizens
with needs?

o What subgroups of individuals attempt to solve
theik problems?

40

te



How accurate is thetinformation which information
sources transmit? How reliable is the information?

What kinds of information are needed in everyday
problem solving?

What sources tire being used for that needs?

o What filechanisms can he used to improve the infor-
mation delivery system?

The list of unanswered questions is almost overwhelming.

It is clear that the much-used concept of information has received

very little research attention. Certain studies exist which have

emphasized the nature of decision making, the role of personality

in information use, the general exposure of citizens to different

kinds of sources. What is missing is research that looks specif-

ically at the nature of information and information needs.*

Several observers of the available research 1 have em-

phasized this point. Indeed, it is agreed that a focus on infor-

mation and information needs is the necessary step in beginning

to improve the quality of the information delivery system serving

the typical urban resident.

Briefly stated,-the purpose of the current study is to

begin to fill in the knowledge-gaps pointed out above. The central

core of the study is'its focus on the nature of the information

needs expressed by urban citizens. Around this core are built

related questions. What sources are being used to answer what

needs? What degree of satisfaction are citizens getting?

In essence, this study is an attempt to begin to fill

in the gaps of knowledge about the information system which the

See, for example: Dervin, 1971; neidt, 1968;.Hiltz, 1971;
Rainwater, 1969; Voos, 1969.
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average citizen attempts to use as he molds the quality of his

exisLence in a highly complex, information-oriented, technological

society. It is such :llowledge that will allow for the improvement

of that inforwition cystem.
(4
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4. STUDY DESIGN AND METHODOLOGY

Considerabl c effort was expended during the early

phases of this enterprise in laying the conceptual and design

foundations for research. Our aim during this developmental

phaSe was to design a methodology for determining the informa-

tion needs of urban residents and how these information needs

are satisfied. The activities which culminated in the develop-

ment of this methodology are presented in this chapter so that

-the reader can follow the gradual growth and development of our

thinking about the research problem and research design implica-

tions, thereby affording the reader a better appreciation of the

.design problems faced in the study and a better understanding of

the data obtained.

4.1 Study Desian

4.1.1 Propostd ipproach

In order to address the major research questions con-

cerning the.information needs and information-seeking behavior of

urban residents, a F-airvey of the general population in a diverse

but typical urban area was proposed. However, in that no prior

studies had focused on the everyday information needs of such a

broad spectrum of urban residents, the survey was to be preceded

by an initial phase during which a methodology would be developed.

A major.activity proposed for this phase was the use of group

interviews with heterogeneous groups of individuals to generate

techniques which could be used in a household survey. The produtft.

of this initial phase would bean instrument which (1) could be

used with diverse subgroups of individuals and which (2) would
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measure everyday information needs (not necessarily document

related).

The survey site was Baltimore, Maryland which typifies

in many r.:2spects nuvelous other large urban areas in the United

States. A probabiIjLy sample of 1,500 households was to be drawn

from the Urbonized -yea of Daltimore. Oversampling in the low-

income areas Kas pl.,ilded to provide adequate representation of

those individuals in urban communities who, according to available

evidence (seo Section 3.2.8 of Chapter 3) , are most 'information -

ally disadvaged.

1

4.1.2 Input of .Aclvisory Committee

In late September of 1971 a group of consultants was

convened to discuss the study design. The Advisory Committee of

consultants consisted of members of the library science, soci-

ology, business, and communications professions who had conducted

research relevant to this study. The consultants met with'Proj-

ect staff from Westat, Inc. and the Regional Planning Council in

an all-day session held at the Regional Planning Council in

Baltimore. Discussion during the meeting was focused on the

research methodology to be used. Within this broad area, several

specific issues were brought to the foe which had an impact on

the design of the study. These issues are discussed in detail

below.

4.1.2.1 Research Mcthodo3ogy

As originally proposed, the major study effort was to

be a household survey in Baltimore. Adopting this approach to
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data collection, it was recognized. that our data base of infor-

mation needs would have some limitations. It would be, to some

extent, city-specific and not generalizable to other urban areas

without some additional data collection. It might well reflect

seasonal variations in needs. The data base would be restricted

to those needs perceived by respondents and possibly contain a

predominance of needs that had not been met by the existing in-

--formation system since these needs would, of course, be more

salient to a respondent at the time of an interview. Reluctance

of respondents to talk about very personal and/or illegal issues

would also limit the number of information needs that would be

identified.

A more serious concern of Committee members was the

question of whether or not a structured or semi-structured inter-

view could be developed in order to el5 -1 data on information

needs. Another criticism leveled at t. ousehold survey

approach was that it would systematical: miss those persons

of primary interest, i.e., members of unstable and. transient

populations who are difficult to find at a home during the

hours when interviewing would take place. Alternatives to the

household sample survey suggested included in-depth sociological

studies of a few selected neighborhoods, interviews with unoffi-

ial community leadeis rather than residents, and group

interviews.

Another question raised was whether or not new data

collection was necessary --A:peril:Ts data available from hotlines,

libraries, and public agencies could be combined to provide a

data base of information need6. One crucial criticism leveled

at this approach was that such a data base would only reflect the

needs of a highly motivated population, i.e., those individuals

who had actively sought to obtain a Solution to their problems.
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The pros and cons of each alternative method of data

collection were discussed. Althbugh no agreement was reached as

to the "best" alternative, there was a consensus that no one

method would suffice arc that a multi-method approach would

maximize the validity of the findings.

4.1.2.2 RcE,u2ting Dociions

As a result of the meeting with consultants, some pre-

liminary decisions were made.. Weighing the assets and limitations

of each approach.to data collection, it was decided that a multi-

method approach should be used but that the major data collection

Would be through a household survey. In spite of the criticisms

leveled at the survey methods, the difficulties of obtaining an

unbiased sample and of developing an instrument did not appear

to be insurmountable. Although any insights could be provided'

by using alternative methods of data collection, it was felt that

the sample survey Would nrovide the least biased data and would

enable the formulation of some conclusions regarding the general

population in the Baltimore Urbanized Area as well as selected

geographical areas and selected target groups. However, it was

felt that some of the approaches discussed by'che committee

should be used'td generate hypotheses and to develop various

techniques which could be used in the final survey. instrument.

Prior to the survey, the developmental phase/of the

study would include three major a tivitios:

o A review of data curs ntly available at various
agencies and organizat ons in Baltimore that
provide information se vice's;

Conducting group interviews to generate some pre-
liminary data concerning information needs; and
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o Development and pretesting of instruments for use
in the sample survey.

The following sections describe each of those activities in detail.

4.2 Visits to Information Aecneies

A number of organizations which were known to provide

information services were visited by Project staff. The purpose

of these visits was two-fold. First, we were interested in

whether the organizations maintained records of requests made

and if so, how these requests were classified and analyzed.

Secondly, we were interested in the characteristics of these

services -- hoUrs of operation, method of inquiry (be telephone,

letter or walk-in), the role of staff vis-a-vis the persons

requesting information, and so on. Interviews were conducted

with staff members of six information services including the Di-

rect Line Column of the Sun Papers, the Health and Welfare Council

Information and Referral Service, the Public Information Center

of Enoch Pratt Free Library, the Montgomery County Hotline, Lower

Park Heights Community Coordinating Council, and Echo House.

These organizations were selected to represent, a range of

approaches to providing service the anonymoug telephone

information service, the community multi-service center, the

newspaper write-in-for-action column, and so on. A summary of

conclsions, based on visits to information services, is pre-

sented below.

Three out of te six .organizations visited maintained

records of inquiries received. Unfortunately, however, the

classification systems used by these three information services

were in no way comparable. In order to develop one data base

for types of requests received by the three organizations, a
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standard classification system would have to be developed and

applied to each inquiry received during a specified time period.

Among the three services, only one (Direct Line) had available

records of the actual inquiries received although admittedly the

verbatim accounts of requests were somewhat abbreviated and re-

worded for purposes of publication. On the other hand, the

record systems of Hotline and the Health and Welfare Council

were designed so that staff could code the request while speak-
/

ing to the inquirer, thus eliminating the need to record the

inquiry verbatim. While Hotline's staff codes the types of

problems identified, the Health and Welfare Council codes the

type of service about which information is given.

Although some arrangements probably could have been

made for comparable data collection over a short period of time

by these information services, these data would contain some

known biases as well as many unknown biases. As mentioned previ-

ously in connection with comments made by the Advisory Committee

members, perhaps the greatest danger of using these kinds of data

to develop a comprehensive data base is that those persons who

use information services are likely to be more motivated as

problem-solvers than those who don't use such service. By

creating a data base of information needs expressedloy users

of such services, there is no way of knowing how accurately

the data base reflects the needs of nonusers who may have more

limited problem-solving capabilities.

Other general observations with respect to service

approaches were noted. Although it is difficult to know the

exact nature of the populations served by these diverse organi-

zations, it is nevertheless apparent that Direct Line, Hotline,

the Health and Welfare Council's Information and Referral Service,

and the Public Information Center tend to serve more middle-class

.interests and more professionals than Echo House and the Lower

48



Park Heights Community Coordinating Council. It is interesting

to note the general differences in the service approaches of

these two groupings of the organizations. The former organiza-

tions emphasize anonymity of the inquirer, little or in some

cases no personal contact with the inquirer, and provision of.

information rather than direct services. These organizations

-exhibit varying degrees of individue.1 or case-oriented. advocacy;

that is,.they serve as mediators between the inquirer and a

bureaucracy that can be an obstacle.to.the setisfaction of the

inquirer's information or service needs. These organizations

only peripherally engage in program or pplicy advocacy, i.e.,

seeking administrative changes or new legislation. On the other

hand, the two'services set up to serve .inner- -city residents

emphasize intense personal involvement with the residents they

serve -- whether for the purpose of community improvement or

individual betterment. These two organizations (particularly

.,the Lower park Heights Community Coordinating Council) are

heavily involved in program and polidy advocacy by seeking to

promote changes in inner-city conditions and services.

As a resu of these visits to information services,

we .ere further nvinced that a sample.surve'l would provide a

less biased data base than would the use of available records

kept by various services in the city. Furthermore, our decision

to focus on a broader range of needs than simple information

needs was reinforced by the fact that the most disadvantaged in

the city did not appear to avail themselves of those services

maintaining a relatively neutral role in disseminating

information. Whether this finding could be attributed to

different needs, different problem-solving capabilities, or

different styles or service approaches raised questions re-

quiring further study and analysis.
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4.3 Group Interviews

The group interview was another approach selected for

exploring information needs during the developmental phase of

the Project. Such interviews, if conducted properly, result in

intense interpersonal interaction among those involved. This

interaction tends to reduce inhibitions thereby allowing "depth"

level,responses to emerge. By conducting' some group interviews,

we hoped to generate some hypotheses concerning information

needs and other relevant variables to be measured.

In selecting the discursion topics for the group sdt

sions, the task was one. of providing some structure for the

group leader while guarding against leading participants into

talking about specific areas of information needs. Leaders were

careful not to indicate to participants the aims of the study or

the name of the sponsoring agency prior to the interview, so

that the discussion would not be influenced by this knowledge.

\ The group leaders were a psychologist and a psychiatrist who had

previous experience using group techniques as a research tool.

\It was believed that only persons with such skills could conduct

the interviews in a nondirec4-ive manner and yet maintain control

%Dyer-the discussion. The group leaders were ot: the same race as

the participants in their groups.

Participants were recruited for two group interviews

through community organizations. One group consisted of resi-

dents of the Polish-American community in Baltimore, while the

other consisted of residents of a low-income:black.neighborhood.

A major difficulty in recruiting group participants was enlisting

the cooperation of typical residents of the community rather

than community leaders. The groups were ultimately composed of

a number of community leaders, a factor that resulted .in the

domination of the discussion by these individuals, and tended to

411
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influence the topics brought up durihg the interviews. Findings

using this data collection technique are'summarized below.

Much of the discussion during both group interviews

,centered on neighborhood problems and the need for organizing

the community to combat these problems. The tendency for the

.discussion to go in the direction of neighborhood problems can

probably be attributed to a number of factors. Community leaders

were more likely to participate even though efforts to recruit

typidal residents were made. ,Recruitment through community or-

ganizations resulted in a group of participants whose common .

link was membership in an organization involved in community

issues. The'discussion of social problems within the community

was therefore a natural starting point for the discussion.

Undoubtedly, participants also found it less threatening to talk

about what the community needed than what they as individuals

needed to solve problems of a more personal nature. Through

constantly refocusing the discussion to the needs of the parti-
,

cipants as individuals, some information needs were brought out.

The majority of these more personal needs had to do with nforma-

tion about services available.

The group leaders found it difficult to generate dis-

cussion by asking about information needs per se without first

identifying a specifiC problem and subsequently probing for

what information and/or services were needed for the individual

to obtain a solution to the problem. The result was that some

information needs were mentioned (e.g., where an abortion might

be obtained), but that often the ultimate solution to the prob-

lem would result from the provision of a service. However, in-

formation concerning available services was seen as an essential

link in the problem-solving process. It should be briefly noted

here that this approach to the generation of discussion concern-

ing information needs was the one finally adopted for use in the
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survey instrument. A thorough discussion of this approach and

of other techniques pilot-tested for the survey instrument is

presentedlaterin this chapter.

With respect to the sources of information used, find-

ings from the group interviews were to have a significant impact

on the construction of the survey instrument. A recurring theme

throughout both group interviews was the importance of informal,

interpersonal communication and personal influence in the trans-

fer of information and i,n the solution of personal and neighbor-

hood problems. Other sources of information mentioned included

media sources (newspaper, radio, television, books) and institu-

tional sources such as city agencies or programs. Exposure to

these sources and the relative effectiveness of the various

Sources of information available were to become major variables

through the survey instrument.

Originally, it was intended to conduct more than two

group interviews with diverse groups of participants. However,

findings from the two interviews conducted were so similar

.despite the diversity of the participants that we believed that

our energies wAld be better spent-ininstrument development for

the sample survey of households. The following section describes

the extensive pretest effort that went into the construction of

the final survey instrument.

4.4 Instrument Development

Over a period of five months (November 1971 through

March 1972), four pretests were conducted, during which nine

instruments were tested using a total of 58 respondents. Some

of t1-1-t. pretest activity was concurrent with the other tasks

being carried out during the developmental phase of the study
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(i.e., the visits to information services and the'greJup

interviews). Each pretest was built upon .the resLlcs of the

preceding pretests as well as upon input provided by the other

developmental activities in progress.

The interviewers forthe pretest were recruited through

an interviewing service in Baltimore. To the extent possible, the

same interviewers were retained throughout the courSe.of the 15re-

testing so that 'the study would benefit from their accumulated

experience with each new version of the instrument pretested. A

core group of four to-five interviewers conducted the interview-
,

ing and provided many insights for the revision and modification

-of each instrument until, by, successive approximation, a,satis-

factory instrument had been constructed.

Each pretest was preceded by a briefing conducted by

Project staff. This lasted from two to four hours. The instru:-

ments to be pretested were discussed question by question and

general guidelines for respondent selection were given. For

each instrument, half of the respondents were low-income, half

were m4"'-- to upper-income, half were black, half were white,

half were male, and half fem11e. Since these were pretests, no

rigid sampling procedures were followed. Interviewers were in -.

structed to use their best judgment in'seicting areas, of the

city in which they could find respondent: met our general

criteria. Interviewers and respondents matched on race in

all, cases.

Following each pretest, a debriefing was held for

several hours so that the interviewers could relate their.Lpe-

cific experiences.with each instrument.- Debriefing sessions

were tape-recorded so that Project staff whe were not able to

attend these sessions would have the benefit of listening to the
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intense interaction thatoccurred. Since most'of the interview-

ers aired their own,Opinions concerning the information problem,

in some respect5/the,debriefing sessions were comparabje to the

previously condticted group interviews and yielded similar kinds

of comments.

What follows is discussionof the pretests, describ-
,"

ing how, by trial and error, we' arrived at._ the final instrument

to be used in the sample survey. Since-our experiences may well

be instructive to those whO attempt to do further research in

this area and to those who seek a clearer understanding of the

data collected, instrument pretestifig has been dealt with in

some detail.

4.4.1 / First Pretest

The first pretest was jorimarily concerned.
,

with trying

out several techniques that,would generate statements of infor-

mation'needs by respondents. Experience with,the'group inter-

views, revealed how difficult it was for persons:to'understand

the concept of information and to respond, to direct qustioning,

aboUt their information needs. Three different instruments rep-

resenting three different approaches to this problem were devel-

oped and each was pretestec' with four responderits..

The firs-% technique consisted of 10 anecdot6s that

presented very specific situations in which a hypothetical per-

son or family found itself. The respondent was first asked to
ro

relate to the :situation described and then prescribe an anSwer

or a solution. Then the respondent was asked what he or she

sould do in that. situation. Finally,,the respondent was asked

if, he or she, had been in a similar situation and., if so, what
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had been done about it. An example of the sequence of question-

ing is giver below:

Anecdote: Bob can go to school to learn a trade
like meat-cutting. The course lasts
several weeks and will cost him $100.
Before he goes to all this time and
expense, he wants to know how easy or
harp it will be to find a job with
,his i new trade.

1. Who could Rob'ask about his
changes for finding a job?

2. What would you,yourself do in a
similar situation?

3. Have you ever needed to know
about job oppor;t.unities like
Bob did?

4. How did you go about it? ,What
did you find out?

Contrary to expectations, the respondents did not

generalize from the anecdotes. Instead of responding to one of

many aspects,of the situation described in the anecdote, they

,responded to the exact situation and could onlysidentify infor-

mation needs when those needs paialleltd'the needs of the person

described in the anecdote. Since the responses were very directed

rather than spohtaneous, they did not yield data that would allow

us to say anything concerning the di'Stribution of information

needs among the interviewe'e's.

According to the interviewers' reports, the question-

ing procedure was very monotonous and respondents felt as though

the interview was a test of knowledge. Consequently, when asked

what the person deScribed in the anecdote could do about his

problem, respondents tended to give what they perceived to be

the desirable or "correct.' response. There were many mentions

55



of establishment sources such as the Consumer Protection Service,

the Better Business Bureau, the "Mainline" column in the news-

paper, and so on. llowever, if a respondent himself had experi

enced a similar problem, his solution was usually obtained in an

altogether different manner, e.g., by contacting a fried or a

professional who served him. This finding led the staff to dis-

trust data on information sources that were obtained by asking a

respondent about potential sources as opposed to actual sources

used for information.

The,second technique pretested was a very unstructured

diary approach. Interviewers were instructed to have respondents

recount their activities from morning until evening of the pre-

ceding day. By probing, the interviewers were to draw out Infor-

mation needs associated with the activities of the respondent.

For example, if a respondent went to the grocery store, the in-

terviewer might probe to find out if information was needed about

wght products to buy, where to get bargains, and so on. For each

information need identified, the interviewer recorded what'

sources of information had been used, what inf6rmation or advice

had been obtained, and what other information would be needed to

answer the question or solve the problem. If no sources of in-

formation had been used, respondents were asked what they planned

to do to get an answer or a solution.

Specific problems and information needs were identi-

fied in this fashion; however, there was no:standardization of

the questioning procedure: Interviewers communicated their:

concern over this lick of standardization and believed that

another interviewer would have obtained different results with

the same respondents. Through intense interviewer training, a

greater measure of control might have been introduced in using

this technique; however, this. would not have been. feasible .for

a large-scale survey such as the one being planned. One further

56



disadvantage of this technique was that the information needs

identified were unanswered or unmet needs. Because of the time

frame of one day, respondents were not likely to have initiated

and completed r-arches for the answers they needed. Consequently,

this approach generated no data that would allow an evaluation on

the effectiveness of various sources of Information in answering

the.questions.

The third approach used in this pretest consisted of

asking respondents if they had any information needs in six

different' topic areas -- questions about their neighborhood,

employment, health, housing, education, ane consumer information.

The questioning procedure about each subject area began with an

introduction in which many examp3es were given so that respon-

dents would have response cues. Subsequently, respondents

were asked what information they needed and who could give them

the information. An example of a typical sequence of questions

for a subject area is as follow:

Introduction: Now let's talk about jobs. Some
people are looking for jobs, are
worried about losing their jobs,
or are simply.unhappy with the
jobs they've got for some reason.
Others may want to work and cannot
because of responsibilities at
home or for other reasons.

1. Do you have any similar prob-
lems or concerns?

2. And could you tell me about
that?

3. Who do you know or know about
that could give you some help
or some good information?

4. And what kind of advice or in-
formation would you need to
solve this problem?
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This instrument was, according to the interviewers,

the easiest to administer. Unlike their experiences with the

other two.approaches, respondents were put at ease and inter-

viewers found that rapport was established quickly. - However,

many of the responses obtained were very general. For example,

respondents would talk about an issue such as the tight job

market, without specifying a particular instance in which they

needed information. The data on sources of information were

unsatisfactory since it was difficult to determine whether a

respondent had actually initiated a search for information and

whether the sources mentioned were actual sources used or poten-

tial sources to be tapped for information. The interviewers also

complained about the monotony of the sequence of questioning for

the respondents.

The data generated by pretesting these three techni-

ques proved to be lest than satisfactory. A tech que that

would result in spontaneous mentions of specific information

needs without leading respondents was needed. The questioning

procedure would ha . to be sufficiently structured so that the

data would be reliale regardless of the number of interviewers

involved in data collection. A sequence of questioning would

also have to be developed for generating data about actual

sources used, rather than hypothetical or potential sources.

4.4.2 Second Pretest

In the second pretest, one instrument was used with

six respondents. There was a lengthy introduction to the

interview. The interviewer read one example similar to those

used in the topic-areas questionnaire pretested earlier. In the

example, a number of different questions or problems about

neighborhoods were listed. Then the interviewer said, "Now

58



let's forget for a moment the problems that these people have

and think about the problems that you in particular or that

members of your family have. We are interested in any problems

where some information might be useful to you." The following

sequence of questioning was used for two information needs per

respondent.

1. Have you needed information recently to solve
a problem or to answer a question that has
been bothering you?

2. What was the problem or question you had?

3. What information did you need?

4. Were you able to get the information you
needed?

Following this last question there was a branch in. the

.questioning procedure for those wIlo had obtained the information

they needed and for those who had not. A.series of questions

followed to determine the characteristics of those sources used

by the successful respondents and sources used (if any) by re-

spondents who had been unsuccessful in getting the information

they needed.

In spite of the carefully worded introduction used by

the interviewers, all of the information needs mentioned by the

respondents were related to neighborhood problems. Possibly,

had allowance been made for recording more than two information

needs per interviewee, respondents would have exhausted theix

concerns about the neighborhood and mentioned needs in other

areas. However, because of the questioning on sources, the

length of the interview would have exceeded the 30- to 45-minute

limit that had been set since more time would be taken in iden-

tifying and recording information needs.
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Two other major difficulties were experienced with

this questionnaire. Note that respondents had first been ques-

tioned about the problem or question they had and then asked what

information they needed. In most cases, respondents could not

make a distinction between the problem and the information. need.

Responses to the second question were a repetition of what was

said earlier. Sometimes respondents were insulted by the second

question and made comments such as, "Obviously I need to know

what to do about it."

Respondents often did not distinguish between getting

the information they needed and getting a'solution to the

problem. Since an,important branch in the questioning proce-

dure was based on the respondent's understanding of this dis-

tinction, the wording of the questions concerning sources used

was often inappropriate for the respondent's particular

situation. In addition, some data on sources was lost because'

the form was not designed for recording information about more

than one source used by the respondent.

Also in this instrument, pretesting for the first time

included measures of other variables, which included exposure to

interpersonal sources (e.g., number of contacts in the past week,

membership in organizations), access to telephones, knowledge and

use of some information services in the city, library use, means

of transportation, and demographic variables (i.e., occupation

and education of respondent, age, income, sex, and race). Some

modifications and deletions Were made as a result of this pretest.

The questions concerning knowledge and use of specific information

services were deleted. Respondents had been asked whether they

had heard of two spec:lic telephone services. As a check on the

accuracy of the data yielded by this kind of questioning, we also

asked about a nonexistent intormation service. Three out of the

six respondents claimed that they had heard of the service and
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could describe in some detail the kinds of information that could

be obtained from it. Because of this finding, this method of

questioning was rejected as a means of getting accurate informa-

tion about 1.,nowledge of sources.

4.4.3 Third Prete!zt

In t e third pretest, the number of respondents was

increased to twenty and a panel design was used. Respondents

were interviewed during the interviewer's first visit, asked to

keep a diary for five days, and were visited a second time for

a followup interview. Respondents were offered a small appli-

ance as an incentive to participate in the study. By using this

design, we had the opportunity to modify the diary approach used

earlier and to test several other techniques at the same time.

The initial interviews were seen in one respect as a means to

communicate to the respondents the kind of information they

shoulld record in the diary during the week. By having respon-

dents record their infotmation needs as they arose, the staff

.had hoped to obtain more spontaneous mentions. Information

needs logged in the diaries were to be used as the soLarting

point for the followup interview, during which the interviewer

would collect detailed data on sources of information used.

During the initial interview, half of the respondents

were administered one instrument and half received a completely

different instrument. The first instrument, wl':_ch was called the

Topic Areas questionnaire, was basically a refinement of a ques-

tionnaire used in the first pretest'. In that questionnaire,

examples of needs falling into various subject areas were read

and the respondent was asked if he or she had had any similar

questions or concerns. However, several important changes in

approach were made. First, before reading any examples to the
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respondent, we tried to get spontaneous mentions of information

needs by reading this question:

We are interested in finding out what kinds of .

questions come up in the ordinary course of a
day that people have trouble getting answers to.
I'd like you to think back over the past few days
or weeks and tell me if you can think of an in-
stance where something came up and you needed
some help or you needed to know what to do or
maybe you just needed some information. Can you
think of something like that?

Interviewers were to probe for up to four ::riormation.

needs without making any leading statements. Afterwards, respon-

dents were directed to think about 17 topic areas. Examples such

as those used earlier were read for five topic areas -- neighbor-

hood, recreation, health, education, and consumer problems. In

order to include more topic areas without making the interview

monotonous, 12 more topic areas were introduced b_ mentioning the

names of the topics rather than by reading examples. These 12

topic areas were drugs, family planning, legal matters, cultural

activities, housing, day care, abortion, voting and registration,

'hobbies, public assistance, employment, and transportation. The

list of topic areas, although somewhat arbitrary, was developed..

using classifications of reauests received by various information

services in'Ealtimore. No data or sources used were collected

with this instrument since the followup interview was designed

for this purpose.

The second version of the initial interview was called

the Self-Anchoring questionnaire. The approach was- similar to

that used by Kilpatrick (1964) in a study of occupational values.

In a self-anchoring scale, the respondent is asked to define the

top and bottom or anchoring points of the dimension on which

scale reasurement is desired. The respondent is then asked to
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use this self-defined continuum as a basis for further question-

ing about his perceptions, values, or goals. For this study,

two dimensions were selected -- personal aspirations, and aspira-

tions for the community. For personal aspirations, the respon-

dent was asked first to imagine and describe his futilre in the

best pOssible light. Then he was asked to describe his future

in the worst possible light. Afterwards, the interviewer showed

the respondent a ladder numbered with 10 scale positions. The

top of the ladder represented the best. future as the respondent

had described it, and the bottom represented the worst possible

future. Then the respondent was asked where he thought he stood

on the ladder at the present time and why he did not place him-

self higher.' For each reason given,_he was asked if there was

any information he needed in order to change or-improve the

situation. A similar questioning procedure was used for the

dimension of aspirations for the community.

Of the two approaches; the Topic Areas questionnaire

yielded the better data. The Self-Anchoring questionnaire

elicited unrealistic wants and desires of respondents, such as

"living on a boat and not working for the rest of my life," and

general fears about financial security. With the Topic Areas

questionnaire, more realistic and more diverse needs were

identified. There was an average of one spontaneous mention

of information needs per respondent with this questionnaire.

Overall, on the average, five needs were identified using the
...-

topic areas approach as compared with 3.5 per respondent with

the self-anchoring approach. Table 4-1 presents the number of

times various areas of need were mentioned by respondents to

whom the two instruments were administered.

The second half of the initial interview was used to

collect demographic data as well as other data related to access
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Table 4-1. Information needs identified during the initial
interview of the third pretest*

Topic Areas
Questionnaire

Self-Anchoring
Questionnaire

lAreas of
of Need

Spontaneous
Mention

Diiected
Mention

Personal
Aspirations

Aspirations
for the

Community

Neighborhood 1 8 0 8

Recreation 0. 5 0 0

Health -1 2 1 0

Education 0 2 2 0

Consumer 1 5 0 0

Family
Planning 0 3 0 0

Drugs 0 5 0 1

Housing 1 2 2 3

Day Care 0 2 0 0

Legal Problems 0 3 0 fr 0

Public
Assistthace 1 0 0 o

Employment 4 0 0 0

Financial
Matters 2 * 7 0

Transportation 1 0' 2 0

Crime 1 * * 0 4

Family
Problems * * 2 0

Discrimination 0 * * 3 . 0

Total 13 37 19 16

*
Based on responses of 10 persons per questionnaire.

**.
These topics were not.suggested to the respondent in the Topic
Areas questionnaire.
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and exposure to sources of information. This section was some-

what expanded over what had been included in the second pretest

with the addition of questions pertaining to exposure to media

sources (TV, radio, newspapers, magazines), type of dwelling,

ownership of dwelling, Marital status of the respondent, and

number of minor children in the family:

Following the initial interview, respondents were

asked to keep a daily diary of any questions that had come up

during the day. They were also instructed to write down the

names of the people they had spoken to about these questions so

that they would recall this information when the interviewer

visited them for the followup interview. The information obtain-
_

ed using this diary approach was no better than that obtained

using a single interview. An average of two needs were recorded

per respondent for the entire five-day period. The information

needs recorded were not entirely spontaneous as evidenced by

repetitions of needs identified during the initial interview.

Also, the instrument administered to the respondents during the

initial' interview affected the types of needs recorded in the

diary. Those who had received the Self-Anchoring interview

tended .to record fewer speci:ic needs and more global, concerns

than respondents who had received the Topic Arctas qUestionnaire.

In reading the diaries, one got the impression that the respon-

dents felt obligated.to record at least one or two information

needs and forced themselves to make up something to write in the

diary. The diary also posed serious problems for low-income

respondents who had difficulties writing. Since we were partic-

ularly concerned with identifying the needs 'of the low-income ..

population in the Baltimore Urbanized Area, we could not use a

data collection technique that yielded poor data for respondents

having Lo reading and writinq'skills.
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The followup interview for all respondents was designed

to collect data on information-seeking behavior, sources used by

respondents, and effectiveness of these sources. Two needs that

had been noted in the diary were selected for in-depth questioning

based on the respondent's selection of the most important needs

that he or she had listed. Since we had found during the second
...

pretest that few respondents understood the distinction between

an information' need and a problem, and between getting the needed-

'information and getting a solution to the problem, several impor-

tant' changes in approach were made in the follcwup instrument.

The first change was a matter of wording the questions: No dis-

tinction, was made between the problem and the information need

by using 'the phrasing "question or problem?" The interviewers

were instructed to use probes such as' "And what.did you need to

know about this?" in order to elicit statements of specific in-

formation needed while respondents were describing the problem

or question they had. Rather than asking respondents whether

they had.gotten the information they needed, they were asked if

they had gotten "an answer to this auestion or a solution to

this problem." By blurring these. distinctions, theJquestions

asked would fit many situations, ranging from a need for simple

informatiob to answer a question-to a more complex nead for

advice or services to solve A problem.

Since the second pretest was to question all respondents

in an identical manner concerning sources used regardless of whether

or not they shad obtained a satisfactory answer or solution, it con-

stituted another major change in approach. The foilowup instrument

was also designed to collect data on more than one source, and on

several kinds of sources. A series of questions were asked-about

each person contacted, such as occupation, how the respondent

knew the person contacted, what information or suggestions the

person gave, and so on. Following the questions about interpersonal
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sources, questions were asked about information that may have

been obtained from media sources including radio, newspaper,

television, and magazines.

. The development of this in-depth sequence of question-

ing about actual sourcer, .sed was guided by some of the distinc-

tions tested in a survey by Katz. and Lazarsfeld (1955) concerning

the effectiveness of sources of information in determining behav-,

for such as adopting new fashions. It was found, for example,

that while the influence of persons was most effective in deter-.

pining whether or not a respondent took some action, media.sources

played a contributory role in increasing a respondent's general

awareness'. Fbr example, a media source may make a person aware

of new products on the market, but many persons only buy new

products after finding out that a friend has tried and likeS the

product. The friend as a source of information exhibits decisive

effectiveness while the media exhibit contributory effectiveness.

When Katz and Lazarsfeld asked respondents what caused them to

buy a product or to try a new fashion usually respondents de-

scribed their action as the result of an:interpersonal contact.

However,' when asked directly about information obtained from

media sources, many of these sources were foUnd to have made

some contribution in determining-the respondent's behavior.

In this study we were concerned that respondents would

not mention important sources of information such as public ser-

vice announcements unless directly questioned about media sources.

For example, a person may be aware of the telephone number to call

'about consumer complaints because of a public service announcement'

on the radio, but he or she may not call the number until this

action is suggested by a relative or friend. By only asking about'

interpersonal sources of information used, the data concerning the

awareness created by the radio announcement would be lost. In

order to measure the dimension of effectiveness, all respondents
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were asked in the followup interview to designate which of all

the sources mentioned had been "most important in terms ofd giving

good information about this question or problem.y Finally, re-

spon(lents Were asked if they had obtained a "sa,tisfactory answer

to the question or solution to the problem" and, if not, what

else they planned to do.

Follow g, the in-depth truestionIng about sources used
for two problem or questions per respondent, q, uestions were

asked about oZganizational membership, number of contacts in,

the past week, and self-designattd opinion leadership. Although,

according,to recent research, the concept of opinion leadership

has been/somewhat muddled, the opinion leader has been described

as a person who exposes himself or herself to more sources of

information than the nonopinion leader and often serves as a

catalyst by sorting, digesting, and filtering this information

'down to nonopinion leaders. (Katz and Lazarsfeld, 1955). 'Thip (,

theory is also'called the two-step flow of communication, be-

cause opinion leaders are seen as receiving anf', evaluating in-

formation before passing-it on to nonopiniOn.leaders who are

then personally influenced by the opinion leader rather than by

the original source of the information.

Because it was thought that the dimension Of opinion

leadership might be useful in developing a profile of these per-

.sons in the sample who were successful in problem-solving (as

opposed to those who'had less .success in getting solutions),

questions previously used for identifying opinion leaders were

added to the auestionnaire.(Katz and:Lazarsfeld.1955).

Correlates of opinion leadership, such as number of contacts in

the past week and number of.organizations belonged to, were also

measured. The type of organizational membership was also of

interest as a potential.means of communicating with persons

about new information services. If it was found, that persons
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who have the least problem-solving capabilities were more likely

than others to belong to a certain type of organization (e.g.,

churches or veterans' groups), information could be disseminated

to this target group.through these organizations. Accordingly.

data on typo of organizational membership were also collected.

The data yielded by the followup instrument were the

best obtained to date. Poweve, the questioning about two in-

formation needs resulted in a fa/irly lengthy interview even

without a section for the identification of the information.

needs of the respondent. The amount of source data collected

would have to be considerably reduced so that the total inter-
/

view time would not exceed 45 minutes on the average.

Based on this third pretest,"a number of conclusions

were made. First, tl,ere did not seem to be any advantage in

using the panel design to get. spontaneous mentions of information

needs. One interview per respondent would be less costly and,

would yield better dafa than the diary and reinterview approach.

The topic areas.approach represented an acceptable compromise,

since it yielded both spontaneobs and directed mentions of in-

formation needs. Without the directed mentions, the data base

of information needs would be small. It was etimated, based

on the pretest results, that approximately one-third of thethe

would not make spontaneous (mentions of information

needs. If the instru:rent was restricted to only spontaneous

mentions.of needs, information would be lost on both the needs

and information- seeking behavior of many respondents. By col-

lecting date on both spontaneous and directed mentions, it would

be possible to create two data bases, test for differences, and

collapse the data bases if no differences wore found.

With respect to the source data, it was decided to

question respondents in depth about sources used for only one

69



information need. This information need would be the one select-

ed by the respondent as being of most concern to him or her.

By using this selection criterion rather than a random selection

procedure, it was hypothesized that data would be obtained or more

sources used since respondents would be more likely to have

initiated a search for information to answer a question or to

solve a problem of great importance to him or her.

Finally, the instrument would contain measure of ex-

posure and access to information sourceDs, opinion leadership and

some correlates of this variable, and'demographic variables for

use as predictors of information needs and information-seeking

behavior.

4.4.4 Fourth Pretest

The fourth and final pretest was conducted with twenty

respondents. The instrument contained five major sections. The

first.ection was used to identify information needs, first by

getting spontaneous mentions, followed by directed mentions using

the topic areas approach. Interviewers. obtained directed mentions

by reading examples for four areas and then by reading a list of

ten additional topics.

The second section of the instrument was designed to

collect data on sources used for the respondent's most important

question or problem. Space was' provided for recording informa-

tion on a maximum of six interpersonal sources and one of each

of the following medi.a sources: television, radio, magazines,

and newspapers. If more than one source had been used, respon-

dents were asked to designate the most helpful source.
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The third section contained the opinion leadership

questions and measures of the correlates of opinion leadership

(number of contacts, organizational membership).

The fourth section was used to measure access and

exposure to various information sources. A series of questions

were asked concerning library use, readership of magazines and

newspapers, access to a telephone during the day, ownership of

television sets and radios, and major means oftransportation.

The last section was used for collecting demographic

data including such variables as ownership of living quarters,

family size, designation of head of household, number of.children

under 16 years, number of persons G5 years or older, occupation

of the respondent and the head of household, marital status,

education of respondent, age, income, sex, and race. To the

extent possible in this section, questions contained in the 1970

Census questionnaire were used so that comparisons could be made

with 1970 Census statistics. ti

Table 4-2 presents the frequency of spontaneous and

directed mentions of various kinds of questions. or problems. An,

average of one spontaneous mention was obtained per respondent.

Six of the 20 respondents mentioned'no information needs

spontaneously. Overall, including both spontaneous and directed

mentions, an average of four inforMation needs were obtained per

respondent.

/ After the fourth pretest, a few modifications were made

before the instrument was finalized. The question for obtaining

.spontaneous mentions of information needs was shortened, and word-

ing similar to that used by Rieger and Anderson (1968) was

substituted. Three specific probes were given for interviewers
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Table 4-2. Areas of information needs mentioned by 20 respondents
in the fourth pretest

Areas
of Need

Spontaneous
Mention

Directed
Mention Total

Neighborhood 3 15 18
Consumer/ 3, 7 10
Housing 0 8 8
Employment 1 4 5
Education 1 3 4

Health 1 4 5
Transportation 2 4 6

Recreation - 1 2 3

Financial Matters 6 4 10
Discrimination 0 1 1
Day Care 0 2 2
Family Planning 0 0 0

Legal Problems 1 0 1
Crime and Safety 2 4 6

Other 1 ) 1

Total 22 58 80

to use. These probes were neutral in that they did not mention

topic areas or examples of needs. -'

Some changes were made in the source section of the

instrument. Books or pamphlets were included as a media source

along with radio, television, newspapers, and maga'zines. Also,

a question concerning the library as another possible source was

inserted.

A copy of the final dnstrument is contained in

Appendix B of this report.
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4.5 Household Survey

4.5.1 Sample Design

The geograph.Lcal boundary adopted for the study was the

Baltimore Urbaidzed Area as defined by the U. S. Bureau of the

Census. One of the Project objectives was to study the informa-

tion' needs of the urban poor waich required that the sample design .

insure a representative sample of this class of citizens as well

as being representative of the overall population of the Urbanized

Area. The purpose of this section is to summarize the sample

design (see Appendix A for details).

Although the units of analysis were to be individual

respondents, a probability sample of households was desired. The

study specifications called for interview attempts with 1,500

households with an expected 1,000 completed interviews. A. strati-

fied multi-stage sampling procedure was used to obtain a repre-

sentative sample of urban residents 18 years of age and over within

the Baltimore Urbanized Area. The first stage sample was selected

by drawing a probability sample of blocks, followed by a sample of

households within blocks and ultimately a sample of individual

residents within households.

Each block within the Baltimore Urbanized-Area was clas-

sified according to the following stratification variables:

co City and county code

Size of block in terms of year - :::.and housing units

o Percentage of block population

o Estimated median income for bloc}:.
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Except for the income estimates, these data were available from

the Third Count Census Summary Tape, 1970 Census. A Westat, Inc.

regression model, was used to estimate the median income for each

block.

'Prior to drawing the sample of blocks, all the blockL

in the Urbanized Area were divided into two segments as follows:

Type I all blocks with less than $8,000 estimated
family income and all blocks wherein the
black composition was 50 percent or wore.

Type II all blocks with estimated family income
of'$8,000 or higher and lesS than 50 per-
cent black population.

Type I blocks were oversampled by a factor of two, or twice 'their

actual proportion of the Urbanized Area. Details of' the'selection

procedures are given in Appendix A. This type of r,ample design

required that interview results be weighted according to the type

of block when combining results from the two types of blocks. A

probability sample of.181 blocks was used to select a sample of

.households.

After the 181 sample blocks were drawn, housing units on

these blocks were listed by anointerviewing service in Baltimore.

Because the listings fell short (by about seven percent) of the

_number of units expected based on 1970 Census figures, several

'methods of validation including relisting were used. However,
0

validation procedures did not reveal any serious inaccuracies.

Approximately 1,600 addresses were sampled. from these lists for

interviews. As an additional 'check agaihst the possibility of

underliSting, during the interviewing phase of the study inter-

viewers were instructed to conduct 'interviews aL any additional

.
householdsdiscovered at addresses listed as single-family units.

A final sample* of 1,615 households resulted from these procedures.
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4.5.2 Survey Methodology

From the selected households, a household member who

was 18 years of age or older was randomly chosen for an interview.

In several large households (i.e., households with more than four

members of 10 years or olC.2r), more than one member was interviewed.

After the initial at+-(2mpt, as many as tbree callbacks were required

to complete the scre .ng and interviewing at each household. The

personal interviews averaged 50 mirutes in length. A total of

1,000 interviews were completed resulting in a weighted completion

rate of 64 percent. Refusal and vacancy rates were 16 percent and

3.8 percent respectively.

Interviews were conducted during a two-month period

beginning in July, 1972. Eight hours were spent by each inter-

viewer in training and practice interviewing. Interviewers'were

racially matched with respondents. Telephone validation of

interviews was conducted by both the supervisors of the inter-

viewing services and by Westat staff. 0\ierall, 20 percent of-

the completed questionnaires were validated.

A more detailed account of field procedures is contained

in Appendix B of this report.

4.5.3 Presentation oE Results

Because of the nature of the sample design.Used, it is

necessary to comment on the weighting procedures. ,A design using

differential sampling fractions requires that individual respon-

dents be assigned a'tZiglit to account for the differences in-the

probability of selection. Households in Type I and "special"

blocks (see Appendix A for definition'of "special" and "zero"

blocks) were selected with a probability equal to twice the

75



selection probability of the households in the other blocks.

Consequently, each household in Type II and "zero" blocks needs

to be weighted by a factor of 2 in order for the two groups of

block types to be in their proper proportion of the total.

Since the primary purpose of the tabulations and analy-

ses was to investigate the information needs and information-seeking

behavior of respondents, it was not necessary to project the sample

to the total population in the Baltimore Urbanized Area. In other

words, the estimates were percentage's and averages based on totals

for the sample. This allowed a weighting procedure that put the

samples.from-the two groups into the proper proportions but did not

project-to population totals.

For purposes of analyses, it sufficed to assign a sam-

pling weight of two to each, of the households in the Type II and

"zero" blocks and a sampling weight of one to each of the house-

holds in the other block types.: Further 'adjustments were made to

these two class weights.to account for nonresponse. Interviews

were completed with 521' respondents residing in Type I and

"special" blocks; during the interviewing we discovered 10 year-
.

round housing units that had not been listed and also found 34

vacancies. In the case of Type II and "zero" blocks we started

With 666 housing units and we found 27 vacancies and 12 dis-

covered households. Taking these factors into account, the

response rates were as follows.

Type Land "special" blocks - 521
927 4- 10 34 58'96:

Type II 'and "zero" blocks -
479

74%
666 + 12 - 27

Combined response rate - 6'%
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Because of the difference in the response rates between

the two classes, it was decided to adjust the responses in order

to dampen the possible effects due to the difference in response

rate. These adjustment factors were 1/.58 and 1/.74 in view of

the response rates shown above. Such a procedure is sometimes

referred to as imputing for nonresponse.

Considering the sampling w..ight and the adjustment for

nonresponse each respondent was assigned one of two overall

weight''
--as

follows:

Type I and pecial" blocks: W =
.58

1.72

Type II and "zero" blocks: WII = 2 x .74 2.70

Estimates were constructed by multiplying the reported character-

istic for each respondent by the appropriate wei:jht and summing.

allall responses. Implications of the weighting procedures are

evident in the figures shown in the marginal tabulations presented

in the remaining chapters. Applying the weights to the -1,0.00

respondents, we have the following.

Type I and "special" blocks: 1.72 x 521 = 896
Type II. and "zero"iplocks: 2.70 x 479 = 1,293
Total combined respondents 2,189

The 1,000 completed .interviews represent a sample of 2,189

persons. The analyses are in terms. of these weighted sample.

responses on the basis of 2,189_ respondents.

4.5.4 Sampling. Variability

Since the data are based on a sample of the population

of the Baltimore Urbanized Area, they are subject to sampling'



variability. The standard errors of the estimates are measures

of the differences between survey results and figures that would

have resulted if a complete census had been. taken, using the same

questionnaire, fi.eld.procedures, and processing methods. The

chances are about two out of three that he difference due .to

sam5ling variability is less than the standard error. The

chances are about 19 out of 20 that the difference is less than

twice the standard error and about 99 out of 100 it is less than

two arid one-half times the standard error.

For a complex design, such as was used in. this survey,

involving both stratification with differential rate in the two

grata and the use of cludtbrs as the .first stage of sampling

(i.e., blocks), a...simple formula for the standard errors does

not exist. The standard(error for any statistic depends on the

distribution of the item in the two strata and on the distribu-

tion within blocks. To produce unbiased estimates of the stan-.

dard errors, it would be necessary to prepare separate tabulations

and computations for each itemhfor which the standard error is

desired.

I

However, the standard. errors do tend to fall into pat-

terns, and rough approximations can be made by"the use of a num-

ber of simplifying assumptions that are reasonably accurate for_
most statistics. The table of standard errors shown below has

been prepared through the use of such assumptions (Table 4-3),

It applies to statistics for the total population, or subsets

of the total in which the subsets are approximately uniformly

distributed in both strata (e.g., breakdowns by age, by labor

force status, etc.).

For attributes o subsetsf\that come primarily from
i\

Stratum I (.Type I blocks) , the st_Ankrd errors will be lower than

shown in the table because a higher ,sa4lirig.r,aten.was used in
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Table 4-3. Approximate standard error of estimated percentage
for subsets of the total population of the area

Estimated
Percentage

2 or .98
5 or 95

10 or 90
25 or 75
50

/Base of Percentage

100100 250 500 1,000

2.4 1.6 1.1 0.8
4.0 2.5 1.e 411.3 ".*

5.3 3.4 2.4 1.7
7.5 4.9 3.4 2.4
9.0 5.8 4.1 2.9

1,500 2,189

0.6
1.1
1.4
2.0
2.4

0.5
0.9
3.2
1.7
2.0

NOTE: The table above contains approximations to the standard
errors of percentage diStributionse, when the base of the
percentage consists of persons in both Type I and Type II
strata, and the proportions in the strata are roughly the
same as for the total population. When the base of the
perdentage contains persons predominantly in the Type I
stratum (e.g., low-income persons, blacks), the standard
errors should be multiplied by 0.9. When' the base is
mostly from the Type II stratum (e.g., whit-population,
middle or upper income croups) the standazu errors should,
be multiplied by 1.2.

Stratum I than in the areas as a whole. Fors9ch statistics, .

therefore, the standard-errors in the table should be multiplied

by 0.9. Examples of,statistics that would be predominantly from

the Type I stratum are the black population, low-income persons'

female blacks, persons 18-24 Years of age in low-income house-

holds, etc. Conversely, the standard errors of statistics for

population groups that will mostly-be concentrated in,the Type

II stratum will be greater than shown. For such items, the

figures in the-table should be multiplied by 1.2.

The Standard errors shown reflect only the impact of

sampling on the reliability of the results. They do not take

into account other problems affecting accuracy, such as the

effect.of imputation for -nonresponse or the 'possibility of sys-,

tematic errors in reporting.
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The use of Table -4 -3 can be demonstrated by an example.

Consider a statistic that indicates 49 percent of 219 male re-'

.spondents designaterIersonal contacts as the Lest information

source. What is the"approximate sampling error associated with

this statistic? For a subtet of 219 persons, we can-use the

column based on 250 in Table 4-3 and find the approximate-stan-

.dard error given as 5.8 percent across from.an'estimate of'50

percent. We could then make the statement that the chances are .

about 19 out of 20 (95 percent) that the differences between. our

estoimateof 49 percent and the estimate we would` have found in a

complete census using the same methodology is less than 11.6

percent (twice the standard error of 5.8 percent). If the esti-

mate of 49 percent has been based on the total number Of, respon-

dents, 2,189, the approximate standard error shown in Table 4-3

is 2.0 percent. We have assumed in this sample that the 49'per-

cent consisted of persons in both Type.I and Type II blocks in

tle same proportibn as the total population. , Had our.

statistic been based primarily on persons from Type I blocks,

we would multiply the approximate standard error from Table 4-3

by' the 'factor 0.9.



5. URBAN INFORMATION NEEDS

In this chapter, the research issues raised in Chapter

Three about the linkage of indiiduals to the3,- information needs

will be discussed. Specifically, the following questions will be

addressed:

o What is the universe of information needs?

o What subgroups of individuals have which needs?

How do different individuals perceive their needs?

The, concept of "information need" for purposes of this

study has been broadly defined within the context of problem-

solving. As such, it has been defined as a pi:Dblem or a question

recognized by an 'individual for which eithei information or

services are 'needed. Thus, the terminology used in the question-.

naire to evoke responses included two key'concepts: questions

needing answers and problems needing itions. The reader is

'referred to Chapter FoUr for a. details.:. escription of how the

questioning sequence was developed and the questionnaire it-

self (Appendix B), The unit of analy was .!'problems/questions"

which were codedlinto general topic aas such as education,

health, eth. and ;also into more speci.f,ic categories (e,g, look-

ing for a job, complaints about city services) within topic areas.

Two questioning procedures were used to obtainmentions

of problems/questions. In the first, an attempt was made to obtain,

spontaneous or upaided recall'of problems/questions. In the sec-
,

ond, a more direted approach was used by naming topic area to

aid the respondet's recall. Since the two questioning procedures

resulted in diffrrences in the problems/questions mentioned on
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some dimensions, aided and unaided compatisons have been proVided

throughout this chapter.

In addition to the frequency-with which certain topic

areas or specific problems/questions were mentioned by respondents,

an additiondl dimension considered in this chapter is the impor-

tance of these needs to individuals.- The.importance.of prOblems/

questions has been related to whether the problems/questionswere

aided or unaided, to topic area and specific categories of need,

and to respondent characteristics.

The data have been presented .in four major sections:

The universe of 'information needs (Who has informa-
tion needs? How many needs do they have?);

o Topic areas of need;

o Specific problems/queStionsand

o How individuals state their needs.

For the sake of brevity, some data presented- in-this chapter. have

been extracted from larger tables which can be found in Appendix D.

5.1 The Universe of Information Needs

The universe of information needs is deScribed in this

section'with two frames of reference:

o The numbers of respondents citing one or more
problems/questions; and'

o The numbers of problems/questions- cited by
respondents.
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Eighty-nine percent of the sample (Table 5-1) cited at least one

problem/question. Of the total of 8,932 problems/questions cited

by these respondents, one fifth were unaided and four-fifths were

aided. Although only 49 percent of the sample mentioned problems/

questions spontaneously, 85 percent of the sample mentioned prob-

lems/questions when the interviewers probed about specific topic

areas.

Table 5-1. Universe of respondents and problems/questions

Number
Percent
of Total

Total Respondents 2,189 100

Respondents citing one or more
problems/questions 1,945 89

Respondents citing one or more unaided
problems/questions. 1,080 49

Respondents citing one or more aided
problems/questions 1,868 85

Respondents citing no problems/questions 245 11

Total Problems/Questions

Unaided problems 1,705 19
Aided problems 7,227 81

Which subgroups of individuals have information needs?

Do some individuals have more information needs than others? In

the remainder of this section, we will examine variations among

subgroups of individuals in terms of both the numbers of respon-

dents citing problems/questions and the numbers of problems/

questions cited.
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5-)1.1 What Subgroups of Individuals Have Information Needs?

Some variations in the percentages of respondents citing

one or more problems/questions can be noted for individuals grouped

by demographic characteristics (table 5-2). While the' percentages

of respondents citing problems/questions does not vary with the

race or sex of the respondent, respondents who were young, those

who were highly educated, those receiving the highest incomes or

living in tracts with the highest median incomes, those in profes-

sional or managerial occupations, and those with family sizes of

more than one person were most likely to cite problems/questions

when compared to the overall sample percentage of 89 percent..

Among all the demographic subgroups of individuals considered,

respondents who were white and under 25 years of age were more

likely to mention problems/questions than were elderly white

respondents.

Table Percent of respondents citing one or more problems/
questions by demographic subgroups

Demographic
Highest Response Lowest Response

Variable Percent Subgroup Percent Subgroup

Race '89.1 White 88.5 Nonwhite
Sex 88.8 Female 88.75 Male
Age 97 <25 years 82 64+ years
Education

completed 95 16+ years_ 83 0-6 years
Occupation of 97 Professional 87 Housewife and

respondent or managerial other rmt
working

Median tract
income 94 $15,000 & over 86 $4,000 $7,999

Family income 95 $15,000 & over 87 $4,000.- $7,999
Family size 90 2+ persons 84 1 person
Age by race 98 White <25 years 81 White 64+ years
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In addition to variations in response for demographic

subgroups, differences in social network were associated with

variations in the numbers of respondents citing problems/ques-

tions (Table 5-3). Following are the three measures of social

network used to classify respondents into subgroups.

1. Gregariousness. Based on the number of contacts
with other persons in a one week period (see
questionnaire item III-1, p. 16), this variable
describes the amount of personal interaction
experienced by respondents in a typical week.
Respondents were classified into three subgroups
as follows.

Low personal interaction = less than 10 contacts
Moderate personal interaction = 11-50 contacts
High personal interaction = 51 or more contacts

2. Opinion Leadership. This variable is an index of
self-designated opinion leadership' (see question-
naire item 111-2, p. 16). Each respondent was
asked whether his opinion on seven different topics
was sought more often, less often, or about as often.
as that of friends. Measurement was based on a
rating of:

More often = 1'
Same = 2
Less often = 3

Each respondent was classified into two subgroups
based on the sum of his ratings for the seven
topics.

High opinion leadership = 7-14 points
Low opinion leadership = 15-21 points

3. Membership in organizations. Each respondent was
further classified in terms of the number of
organizations he belonged to (see questionnaire
item 111-2, p. 17).:

High = 3 or more memberships
Moderate = 1-2 memberships
Low = no memberships
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The group of respondents reporting less than 10 per-

sonal contacts per week (low gregariousness) show the highest

percentage of individuals citing no problems/questions. On the

other hand, re:77ondents who rated themselves high on opinion

leadership, or belonged to many organizations were more likely

to cite problems/questions than other respondents. Some differ-

ences may be noted between respondents citing unaided problems

and thc,e citing aided problems. While respondents citing aided

problems are also those showing high opinion leaderlship, and mem-

bership in three or more organizations, unaided problems are most

often cited by those with a high gregariousness index.. in all

categories, respondents with low gregariousness are least likely

to cite problems. Thus, -those who have many personal contacts,

those mho consider themselves opinion leaders, and those who be-

long to many organizations,* tend to mention information needs

more often than the typical respondents. Thesa subgroups of

individuals whose social network involves frequent interactions'

with others may be more aware of their needs than other

individuals. On the other hand, they may simply be better able

or more willing to articulate their needs than other individuals

who have fewer personal interactions on a day-to-day basis.

Some of the principal demographic subgroups and the

social network subgroups are ranked in Table 5-4 in terms of the

percentage of respondents in each subgroup who cited problems/

questions. With the exception of the sex and race subgroups

which fall at the median for the sample, all other variable's show

*

.411(agy-

Not all memberships have the same value in this respect. In
general, response was largest for members of public affairs
organizations (political, ethnic, civic, and civil rights),
school groups (alumni clubs, sororities, fraternities, and
PTA), and recreational, cultural and sports associations, and
below averaeo (for all respondents) for members of social ser-
vices organizations (YfleA, Red Cross, youth or volunteer
groups), social and fraternal societies, and church groups.
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Table 5-4. Ranking of principal subgroups of respondents by
percent citing one or more problems/questions

Rank
Percent Citing

Probleins/Questions
Demographic and

Social Network Sutgrcups

1.5 97 Age <25 years
1.5 97 Occupation professional or

managerial
3 95 Education - 16+ years completed
5 94 Opinion leadership - high
5 94 Median tract income - $15,000+
5 94 Education - 13715 years completed
7 93 Membership in organizations - high
8 91 Median tract income - under $4,000

10 90 Gregariousness high
10 4) 90 Gregariousness moderate
10 90 Occupation - clerical or sales

14.5 .t 89 Membership in organizations-moderate
]4.5-. 89 Sex - female
14.5 89 Sex - male
14.5 89 Median tract income $8,000-$14,999
14.5 89 Race - white
14.5 89 Race nonwhite

18.5 .88 Age - 25-64 years
18.5 88 Education - 12 years completed
22 87 Opinion leadership - low
22 87 Membership in organizations - low
22 87 Education - 7-11 years completed
22 87 Occupation - blue collar
22 87 Occupation - housewife
25 86 Median tract income - $4,000-$7,999
26 85 Occupation not working
27.5 83 Gregariousness low
27.5 83 Education - 0-6 years
29 82 Age - 64+ years

a consistent pattern (i.e., the subgroups representing the ext3

rank above or below the median). There is one reversal from tL

expected pattern for median tract income with those living in

lowest income tracts (under $4,000) ranking above the median in
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terms of the percentage of respondents citing problems/questions.

In general, young respondents, those in white-collar occupations,

those living in the highest or lowest income tracts, those with

at least some college education, those who consider themselves

opinion leaders on a variety of topics, those who are gregarious

(i.e., have interactions with.10 or more people in a week), and

those who belong to three or more organizations are more likely

to cite problems/questions when compared with other subgroups of

individuals.

5.1.2 How Nany Information Needs Do Individuals Pave?

considering only the 1,945 respondents who cited prob-

lems/questions, an average of 4.59 problems/questions were men-

tioned overall. On the average, less than one unaided problem/

question was mentioned per respondent.* The overall average num-

ber of problems/questions varied within median tract income, race,

age, years of education completed, and occupation of the respon-

dent (Table 5-5). Individuals living in tracts with the highest

median incomes, those having the most years of education, and

respondents who were employed in clerical'or sales positions had

the highest average number of citations. On tae other hand, non-

whites, .the'eldetly, those living in low income tracts, and re-

spondents who were not working (c,her than housewives) had the

lowest average number of citation; The average number of cita-
/

tions varied only slightly with the sex of the respondent or

If only those respondents (n 1,080) citing unaided problem/
questions (n = 1,705) are considered, the average is 1.58 un-
aided problems/questions cited. For aided problems/questions
the average per respondent.citing aided problems, is 3.87
(7,227 problems/questions/1,868 respondents). Thus, aided.
response is more than twice as great as unaided. response, per
rest onOent citing problems/questions in these categories.
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Table 5-5. Average number of problems/questions cited by respon-
dent characteristics

Respondent
Characteristic

Average. NUmber of Problems/
Questions Per Respondent
Citing Problems /Questions

Unaided Total

Total

Median. Trct Incomc

.88

.93

4.59

3.96Under $4,000.
$ 4,000 -.$ 7,999 .81 3.80
$ 8,000 - $14,999 .89 4.75
$14,999 and over .91 5.35

Race

White .91 4.82
Nonwhite - .79 3.94

Age

.85 4.87<25 years
25 - 64 years .89 4.70
.64+ years .87 3.48

Education Comtleted

.93 3.720 - 6 years
7 - 11 years .80 4.03

12 year's .89 4.68
13 - 15 years .98 5.38
16+ years .88. 5.29

Occupation of Respondent

Professional or manager .95 4.89
Clerical or sales 5.14
clue collar or service .71 4.33
Housewife .95 4.54
Not working .72 3.65

Family Size

.94 4.311 person
2 or more persons .86 4.65
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Table 5-5. Average number of problems/questions cited by respon-
dent characteristics (Continued)

Rospondent
Charateristic

Average Number of Problems/
Questions Per Respondent.
Citing Problems/Questions

Unaided Total

Sex'

Male .77. 4.42
Female .95 4.72

Sex of Household Head

.65 4.39.Male
Female .98 4.98

Age by Race
..%

<25
White .90 5.00
Nonwhite .77 4.66

25 - 64
White .93 5.06
Nonwhite .83 3.95

64+
White .93 3.81
Nonwhite .67 2.44

with family size. Female heads of households, however, reported

a higher average number of problems than did male heads of

household.

Considering these findings in conjunction with those

reported previously, it may be noted that respondents who were

young or were at the highest education or income levels are not

only more likely to cite problems/questions than other respondents

but are also more likely to mention a greater number of problems/

questions. Although there were no differences in the percentages

of individuals of different race who cited problems/questions,
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nonwhites were likely to report fewer problems /questions than

whites. Conversely, although persons living in.larger families.

were more.likely to cite problems /questions, they did not report

more problems/questions in comparison with thosa living in smaller.

families. A similar trend may be.noted for professionals and_

managers.

Social network variables were alo'predictive of the

number of citations (Table 5-6). Those who reported many personal

interactions, who considered themselves opinionleaders, or who

belonged to many organizations cited a greater number of problems/

questions than other respondents. On the Jther hand, those_who

were the least gregarious cited fewer problems/questions.than the

typical respondent.

Table 5-6. Average number of problems/questions cited by social
network variables,

Respondent
Characteristic

Average Number of Problems/
Questions Per Respondent
Citing Problems/Questions

Total

Gregariousness

High
Moderate
Low

Opinion Leadership

High
Low

Membership In Organization

High.
Moderate
Low

92
e*"

Unaided Total

.88 4.59

.98 5.19

.87 4.68

.76 3.57

1.00 5.37.
_82 4.22

1.03 5.60
.84 4.46
.84 4.243



,

When subgroups of.individuals are ranked in terms of the

number of citations per respondent (Table 5-7),, it may be noted

that the social network characteristics of many memberships in

organizations, a high opinion itf,adership index, and high gregarious-

ness are associated with relatiely high rankings. Young respon-

dents who ranke.d hie hest in terms of the' percentage citing problefrd/

questions (see ''fable 5-4) have dropped to ninth place in terms of t'

the average nt'Der cf citations. In-general, however, those. sub-.

groups rankiefla highest in terms of the percentage citing problems/

questions also ranked highest in terms of the average number of

citations. Those who cite the fewest problems/questions on the,

average.tend to be the elderlv,.those who have few, personal inter-

actions on a day-to-day basis, those.who are notil'orking, indi-

viduylsmwithhe least education, those living in tracts with

the lowest median incomes, and nonwhites.

In summary, it appears that, ironically, those subgroup's

of individuals who occupy the most disadvantaged positions in dur

society are the least likely to articulate information or resource

needS, and report fewer problems/questions than other individuals.

As mentioned '6arlier, however, it wcIld be hasty to conclude that

these disadvantaged individuals have'fewer needs for information

. or, services than the more advantaged segments-of th'e population.

A mere logical explanation might be-that individuals with multi-.

ple unmet needs of long duration become so accustomed to them,
0.

and to. their. inability to solve them,, that they no longer con-

sciously regard them as problems/questions,-and report only prob-

lens that are new_and/or urgent. In addition, many of these

respondents may well be less articulate or less wiling to

articulate their needs than morq:.advantagold respondents:
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5.2 Topic Areas of Need

The 8,932' problems/questions mentioned by respondents were

coded into 14 general topic areas (Table 5-8). The most frequently

cited topic areas were neighborhood, consumer, housing and household,

maintenance, and crime and safety. These four topic areas accounted

for 52 percent of all problems / questions mentioned.

Table 5-8. Distribution of problems/questions among topic areas

Topic Area
Number
Cited

Percent of
All

Citations

Total 8,932 100
Neighborhood 1,440 16
Consumer 1,199 13
Housing and Household Maintenance 1,145 13
Crime and Safety 878 10.
Education 583 7

Employment 568 6

Transportation 545 6
Health.
MiScellaneous

513
487

6
.

Recreation 470 5

Discrimination 368 4

Financial Matters 316 4

Legal Problems . 214 2

Public Assistance 207 2

This section contains discussion on how mentions of

topic areas were affected by the two questioning procedures (i.e.,

aided versus unaided), which topics were considered most important

by respondents and which topics were most important for subgroups..

of individuals.
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5.2.1 Comparison of Unaided .2 d Aided Citations of Topic

Areas

Some topic areas were more likely to be mentioned

spontaneously than others (Table 5-9). In particular, the

topic areas of housing and maintenance, legal problems, public

assistance, and miscellaneous included a greater proportion. of

spontaneous mentions than other topic areas. On the other hand,

mentions of concerns about crime and safety, education, recreation

and discrimination were more likely to have been cited in response

to more directed questioning about topic areas.

Table 5-9. Percent of citations which were aided and unaided by
topic area

Topic Area
Total
Number

Total
Percent

Percent
Unaided

Percent
Aided

Total 8932 100 19 81
Neighborhood 1440 100 18 82
Consumer 1199 100 23 77
Housing & Household

Maintenance 1145 100 29 71
Crime and Safety 878 100 8 92
Education 583 100 9 91
EMPloyment 568 100 12 88

T?ansportation 545 100 10 90
Health 513 100 20 80
Miscellaneous 487 100 36 64.

Recreation 470 100 9 91
Discrimination 368 100 7 93

Financial Matters 316 100 25 75

Legal Problems 214 100. 31 69

Public Assistance 207 100 45 55

Although variations are evident for the different ques-

tioning procedures, three topic areas -- neighborhood, consumer,

and housing and household maintenance -- were the most frequently

cited regardless of the questioning procedure used (Table 5-10).
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Table 5-10. Rank of topic areas by categories of response

Topic Area

Rank (by number of c itations)

Total
Problems

Unaided
Problems

Aided
Problems

Neighborhood.
Consumer
Housing and Maintenance

1 3

2-

1

1

2

3

Crime and Safety 4 9 4

Education 5 12 5

..Employment 6 _8 6

Transportation 7 11 7

Health 8 5 9

Miscellaneous 9 4 11
Recreation 10 13 8

Discrimination 11 14 10
Financial Matters 12 7 12
Legal Problems 13 10 13
Public Assistance 14 6 14

While crime and safety ranked fourth in terms of frequency of men-

tion overall, as well as for aided problems/questions, miscellan-

eous problems/questions rank fourth in frequency among unaided

problems/questions. The relative frequency of miscellaneous

problems/questions among unaided responses may be attributed to the

use of the following probe for unaided responses: "... have you had

trouble finding out where a particular person, place, or thing is

located ..." (see questionnaire item 1-1, p. 1). Problems/questions

concerning the need for names and add],::ses were coded into the

miscellaneous topic area.

5.2.2 Importance of Topic Areas to )ondents

All respondents who cited rflo , than one problem/question

were asked to designate the problem/question of" most importance to
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him or her (see questionnaire item II-I, p. 6). When only one

problem/question was mentioned by a respondent, this problem/

question was coded as most important. The percentage of problems/

questions selected as most important by respondents varied for

topic areas and for aldeJ and unaided responses (Table 5-11).

Table 5-11. Importance of problems/questions by topic areas

Topic Area

Number of
Problems/
Questions

Percent of
Total

Designated
as Most

Important'

Percent of
Unaided

Designated
as Most

Important

Percent. of
Aided

Designated
as Most
Important

Neighborhood 1,440 22 27 23
Consumer 1,199 19 26 17
Housing and Household
Maintenance 1,145 27 38 26

Crime and Safety 878 31 34 32
Education 583 22 35 21
Employment 568 26 40 25
Transportation 545 15. 43 12
Health 513 22 23 23
Miscellaneous 487 13 14 14
Recreation 470 10 9 10
Discrimination 368 16 33 19
Financial Matters 316 19 21 1-9

Legal Problems 214 30 35 28
Public Assistance 204 33 52 19

Total 8,932 22 30 22

Considering all mentions of a topic area whether ed

or aided, a greater percentage of concerns about crime and by,

legal matters, and public assistance were considered most

important when compared with other topic areas. Conversely, the

miscellaneous were least likely to be designated as most important.
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From Table 5-11, it may also be noted that a greater

proportion of unaided responses than of aided responses was

considered important. In particular, public assistance, employ-

ment, transportation, and housing concerns were most likely to be

considered important among unaided responses in these topic areas.

Among the aided responses, mentions of crime and safety were the

only ones more likely to be considered important when compared to

the percentage for all aided responses.

In summary, the importance of problems/questions for

respondents was related to the topic areas mentioned as well as

to whether or not the problems/questions were mentioned spontan-

eously by respondents. Those topic areas mentioned most frequently

by respondents in the sample were not necessarily those which were

considered most important by them. For example, although public

assistance was the least frequently mentioned topic area, 52 per-

cent of all spontaneous (unaided) mentions in this topic area were

considered most important. In general, problems/questions which

were mentioned spontaneously tended to be considered important more

frequently when compared with problems/questions cited in response

.to more directed questioning by interviewers. However, some topic

areas (such as recreation and miscellaneous) were not likely to be

considered important whether mentioned spontaneously or as a result

of more direct probing by interviewers.

5.2.3 Topic Areas Cited as Most Important by Subgroups of

Individuals

Demographic subgroups of individuals, as might be expec-

ted, selected different topic areas as most important to them. In

Table.5-12, some illustrative differences are presented.
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Young respondents were less likely than elderly respon-

dents to cite neighborhood problems/questions as most important.

This difference with age may reflect the fact that young persons

are more mobile z:nd capable of leaving unsatisfactory neighbor-

hoods than arc elderly individuals. Housing concerns were more

frequent al'onc: nonwhites and those living in low-income tracts

than among whites and -those living in tracts with the highest

median incomes. Concerns about crime and safety wore most preva-

lent among those living in tracts with the highest median incomes.

One - fourth of all most important citations of those living in tracts

with median income over $15,000 were mentionvof problems/questions

concerning crime and safety. Consumer problems or questions rarely

were most important to those living in tracts with higher median

.incomes. Mentions of education were most frequently made by those

respondents who had completed the most years of education.

Finally, mentions of public assistance were associated with low

levels of family income.

5.3 Specific Problems/Questions

Within the fourteen topic areas discussed in the previous

section, problems/cruestions were coded into 1C9 specific categories.

These specific categories were developed using a random sample of

20 percent of the questionnaires. Table 5-13 gives a complete

listing and detailed description of the 109 specific categories.

A complete ranking of the 109 specific categories is shown°in

Table 5-14.
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Specific Problems/Questions Topic Area

Rant, by Number of Rank of Total
Most important

Pr, de iii s/
(Nest ion4

Total
Citations

Unaided
Citations

Aided
Citations

General fear Crime and Safety 1 54 1

Rental problems Housing and
hlaintcrinee

2 3 6 3

Cortiplailas about er.hken Neighborhood 3 7 3 4

liou:ehtirting Housin:! anti 4 8 5 2
Maititenance

licidequ ,ti bus scrvie, Transportation 5 55 2 14

Fmk! too hi h, quality inferior Consumer GO 4 12'

roff:c and parkin.; Neighborhood 7 14 7 5

Produet ectality had Consumer 8 11 9, 7

Complainta about it. ihhoes Neighborhood 9 9 10 10

City r% ices Neighborhood :10 2 15 11

Complaint:: about school sy item Education 11 C7 8 9

Specific crime, Crime. and Safety 12 22 12 6

Too little recreation. for children and teens Recreation 13 39 11 18

Unempleyed, looking Employment 14 25 13 8

Prices too high Consumer 68 14 20

Need information abodt education Education 16 24 36 16

Other undesirable neighborhood conditions Neighborluold 17 36 17 13

Lax law enforcement Client" and Safety 18 32 17

Complaints about maladies Health 19 33 20 15

Present Job Employment 20 34 21 19

Barriers to housing chango liou;:itin and 21 52 22 42
Maintenance

Complaints about dogs Nelghborhopel 22 35 25 21

Need day child care Miscellaneous 23 48 23 44

Too little recreation for :Waits Recreation 24 19 59

Discussion of news events Miscellaneous 25 15 29 40

Coirtilaints about rip-offs Consumer 26 6 39 22

General gripe -- 111:;litheicnt money Financial 27 61 24 30
Matters

Need names, addresses Miscellaneous 28 1 92 46

Nccd hoalth information or advice Health 29 12 36 24

Need housing repairs/improvements Housing and 30 10 40 29
Maintenance?

Service miality bad Consomer 31 20 30 25

Drugs or narcotics Crime and Safety 32 62 26 23

Need information on consumer service's Consumer 33 4 73 41

Need information on products Consumer 34 17 42 63

Health insurance health 35 21 37 70

Barriers to employment Employ ment 3G 75 27 31

high cost of health care Health 37 93 28 47

Utilities service Housing and Is 5. 70 31
Maintenance

Racial tensions Discrimination 58 31 66

Need information about recreation available Recreation 40 28 43 82

Unavailable/inadequate health care Health 41 59 32 32

Complaints about rats Neighborhood 42 37 41 Si

Coti4unier service's enavallablellnadeeitiate Consumer 43 33 GO 78

Need for legal services Legal 44 16 56 27
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SiTICCI ail' I'CUI ,le11111; v I mri Topic Area

Raid. NLi111%,, of Itant.vf ot.t1
:14,1 Important

Prohletnq
(olv...tiortsCitations

Unaided Aided
'CitatIons

Itscialqh,crimin 'tom I/Iscrirninatton 69 33 35

Need advice or Information on family planning
birth control

Miscellaimous 46 119 34 54

Want em; c.., :.t Emplomeni. 47 80 35 28

tra!, Or(4,1lntS Tratn:port.ition 48. itt 38 5S

liornsin;; Ihotiititt, and 49 23 57 33
71.1aintcname

lgal contracts 1.egal 50 40 46 37

flurnme, 51. . 76 44 50

Property ta.s, 1111111:-ial `59 43. 49 45
Matters \

Pr9blerns with 1.1, p.tr uncut of Social Syr% ices Public 53 IS 67 26
Assistance

Vitancial abl laentinto Ediication 54 91' 45 36,

Loan or credit ibilicuities Einaticial
Matters

55 , 52 56

Medical assistance Public 49 54 43
Assistance

Sex discrimination Di scri minat ion 57 82 47

Need more street ll:hts Crime and Safety 58 95 48 52

itlacks moving in inseriminition 59 .7.7 51 49

housekeeping conceras Dousing and GO 19 87 75
Maintenance

Food stamps Public GI 2G 77 I 53
Assistance

Other cliscrit4ation Discrimination 62 96 50 62

Products unavailable Consumer 63 31 72 69

Blacks charged more, poorer quality Discrimination 64 83 55 68

Need information on income tax Financial 65 29. 76 65
Matters

Divorce Legal GC 73 59 48

Too much to.blactis Discrimination 67 53 85

Public housing housing and 71 39
Maintenance

Need information on public tramportation Transportation 69 53 68 87

ParentitcaeKvr/stud,ri conflicts Education 70 70 61

Busing (eciucat'uno complaints Education 71 58 77

General care/v.(11-1..1n.: of children Miscellaneous 72 50 74 86

Other employment problems Employment 73 42 78 96

" Adult education Education 74 65 69 83

Mental health 75 45 79 73

Housing loans 1k using and 76 78 63 67
`Maintenance

Poor quality recreation facilities Recreation 77 62 92

Auto tnsuranco Transportation 78 46 81 38

High cost of public transportation Transportation 79 84 65 97

Vacant lots, alsoprened cars and buildings Neighborhood 80 85 64 76

Social security Public 8l 30 96 55

A nsi stance

Fear of using public timisportation Transportation 82 66 80

Legal document, legal 63 38 88 61

Unemployment complisation Public 84 63 BO 72
Assistance

Other miscellaneous Miscellaneous 85 27 107 79
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'Ttal) 1 5714 t iN)

c Wont )

. ,

Specific Problems/questions Topic Area

ltatk by Number of Hank of Total
Most linportan1

Pri..hicois/
t,,,...0,1ns

TolA
Citations

iMaided ,

Citations
Aichl

Citations

High cost of tlur.f.{Jil Education 86 86 75 --
. -

Other education pr u1, ::as Education "? 66 - 83 71

,,-rtlesAcquiring or :ntle.; r. .p . Fin:mail HS 47 97 90
Matters

.:.

Other financial matters Financial e9 56 90 88

Matters

R0311 fllailitt 11:11;e t`.11..iti.;-: Transportation 90 57 89 81

Other housing prel.lem.-: /lou:An4 aad 91 51 102 64

Maintenance -,

High Cot of c.dld care Miscellailcoes 92 -- 82 --
o

Ot r C011.11114 pr,b1C1:1 Consumer 93 71 95 91

Ot cr teen Aim) 021,1",s Recreation 94 64 39 94

Barrierti to ow of tnanc.: otaton Transportation 95 87 85 93

Cll.1....lreHigh cost of rtcreaiton/ 1 Recreation 96 -- 64 --
Lack of recreation supervi -.ion Recreatien 97 68 -91 --
Job training programs Employment 98 . \.ri ... 93 74

Other crime and safety problems Crime and Safety 99 , 76 100 89

Other 1e al problems Legal 100 -- 86 99

Other health prohl, ms Ilealth . 101 ' '97 94 t:4

Stock niari.eLlinvestments Financial 102 90 103 --
Matters

Other family planning/birth conr rot Miscellaneous 103 91 104 --
Car /repair financing Transportation 104 c -- 98 --
Inadequate emergency services Transportation 105 92 )05 --
Other child care problems - Miscellaneous 106 . -- 101 --
Other housekeeping problems Ilousing and 107 74 108 --

Maintenance

Need information on retirement Financial ; 162 -- 106 95

Matters
'4

Other public assistance problems Public 109 98 98
Assistance

I 108



5.3.1 Comparison of All Problems/Questions With Unaided

Problems/Questions

Thirty-four of the specific categories accounted for 58

percent of all 6,932 citations (Table 5-15). Within each topic

area, the sl'ecific categories listed in Table 5 -15 account for at

least half of all citations in that topic area and for at least

half of all those problems/questions designated by respondents as

most important (data not shown). As can be seen from Table 5-13,

the three most frequently cited problems/questions were general

statements of fear of crime, rental problems,.and complaintS about

children in'the neighborhood.

Since scme differences were noted preViously for those

problems /Questions mentioned as a result of differences in the

unaided and aided questioning procedures, we will look briefly at

the specific problems/questions which were most frequently men-

tioned,spontaneously (unaided). The thirty-three specific categor-

ies shown fOr unaided problems/questions in Table 5-16 accounted

for'''64 percent of all unaided citations. The four most frequently

meretioned unaided problems/questions were complaints about city

zerviecs in the neighborhoods, rental problems, needs for names

and addresses, and needs for information about consumer services.

In comparing. the problems/questions for all citations

(Table-5-15) and for unaided citations (Table 5-16), there are

some differences in the specific categories which account for

the majority of the citations. Nineteen of the specific categor:

are included for all citations and for unaided citations. One.of

the most obvious differences between the two listings is the

.inclusion of a areater number of categories specifying the need

for information among unaided citations. Whereas only three

such categories were frequently cited fo.r all problems/questions,

seven cateogries indicating a need for information were frequently

4') 109
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cited for unaided problems/questions. On the other hand, specific

categories which might be considered "complaints" were more often

included among all problems /questions than among unaided problems/

questions. The most probable explanation for these differences is

the bias in the questioning procedures used for aided versus

unaided problems/questions. The questioning 'for unaided responses

emphasized needs for information, while the more directed question-

ing for aided responses placed relatively more emphasis on complaints.

Although, in general, unaided problems/questions were more likely

than aided problems/questions to he considered most important by

respondents, not all of the problems/questions specifying a.need

for information were ranked as high as complaints in terms of im-

portance by respondents. For example, although 44 percent of all

unaided citations concerning recreation were needs for information

about recreational.opportunities. in no case did these respondents

consider the need for such information as the most important of all

their problems/questions.

5.3.2 -Importance of Specific Problems/Questions for. Subgroups

of Individuals

In order to consider the importance to respondents of

specific problems/questions, this section will be concerned only

with those problems/questj_ons that were considered most important

by respondents, regardless of whether they were mentioned in re-

sponse to aided or unaided questioning by interviewers. Further-

more, it will be concerned with. only those specific categories of

response which were most frequently cited as r t important: Of

the 1,945 problems/questions which-were design as most impor-

tant by respondents, 956 or 49 percent were di: bated among 15

specific categories (Table 5-17) . The four most heavily repre-

sented topic areas neiC3hborhood, housing, crie and safety,

and consumer are also those most frequently mentioned among
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all 8,932 problems /questions. These topic areas also account for

the greatest number of problems/questions which were considered

most important by reseecndents. Six topic areas (financial matters,

public assistance, recreation, discrimination, legal matters, and

miscellaneous) arc not represented among the 15 most important

specific probles/questions.

Illustrative differences among demographic subgroups

.citing the 15 most important problems/questions are shown in Table

5-18. The data presented in Table 5-18 will be discussed below

for the eight topic areas represented by the 15 most important

problems/questions.

O Crime and Safetv Concerns about crime and safety
varied with occupation, education, and median tract
income. In general, those in the more prestigious
occupations and with the higher levels of education
and income wore most likely to report a general fear
of crime. Speeific incidences of cr. were, in a
similar fashion, most frequently cited among those
living in tracts with the highest median incomes.

Housing and Household Maintenance: Demographic sub-
groeps which were most likely to mention difficulties
finding a place to live were the young,.nonwhites,
those with little education, individuals who were not
working, and those living in tracts with the lowest
median. incomes. Rental .problems were most frequent
among the young and least frequent among the elderly.

o Neighborhood: Complaints about: neighborhood children
were host is eguent among the elderly and those living
in low-income tracts. Complaints about neighbola were
similarly correlated with median tract income. In
addition, complaints about neighbors were: frequent
among those with little education. Traffic and
parking pYobJems in the neighborhoods were more
frequent among whites than non-whites. Housewives
tended to oomplain about city services (e.g., sani-
tation) more often than other subgroups. It might
also be mentioned that, contrary to expectations,
complaints about city services were distributed-
evenly among respondents regard)ess of median
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tract income. rive percent of each of the sub-
groups based on income mentioned city services
(data not shown).

o Consumer: The poor quality of products was of most
,concern to persons in clerical or sales positions
while the cost of food was of great concern to the
elderly.

o Employment: As might be `expected, finding a job was
of greatest concern to the young and those who were
not working at the time of the interview (excluding
housewives, and the retired).

o Education: Those individuals with the most education
and iiving..in tracts with the highest median incomes
were most likely to complain about the school system.

Transnortation: Complaints about inadequate bus
service were made most frequently by individuals in
sales and clerical occupations and by those over 64
years old.

o Health: Complaints anout illnesses were found most
frequently among the elderly and retired persons. .

While these data may Seem obvious and give rise to many

post -hoc explanations, they d6 specify precisely which subgroUps

should be the primary target for the dissemination of specific-

kinds of information. For example, finding another place to live

is of little concern to the elderly; however, children who cause .

-disturbances in their neighborhoods have resulted in less than

ideal housing situations for them. Obviously, the most appropriate

solution for the elderly would be information on how to effect some

present
.

changes in their present neighborhoods.

5.4 How Individuals State Their Needs

During the developmental phases of this study, pretest

data indicated that individuals differed in the ways in which they

articulated their needs. Some respondents clearly expressed a
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need for information or advice. Others suggested that their needs

could.only be met through the actual help or action of some out-

side party. Some respondents tended to express their needs in the

form of complaints while others did not. Accordingly, a scheme

was devised for m!:ing three dichotomous judgments for each prob-

lem / question mentioned by respondents :

o Doc::; the respenent complain about or lament a
prohlom/questic ofsocial.or personal concern?
(yes or no)

Does the resp4'71Tient state a need for information or
advice? (yes or no)

o Does the respondent suggest a need for; actual help,
assjstance-, or action.in order to answer hiF ques-
tion or solve his-problem? (yes or no)

Each of the three judgments was made independently' of thethet two

so t at all combinations of affirmative and negative judgments'

coulfl be made for any problem/question. Intercoder agreement on

judg ents was sufficiently high to.allow comparisons for aided and.

unaided problemestions, for specifi.c problems/quciztions,' and for

sub roups of indivi,:uals. In interpreting these .data, it. is nec-

ess ry to bear in mind that the judgments were made on the bais of

respondents' statements of their needs, not on the basis of expert

\judgments as to the appropriate solutiOns for their needs. For

example,a need-forinformation (secorid judgment) was coded only

when the respondent specifically stated a need for information.

Statements of Unaided and Aided Problems/Questions

The wording of the questionnaire for unaided and aided

responses decidedly played some role in the differences in the

way respondents, stated their problems/questions. As. noted earlier,

probes used to obtain unaided mentions of needs emphasized an
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interest in needs for information. On the other hand, complaints

were more heavily emphasized in the wording used to obtain directed

mentions of problems/questions. Respondents' statelnents of aided

and unaided problems /questions reflected these differences in

questioning,procedurcs (Table 5-19). Almost half of the unaided

problems/questions were stated as needs for information contrast
-

with only 18 percent for aided problems/questions. Complaints were

more frequent among aided than unaided mentions. Unaided problems/

questions were also somewhat more likely tb.be stated as needs for

help.

Table 5-19. Statements of total, aided, and unaided
roblems/questions*

Problems/Questions '

Stated As:

Percent of
All

Problems/
Questions
(N =- 8,932)

Percent. of
Unaided,'
Problems/
Questions
(N = 1,705)

Percent of
Aided .,

Problums/
Questions
(i\l=7,227)

Complaints
Needs for information or

advice:
Nor,ds tor actual help

87

0 ,

24
16

75

47
22

89 ..

.

-

la
15-, -

Multiplp responses allowed.

5.4.2 Statements of-the Most Important Problems/Questions

To determine whether the manner in which problems/questions

were stated varied with specific kinds of problems or questiohs,,14.0

looked at how the fifteen most important problems /questions were

stated (Table 5-20) . 4'

Respondents seem to .iew high food prices. as something

they could do nothing about. All mentions of food prices were
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Table 5-20. Statements of the fifteen most important
prohlems/questions

Specific Problems/
Questions

Percent of Problems/Questions
Stated as:

Complaints

Needs or
Information
or Advice

Needs for
Help

Total (N 7 956)
Complaints.about-the school

system
Complaints about neighbors
Food prices too high
General fear of crime
Complaints about children
Specific crime,
Product quality bad
Other neighborhood.problems
Complaints about maladies
.Traffic and palking
-Rental problems
City services
Inadequate bus service
Househunting
Unemployed - looking for a

job

93
. .

100
100
100
100
100
100
100
100
100
no

95.

93
91
70

65

26

0

o
0

6

3

6

9

16
13
3

19
7
8

80

91

17

30
28
0

16
4

11
42
17
18
15

-22
22
21
13

7

complaints while no such mentions suggested a need for information

or a need for help. The fact that no respondents voiced the

problem of high food prices in terms of-possible solutions may

indicate a feeling of helplessness in the.face-of rising prices as

well as an inability to view this problem in terms of alternatives

or possible solutions .

In contrast to high food prices, other problems/questions

which were uniformly stated as complaints were sometimes stated as

needs for information or needs for help. In particular, complaints

about the school system, about neighbors, and about product quality

were often stated as needs for help or assistance. Only two
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specific problems/questions were stated almost uniformly as needs

for information - looking for a house or apartment and looking for

a job. These specific problems/questions were also less likely

than other problems/cmestions to be stated as complaints.

5.4.3 flow Do Subgroups of IndividuaJs State Their Needs?

Some subgroups of individuals were less likely than

others to state their problems/questions in terms of complaints

(Table 5-21). Specifically, individuals with the most education,

those who were professionals or managers, and those living in

tracts with the highest median incomes were least likely to /

,articulate their problems/questions in terms of complaints. It

may also be noted that problems/questions mentioned by these

subgroups were also more likely to be stated as needs for infor-

mation or advice. Similarly, young respondents and students were

less likely to complain and more likely to express a need for

information. The \elderly and retired persons, however, tended to

complain more frequently and to express a need for inforthation less

frequently than other respondents. Expressions of the need for

actual help did not vary consistently for subgroups of individuals.

These data tentatively suggest that when individuals see

the solutions to their problems/questions in terms of information,

they are less likely to display negative attitudes by complaining

or.lamenting,teir situations. this relationship between complaints

and needs for information was also seen (Section 5.4.2) for two

specific problems/questions .(househunting and job hunting) which

were stated frequently as information needs. For subgroups of

individuals, the inverse relationship between complaining and

stating a need for information or advice holds both for unaided

and aided problems /questions (data not shown). . Thus, the elderly

were considerably more likely than young respondents to complain
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Table 5-21. Statements of problems/questions by age, education,
occupation, and median tract income

Specific Problems/
Questions

Percent of Problems/Questions
S tated as:

Complaints

Needs for
Information
or Advice

Needs for
Help

Total (N = 8,932) 87 24 16

Age

82 30 13<25 years
25 - 64 years 87 23 18
,65+ years 92 16 12

Education Completed

91 22 120 6 years
7 - 11 years 91 19 14

12 years 87 2a 15
13 - 15 years 84 27 22
16+ years 79 29 18

Occupations

Professionals or managers 78 30 21
Clerical or sales 86 23 18
Blue collar or service 87 20 13

. Housewife 89 25 16
Student 81 29 20
Retired 95 13 17
Other not working 92 27 19

Median Tract Income

Under $4,000 91 27 16
$ 4,000 - $ 7,999 90 22 15
$ 8,000 - $14,999 87 . 23 17
$14,999 and over 78 29 18

and less likely to consider information as a means to obtain an

answer or solution for hoth unaided and aided problems /questions.

One might hypothesize that if information were more frequently
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considered an effective means of obtaining solutions by individ-

uals, some psychological barriers to problem-solving might be

removed.

5.5 Summary and Discussion

Overall, there was a high incidence of information needs

among the sample population. Eighty-nine percent of the respon=

dents mentioned at least one problem/question. These 1,945 per-

sons mentioned a total of 8,9-32 identifiable needs -- an average

of 4.59 problems/questions per person.

Some individuals were more likely than others to men-.

tion information needs to interviewer'. In general, individuals

who were young and those with the higher levels of education and

income were most likely to report problems/questions. Incaddi-:

tion, a high incidence. of inforiration needs was found for indi-

viduals who were gregarious, who considered themselves opinion

leaders on a variety of topics, and who were members' of a 'number

of organizations. Ironically, those subgroups who would be ex-

pected to have the most needs (i.e., the poor, the least educated,

the elderly, the socially isolated, etc.) reported the fewest needs.

Although one might conclude that these individuals have fewer needs,

it is more logical to attribute this finding to other factors such

as the inability or unwillingness of these individuals to articu-

late their needs or to their resignation to a poor quality'of life.

The most frequently cited problems/questions fell into

the topic areas of neighborhood, consumer, housing, and crime and

safety. These four topic areas accounted for more than half of

the 8,932 problems/questions reported.

126



Some variations were noted for aided vs. unaided cita-

tions of topic areas, and appear to be the result of two factors.

First, the-more salient or urgent areas of needs such as public

assistance, housing, and legal.problems, were more likely to be

mentioned spontaneouel; whereas, less pressing areas of needs

such as recreation and discrimination were reported when a more

direct queetionine seouence was used to aid recall. . In support

of this interpretation was the finding that a greater percentage

of unaided than aided probles/questions were designated as most

important by respondents. A second factor leading to variations

in aided and unaided responses was the wording of the questionnaire.

The questioning for unaided responses emphasized "needs for infor-

mation" whereas "complaints" were emphasized in the more direct

questioning of respondents. This interpretation is supported by.

an examination of the specific categories of aided and unaided

responses. More problems/questions indicating needs for specific

kinds of information were found. among unaided responses than among

aided responses; conversely, what might be considered "complaints"

were More prevalent among aided. responses . However, it was 4110

more urgent needs such as public assistance rather than the needs

for information which accounted for the greater importance ascribed

to unaided problems/questions.

Some topic areas were of more concern to some subgioups

of individuals than to others. For example, the general areas of

crime and safety was cited most frequently as most important among

those at the upper income levels. Within this topic area, a

general fear of crime and mentions of specific crimes were more.

frequently cited as most important by these individuals. The

general area of housing, on the other hand, was cited most'fre-

quently by nonwhites and low-income respondents. An examination

of the more specific categories under housing revealed that

househanting was an irportant concern for nonwhites, low-income

respondents, those with little education, the young, and the
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unemployed. Within the general topic area of neighborhood prob-

lems the elderly mentioned complaints about neighborhood child-.

ren as most important. These data provide valuable information for

pinpointing specific target groups with the view, of disseminating

information to meet specific needs..

In looking at how respondents stated their problems/

questions, an inverse relationship between complaints and state-

ments implying a need for information was found. Unaided prob-

lems/questions were less frequently expressed 'as complaints and

more frequently expressed as information needs than aided responses.

Some specific problems/questions (i.e., househunting and job hunting)

were similarly less likely than other problems/questions to be

stated as complaints and more likely to be expressed as needs for

information. In addition, some subgroups of individuals -- notably

the most educated, those with the highest incomes, professionals or

managers, and the young -7 were less likely to comnlain and more

likely to express a need for information 'than other individuals.

It is suggested that when the possible solution to a problem or

question is seen in terms of information some of the psychological

.barriers to problem solving (i.e., apathy, feelings of helplessness)

may be removed.
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6. INFORMATION-SEEKING STRATEGIES

In this chapter, some of the major research questions

raised in Chapter Two concerning information-seeking strategies

will be addressed: Specifically, questions generated in the

discussion of.the second, third, and fourth linkages of the model:

those of individuals to sources, of individuals to solutions, and

of sources to needs are addressed (additional data concerning the

linkage of individuals to solutions will be presented in Chapter.

Seven, Search Outcomes). Discussion of the data presented in this

chapter will be .focused on the following research questions.

o What subgroups of individuals attempt to solve their
problems?

o How many sources do individuals use?

o What sources are used by which individuals?

o What are the characteristics of the sources used?

What sources are seen as helpful by individuals?

e What source characteristics are associated with
helpfulness?

o What kinds of assistance are given?

co What kinds of assistance do individuals see as
helpful?

What sources are used for what needs?

Since we are primarily concerned with variations in

search strategies for subgroup:: of individuals, the data have been

displayed separately for demographic subgroupings of individuals.

In initial summary tabulations, a total of eight demographic vari-

ables were used: race, occupation, geographic location, 1970
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Census median tract income, sex, years of.educationcompleted,

ann117,1 family income, and age. In this chapter, however, only

'-raphic variables-which were correlated with information-

-sateyies are reported. A discussion of the demographic

useJ in the cross-tabulations can be found in Appendix.

C, D. ii,aration and Tabulation.

The scaich strategies described in this chapter were

usod -ponO.nts in their attempts to obtain answers to actual

, or soluLions to actual problems. Each respondent was

aske. i t,lect his most important problem/question among all the

prot!,-,.,),-ucstions that he had mentioned to the interviewer and to

desc-c;),, to sources of information he had used in attempting to

get ox a solution. The data on sources used reported in

this cr were collected in response to questions asked in

Sectic. 1I (pages 6-16) of the questionnaire. The wordings of

soate ur Lhe quetions.used have been given in thiG chapter where

ne'tes. .cy to clarify the meaning of the data presented. The
-

read,r je, Lis° invited to refer to the questionnaire which can be

found in Appendix D, Field Procedures.

Throughout this chapter, search strategies have been

report Tor those respondents who reported at least one

probL!rstion. Of-the sample of 2,189 respondents, 1,945

or 89 _cont reported at least one problem/question.

6.1 Levels of Information-Seeking Activity

Several research questions are addressed in this section

concc 1irrj the amount of information-seeking activity reported by

respora:nts. Which persons initiate searches for information or

seek to Itswer their questions or to solve their problems? How

many sources are tapped? What sources do people use?
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sources:

Respondents were questioned about three kinds of

o interpersonal sources (i.e., personal contacts);

o media sources (television, radio, magazines, news-
papers, and books or pamphlets); and,

o libraries.

To determine the number of sources used by each respondent, each

person contacted was counted as one

form was counted as one source, and

counted as one source. Since there

respondents reported using more than one

source, each use of a media

each use of a library was

were very few cases in which

example of a media form

(e.g., two magazines), any mention of a media form was counted as

one source. No*respondent reported using more than one library.

Thus, a respondent was considered to have used two sources if he

contacted two persons for information, or if he contacted one per-

sone and obtained information from newspapers, or if he obtained

information from television and from a library.

6.1.1 What Subgroups of Individuals Attemvt to Answer Their

Questions or Solve Their Problems?

\
In order to answer this question, respondents were

classified as to whether or not they used sources in an attempt

to answer their questions' or to solve their problems (Table 6-1).

The subgroups least likely to initiate searches, were those respon-

dents with the least education, those with the lowest family in-

comes, persons living in tracts with the lowest median incomes,
V

and the elderly. About ano-third of each of these subgroups made'

no attempt to seek information.. Conversely, about 10 percent or

less of the most educated respondents and xespondents with the

highest incomes made no use of information sources.
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Table 6-1. Number of sources used (personal contacts, media, and
libraries) by respondent characteristics

Respondent
Characteristics

Total With
Problems/
Questions

Number of Sources Used

Percent
With No
Sources

Percent
With
2 Source

Percent
With 2 or

More SourcesNumber Percent

Total 1,947 100 22 22 56

Years of Education

1 - 6 132 100 14 34 30 36
7 - 11 645 100 33 26 41

12 615 100 20 20 60
13 - 15 293 100 11 19 70
16+ 259 10.0 9 17 74

Family Income

Under $4,000 296 100 34 29 37
$4,000 - $ 7,999 338 100 29 21 50
$8,000 - $14,999 695 100 20 23 57
Over $14,999 420 100 11 16 '73

Age

<25 342 100 17 21 62
25 - 64 1,359 100 22 22 56
65+ 223 100 '35 26 39

Median Tract Income

Under $4,000 75 100 26 41 33
$4,000 - $ 7,999. 335 100 29 23 48
$8,000 - $14,999 1,407 100 22 22 56
Over $14,999 130 100 8 9 83

These findings are consistent with those cited in

Chapter Three concerning the linkage of individuals to solutions

(e.4'., that information-seekers are found among the highly

educated). While the strong correlation between source use and

education may indicate a lack of knowledge and training among
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those who are not information-seekers (intellectual barriers),

other variables noted in Chapter Three which could account for

these differences include psychological or motivational barriers

as well as physical barriers to information-seeking.

How Many Sources Do Individuals Use?

\\
From Table 61, it can be seen that the most educated .

respondents, those with the highest family incomesi and those
\

living in tracts with the highest median incomes were also more.

lik sy to use a greater number of sources. For example, whereas

only 33 percent of those living in tracts with the lowest median

incomes\used two or more sources, 83 percent of those living in

tracts with the highest median incomes used two or more sources.

Age of the\respondents also correlated with the number of sources

used.

Thus, in terms of both initiation of searches and the

number of sources used, the youngest respondents, those with the

.highest family incomes, those living in tracts with the highest

median incomes, and respondents with the most years of education

were most likely to be active information-seekers. These findings

parallel those of Reiger and Anderson (1968) who similarly found

that age, income, and education correlated with levels of

information-seeking activity.

6.1.3 What Sources Arc Used By Which Individuals?

6.1.3.1 Interpersonal Sources

Among those respondents with at least one problem /ques-

tion, 61 percent'reported making personal contacts' in order to get
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'information or help (Table 6-2). Again, the strongest predictors

of use of interpersonal sources are median tract income, educa-

tion, family income, and age.. The most-highly educated respon-

dents, those with the highest family incomes, those living in

tracts with the highest median incomes, and the youngest respon-

dents were more likely to report making personal contacts than

;those in the sample as a. whole. The average number of persons

contacted is similarly correlated with these variables. Whereas.

persons with one to six years of formal.education averaged less

than one personal contact, those with 16 or more years of formal

. education contacted two persons on the average.

A corollary finding is that those who tend to be infor-

mation-seekers are generally more gregarious (i.e., more exposed

to other people on a day-to-day basis). In Section III of the

questionnaire all respondents were asked "How many people have

you had conversations with in the past week?" The most educated

respondents, :those with the highe.st incomes, and those living in

tracts with the highest median incomes reported a greater number.

of inte'rpersonal contacts on the averagein the preceding *week

than the typical respondent (Table 6-3). The elderly reported

fewer contacts than the typical respondent. Evidence wascalso

found in this study that the subgroups of individuals who tend'
.

to be information-seekers are more likely to be members of organi-

zations and to belong to more organizations on the average than

the typicl respondent (data not shown).. This greater exposure

to other persons may afford these individuals more opportunities

to gather information from interpersonal sources than persons who

are more isolated and have fewer contacts on a day-to-day basis.

Thus, diffek'ences in life style may restrict or enhance the

opportunities of individuals to seek information.
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Table 6-3. Average number of contacts. with other people
the .past week by respondent characteristics

.

during

Respondent
CharacteristiCs

Number of
Respondents Reporting

Average
Number of Contacts.

Total 2,186 44..

Years of Education

1 - 6 160 21
7 - 11/ 743 34

12 696 43
13 - 15 311 55
16+ 271 77

Family Income

Under $4,000 335 18
$4,000 - $ 7,999 389 26
$8,000 - $14,999 ' 773 51
Over $14,999 .444% 74

Age °

<25 354 43
25-'64 .1,536 48
65+ 269 22

Median Tract Income
to

Under $4,000 82 22
$4,000 - $ 7,999 391 26
$8,000 - $14,999 1,579 46
Over $14,999 135 84

6.1.3.2 Media Sources (-6

Although media use was not as prevalent as the use of

interpersonal sources for information, media forms were used more

frequently by those with the most education, those with the

highest family incomes, and those living in tracts with the

highest merlian incomes. Overall, the most frequently used media

116
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source (Table 6-4) was newspapers (31 percent) followed by tele-

vision (24 percent), radio (12 percent), magazines (12 percent),

and books (9 percent). Use of all five media forms varied con-

sistertly with the respondent's education, family income, and

median tract income. The most educe ed spoldents, those with

the highest family incomes, an ose living it. tracts with the

highest median incomes reported getting information from media

sources more frequently in comparison to total sample percentages.

It may be noted that, although .a number of studies have found that

the lower socio-economic groups male heavy use of the electronic

media (see for example, Greenberg and Dervin, 1970), the findings

of this study indicate that they do not obtain information from

these media forms.

6.1.3.3 Use of Libraries 'for Information

Only three percent of resp,-,ndnfR nver;;11 used a library

to obtain information on their most important problemS, (Table

6-5). This type of library use varied with education and Occupa-

tion of, the respondent. Ten percent of tl6se with 16 or more years

of education and nine percent of those in professional or manager-
.

ial occupations used libraries to obtain such informationl.

The reasons tendered by respondents for choosing not to

use libraries to solve every day information problems point out

some physical and psychological barriers to the use of libraries.

Respondents who did not use a library were asked "Is these any

particular reason why you didn't go Lo the library to get

1 For all purposes (to take children to get material r leisure,
etc.) forty-three percent of the respondents reporte visiting
libraries in the previous year (see Section IV of questionnaire).
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Table 6-5. Percentages of respondents using libraries to obtain
information on their most important problem by years
of education and occupation

Respondent
Characteristics

Total

Years of Education'

0 - 6

7

12
13 - 15
16+

Occupation

Professional/Managerial
Clerical/Sales
Blue Collar
Not Working
Other/DK/NA

Total With
Problems/Questions

Percent
Number Percent Using Libraries

1,947 100 3

-132
645
615
293
259

285
339
515
801

6

100 .

10°
100 3

100 4
100 10

100 9

100 3

100 1
100 2

100

information?" The two types of responses which discriminated

among s.ubgronps of individuals were:

s mentions of physical barribrs including age, illness,
lack of transportation, etc., and

o statements implying the inappropriateness of the
library as a source of information for the respon-
dent's question or problem (i.e., "the library
doesn't have that kind of inforMation" or "the
library couldn't help").

Other reasons given did not discriminate among subgroups of indi-

viduals and arc not reported here. Low information-seeks (par-

ticularly the elderly and those vith little education) were more

likely than other respondents to cite physical barriers to using
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the library (Table 6-6). Psychological barriers were evident in

the overall frequency of response that libraries were inappro-
,

priate sources of information (28 percent). There was a tendency

for this latter response to be given more frequently by the high

ilformation-seekers (i.e., those with the most education and in

came and young respondents) than by the low information-seekers.

I

Table 6-6. Reasons for not using libraries as an information
source by years of education, family income, age,

I and median tract income.

Total.
Not Using

Respondent
Characteristics

Libraries

Number Percent

Total 1,890 100

Years of Education

- 6 132 100
7 - 11 643 100
12 ' 597 100k
13 - 15 282 100
16+ 233 100

Family Income

Under $4,000 290 100.
$4,000 - $ 7,999 332 100
$8,000 - $14,999 679 100
Over $14,999 393 100

Age

<25 , 326 100
25 - 64 1,318 100
65+ 223 100 .

Median Tract Income

Under $4,000 75 100
$4,0Q0 - $ 7,999 328 100
$8,000 $14,999 1,359 100
Over -$14,999 127 100-

140

Reasons For Not Using Libraries

Percent Saying
Percent Mentioning Library
Physical Barriers Inappropriate

14

39
14
13
9

11

28

18
27
27
32
31

.23 24
15 26
11. 30
12 32

10 '32
13 282 19

20 7,
23 24
12 30
11 24



In sum, a look at the levels of information-seeking

activity has shown that certain subgroups of individuals clearly

emerge as information-seekers. The highly educated, those with

high family incomes, those living in tracts with high.median

incomes, and the young respondents are more likely to attempt to

solve their problems by seeking information; and, in doing so, use

more sources of information than other respondents. Information-

seekers were distinguished by greater use of all sources of

information - interpersonal sources, media sources, and libraries.

It may also be noted that information-seekers are generally more

gregarious, a fact which undoubtedly increases their opportunities

to make use of interpersonal sources of information. Physical

barriers to library use were noted in particular among low infor-

mation-seekers -and psychological barriers were found to be more

prevalent among high information-seekers.

6.2 Characteristics of Interpersonal Sources

In this section, characteristics of the personal con-

tacts made by subgroups of individuals will be described. In the

tables which follow, the source characteristics will be presented

wIth the total numbc!L of personal contacts made as a base for the

computation of percentages.
f.

6.2.1 Sex of the Persons Contacted...../....0a...a.

Nearly two-thirds of all contacts made were male (Table

6-7). The sex of persons contacted is correlated with the respon-

dent's education and family income. Half of the contacts of those

with the least education and the lowest family incomes were female

in comparison to the overall sample percentage of 35 percent. More

females were contacted by those who were not workingAhousewives,
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Table 6-7. Sex of persons contacted by years of education, family
income, and occupation

Respondent
Characteristics

Total
Contacts

Sex of
Contacts (Percent)

Total

Years of Education

1 - 6

7 - 11
12
13 - 15
16+

Family Income

Under $4,000
$4,000 - $ 7,999
$8,000 - $14,999
Over $14,999

Occupation

Professional/Managerial
Clerical/Sales
Blue Collar
Not Working
Other/DN/NA

Number

2,601

106
638
889
497
466

292
428

1,002
670

411
493
619

1,065
14

Percent Male Female
Not

Available

100

10,0

100
100
100
100

100
100
100
100

100
100
100
100-
100

64

45
65
63
69
62

35

55
33 2

37
30 1
34 4

2

47 50 3

63 J7 -
60 29 1

67 32 1

71 27 2

72 27. 1

70 30
55 44 1
29 71

the unemployed, and retired persons) than those who were working

regardless of occupation. Sex and race differences in the use of

male and female contacts are also evident (Table 6-8). Although

both male and female respondents contacted proportionately more

males than females, 73 percent of the male respondents' contacts

as compared with 59 percent of the female respondents' contacts

were males. The contacts of nonwhites were also more likely to

be female in comparison to the overall sample percentage. It is

interesting to note that those individuals with little income,
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little education, the unemployed, retired persons, women, and

nonwhites were more likely than other individuals to rely on

female members of society who, like themselves, seldom occupy

influential positions in society.

Table 6-8. Sex of persons contacted by respondent's
characteristics

Respondent
Characteristics

Total Contacts Sex.of Contacts (Percent)

Number Percent Male Female Not Available

Total 2,601 100 64 35 2

Sex

Male 999 100 73 25 2
Female 1,599 100 59 40 1

Race

White 1,826 100 68 30
Nonwhite 764 100' 55 44

6.2.2 Personal Knowledge of Contacts

For each contact, respondents were asked "Is he/she

someone you knew personally?" In 37 percent of the cases, con-

tacts were known personally by respondents (Table 6-9) . However,

contacts were more likely to be known personally by respondents

who had completed the most years of education, who lived in tracts

with the highest incomes, and who held professional or managerial

positions. Nearly half of the contacts made by individuals in

these subgroups were known personally by respondents. In contrast,

only 15 puicent of the contacts made by those living in tracts with

the lowest incomes were known personally by respondents.
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Table 6-9. Percentage of contacts known personally by respondents
characteristics

Respondent
Characteristics

Total Contacts
Percent Known

PersonallyNumber Percent

.Total

Years of Education

2,601 100 37

1 6 106 100 39
7 11 638 100 35

14 889 100 30
13 - 15 497 100 39
16+ 466 100 49

Occupation

Professional/Managerial 411 100 50
Clerical/Sales 493 100 30
Blue Collar 619 100 33
Not Working 1,065 100 ; 37

Other/DK/NA 14 100 36

Median Tract Income

Under .$4,000 79 100 15
$4,000 $ 7,999 119 100 31
$8,000 - $14,999 709 100 38
Over $14,999 119 100 46

Consistent with findings of other studies. (Dervin.and

Greenberg, 1972; Greenberg and Dervin, 1970; Katz, 1957), friends,

relatives, and neighbors were cited frequently as interpersonal

sources of information (Table 6-10). Among those contacts known

personally by respondents, 65 percent fell into these categories.

The remainder of the contacts known personally were professionals

serving the respondent (e.g., a family doctor), co-workers, or

persons known in a commercial capacity (e.g., car dealers,insur-

ance salesmen, etc.).

144



T
a
b
l
e

-
1
0
.

B
a
s
i
s
 
f
o
r
 
p
e
r
s
o
n
a
l
 
k
n
o
w
l
e
d
g
e
 
o
f
 
c
o
n
t
a
c
t
s
 
b
y
 
r
e
s
p
o
n
d
e
n
t
 
c
h
a
r
a
c
t
e
r
i
s
t
i
c
s

R
e
s
p
o
n
d
e
n
t
.

C
h
a
r
a
c
t
e
r
i
s
t
i
c
s

K
n
o
w
n
,

P
e
r
s
o
n
a
l
l
y

B
a
s
i
s
 
F
o
r
 
P
e
r
s
o
n
a
l
 
K
n
o
w
l
e
d
g
e
 
(
P
e
r
c
e
n
t
)

F
r
i
e
n
d
s

R
e
l
a
t
i
v
e
s

N
e
i
g
h
b
o
r
s

P
r
o
f
e
s
-

-
s
i
o
n
a
l
s

C
o
-

w
o
r
k
e
r
s

C
o
m
m
e
r
-

c
i
a
l

O
t
h
e
r
 
o
r

D
o
n
'
t
 
K
n
o
w

N
u
m
b
e
r

P
e
r
c
e
n
t

T
o
t
a
l

1
9
5
9

1
0
0

2
1

2
1

2
3

1
1

1
6

5
3

S
e
x M
a
l
e

3
9
3

1
0
0

2
5

1
2

2
3

1
2

1
8

5
5

F
e
m
a
l
e

'

5
6
6

1
0
0

1
7

2
7

2
3

1
0

1
3

6
4

Y
e
a
r
s
 
o
f
 
E
d
u
c
a
t
i
o
n

1
 
-

6
4
1

1
0
0

1
2

3
2

3
2

5
-

7
1
2

7
 
-
 
1
1

2
2
4

1
0
0

2
1

1
9

2
6

1
3

1
1

9
1

1
2

,
2
6
7

1
0
0

1
7

3
0

2
5

1
2

1
0

3
3

1
3
 
-
 
1
5

1
9
5

1
0
0

2
5

2
3

1
9

7
1
4

7
5

1
6
+

2
2
6

1
0
0

2
2

7
1
9

'

1
3

3
1

3
5

F
a
m
i
l
y
 
I
n
c
o
m
e

-

,

U
n
d
e
r
 
$
4
,
0
0
0

7
6

1
0
0

1
3

3
0

2
2

1
1

9
1
2

'

3
$
4
,
0
0
0
 
-
 
$
 
7
,
9
9
9

1
2
5

1
0
0
.

1
5

2
6

2
5

1
2

1
6

4
2

$
8
,
0
0
0
 
-
 
$
1
4
,
9
9
9

3
8
7

1
0
0

2
2

1
9

2
5

1
2

'

1
5

3
4
'

O
v
e
r
 
5
1
4
,
9
9
9

2
8
7

1
0
0

2
0

1
8

2
1

9
1
9

7
6

,

.

A
g
e <
2
5

2
2
1

-
1
0
0

2
4

3
0

1
6

8
.

1
8

-

.

4
;
5
 
-
 
6
4

6
4
2

,
1
0
0

2
0

1
6

2
5

1
2

1
6

7
4

E
5
+

8
8

1
0
0

1
1

3
2

3
4

9
4

8
2

O
c
c
u
p
a
t
i
o
n

P
r
o
f
e
s
s
i
o
n
a
l
/

M
a
n
a
g
e
r
i
a
l

2
0
6
"

,
1
0
0

1
9

7
1
3

'

9
4
2

5
5

C
l
e
r
i
c
a
l
/
S
a
l
e
s

1
4
9

1
0
0

2
5

2
8

1
6

1
0

1
6

5
-

'

B
l
u
e
.
 
C
o
l
l
a
r

2
0
4

1
0
0

3
2

1
6

2
7

5
-
8

7
5

N
o
t
 
W
o
r
k
i
n
g

3
9
4

1
0
0

1
5

2
7

2
9

1
5

5
5

4
1

O
t
h
e
r
/
D
K
/
N
A

5
,

1
0
0

6
0

.
4
0

-
-

-
-

-



Interestingly, subgroups of individuals showed different

trends with respect to contacts known as relatives and co-workers.

The contacts made by males, the hi01y educated, and professionals

and managers were less likely to be relatives than were those

in the overall sample. Conversely, the contacts made by those

with family incomes of less than $4,000 a year were more likely

to be relatives. Co-workers-were contacted more frequently by

the most educated individuals and by professionals or managers in

comparison to the findings for the overall sample.

Age of the respondent was also correlated with the per-

centage of contacts who were relatives or co-workers. Close to

one-third of the contacts known personally by those 25 years or

younger were relatives. This finding ray be attributable to the

fact that a third of those interviewed in this age range were

living with their parents when interviewed. Reiger and Anderson.

(1968) similarly reported that those in the youngest age range of

their sample tended to rely on family for information or advice.

Very few of the contacts made by elderly persons were co-workers.

This finding could be expected. since two-thirds of the elderly

persons interviewed were retired and not working.

6.2.3 Occupations and Oraanizational Affiliations of Contacts.

Occupations of persons contacted correlated with occupa-

tions of respondents (Table 6-11). Fdr example, professionals

were likely to be contacted by ,.professionals and managers, sales

__workers by those in clerical or sales positions, blue collar

workers by other blue collar workers, and those not working by

others not working. In the case of the professional or managerial

respondents, this finding may be related to the fact that half of

their contacts were known personally and two-fifths of these were
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co-workers. Although respondents in the other occupational group-

ings did not report as frequently that their contacts were

workers, it is likely that, at least among those contacts known

personally, friends, neighbors, and relatives contacted would be

at occupational levels similar to those of the respondents. Other

studies (Dorvin and. Greenberg, 1972; Greenberg and Dcrvin, 1970;

Katz, 1957) have also noted the homogeneity of interpersonal con-

tacts for information or advice.

Other trends noted were that professionals were more

likely to bc.econtacted by respondents with the most education

and those witY\the highest incomes. Clerical workers were less

likely to be Contacted by the most educated respondents, those

with/the highest incomes, and professionals or managers; whereas,

clerical workers were more likely to be contacted by nonwhites

and blue collar workers.

Some trends are also.evident in the organizational

affiliation -sf contacts (Table 6-12). Persons affiliated with

public Schools were more likely to have been contacted by those

with 16 or more years of education, those in professional occu-

pations, and those living in tracts with the;highest incomes in

comparison to the overall sample percentage. Contacts employed

by goVernmental agencies (including the Department of Social

,Fervices, the Health Department, the Housing Authority, the Depart-

ment of Sanitation, the Department of Transportation, and so on)

were more preValent among those with little education, low family

incomes, those living in iew income tracts, and the nonwhites.

interviewed. For exth-o.ple, 47 percent of the contacts made by per-

liviny in tracts with the lowest median incomes were affili-

ated With governmental agencies (excluding public schools and

police) as compared with 14 percent of those living in tracts

with the highest median incomes,
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Tn.summary, interpersonal source characteristics varied

for sub-groups of individuals. In particular, consistent patterns

were noted for the most educated respondents Ad those receiving

theiligheSt incomes or living in tracts with the highest median

incomes. Contacts made by these respondents were more freq'ently

males and were more likely to be personal acquaintances. Personal

.acquaintances contacted by them for information were more often

co-workers and were less likely to be relatives than denacts

made by the typical respondent.. In terms of occupation, contacts.

of these subgroups included more professionals and fewer clerical

workers. Their contacts were also less likely to be affiliated,

with governmental agencies (excluding public schools and the

police dePartment). Thus these sub-groups of individualS who' were

found to be active information-seekers were also found to use

consistently different kinds of interpersonal sources than other

respondents. HQwever,. a similar pattern of source characteristics

was not consistently found for younger respondent- who were also-

active information-seekers.

.6.3 Quality of Sources

In this sectionr we will look at how indivi di al5 Lated

the sources they used in terms of helpfulness. The relationship

of helpfulness of sources to source characteristics and to the

kinds of assistance received from sources will also be described.

6.3.1 - What Sources Are Seen As Helpful By Individuals?

Respondents evaTuated the information received from

interpersonal and media sources on a continuum of helpfulness.
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For each source, thzywere asked "Was this information very help-

ful, helpful, or not so helpful?" Respondents judged the input.

of persons contacted very helpful for 24 percent of the contacts,

helpful for 30 percent of the contacts, and not helpful for 43

percent of the/contacts (Table 6-13). Perceptions of the helpful-

ness of-the information received varied considerably with respon-

dents'education, race, family income, occupation, and median

tract .income. Fc.,r example, 55 percent of the contacts made by

those living in tracts with the lowest median incomes were reported

as not helpful as compared with 23 percent of the contacts made by

respondents living.in tracts with the highest median incomes.

Conversely, contacts were reported to be very helpful more often

by those living in tracts with the highest incomes (41 percent)

as compared with contacts made by those living in tracts with the

lOwest median incomes (six percent).

Ratings of media sources varied similar17 with- respon-

dents' education and family indoMe '(Table 6-14). Information

received from media'-sources was perceived as very helpful for 20

percent; helpful for 42'percent, and not helpful for 3.4 percent

of the media sources used. As education and family income in-

creased, .perceptions 'of helpfulness of media sources increased.

Thus, those respondents who tend to be active informa-

tion-seekers also tend to rate the sources they use as more help-

ful than other respondents. Since the people they contacted were

also qualitatively ditferent from contacts of other respbildents

(see Section 6.2.of this chapter) , the rela.,ionship of inter-
.

personal source characteristics and respondents' ratings or per-

ceptions of helpfulness is examined further.
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Table 6-13. Helpfulness of persons contacted by respondents'
education, family income, race, occupation, and
median tract income

Total

Respondent
Characteristics

Contacts

Number Percent

Total 2,601 100

Years of Education

1 - 106 100
7 -. 11. 638 100

12 889 100
13 - 15 497 100
16+ 466 100

.Family Income

Under $4,000 292 100
$4,000 - $ 7,999 428 100
$8,000 - $14,999 1,002 100
Over $14,999 670 100

.Race

White 1,826 100
Nonwhite 764 100

Occupation

PrOfessional/
Managerial 411 100
Clerical/Sales 493 100
Blue Collar 619 100
Not Working 1,065 100
Other/DK/NA 14 100

Median Tract Income

Under $4,000 79 100
. $4,000 - $ 7,999 85 100
$8,000 - $14,999 434 100
Over$14,999 305 100

152

Helpfulness of Contacts
(Percent)

Very Not/ Don't
Helpful Helpful Helpful Know

24

21
22
19
26
37.

14
22
23
33

27
16

36
25
19
23

6

. 22
23
41

30 43 3

22 55 2

27 49 2

31 48 2

35 38 1
32 27. 4

28
30
32
31

56 2

42 1
42 3

34. 2

30: 40 2

32 50 2

35 26 3

28 44 3

30 51 -
31 44 2

14 - 86

37 55 2

25 50 3

31 43 3

35 23 1
. .



Table 6-14. Helpfulness of media sources by respondents' educa-
tion and family income

Respondent
Characteristics

Total Media
Sources Used

Helpfulness of Media
sources (Percent)

Very
Helpfu3

Not
Helpful

Don't
KnowNuili;eriPercerit

Total 1,712 100 20 42 34 4

Years of Education

1 - 6 48 100 18 34 48
7 - 11 383 100 19 37 40 . 4

12 606 100 21 37 38 4

13 - 15 .334 100 15 48 35 2

16+ 361 100 22 51 21 6

Family Income

. Under $4,000 146 100 8 35 56 . 1

$4,000 - $ 7,999 213 100 25 42 31 2

$8,000 - $14,999 601 100 17. 47. 34 2

Over $14,999 595 100 25 42 27 6

.6.3.2. What Source Characteristics Are Associated With

Helpfulness?

Perceptions of helpfulness were found to be related to a

number of source characteristics including whether or not the con-

tact was known personally by respondents, t!,e basis for personal

knowledge of contacts, the occupations of c..tacts, and organiza-

tional affiliations of contacts. The sex o, rsons contacted

was the only source characteristic consider: ,reviously (Section

6.2.1) that was not correlated' with percepti: ,s of helpfulness.

Contacts known personally by respondents were perceived

as helpful more often than contacts not known personally (Table

6-15). Whereas 64 percent of contacts known personally by respon-

dents wcre perceived as either very helpful or helpful, only 49
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percent of contacts who were not personal acquaintances of respon-

dents were given similar ratings.

Table 6-15. Helpfulness by percentage of contacts known person-
ally by respondents

Helpfulness

Percent of Contacts

Total
Known

Personally
Not Known
Personally

Don't Know
No Answer

Very Helpful 24 31 20 12

Helpful 31 33 29 12

Not Helpful 43 32 49 28

Don't Know 2 4 2 48

Number of Total (100%) (100%) (100%) (100%)
Contacts 2,603 9j0 1,618 25

Contacts who were friends or professionals serving the

:respondent were more likely to be rated very helpful than the

typical personal acquaintancL! contacted (Table 6-16). On the

other hand, neighbors and persons known in a commercial capacity

were more likely to be perceived as not helpful.

Perceptions of helpfulneSs varied consistently with only

two occupational categories: professionals and managers/

administrators (Table 6 -17). Professionals were more likely to

be rated very helpful than the typical contact made by respondents.

In contrast, managers and administrators were more likely to be

perceived as not helpful. In fact, 55 percent of the contacts who

were managers or administrators were rated as not helpful in

comparison to 43 percent for the typical personal contact made.
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Table 6-16. Helpfulness by basis for personal knowledge of
contacts

Basis for
Personal
Knowledge

Total
Known

Personally
Helpfulness (Percent)

Numl-,or. Percent
Very

Helpful Helpful
Not

Helpful
Don't
Know

Total

Friends

Relatives

Neighbors

Professionals

Co-wbrkers

Commerical

Other/Don't
Know

963

197

200

223

104

147

53

38

100

100

100

100'

100

100

100

100

31

38

27

21.

47

31

23

47

33.

38

36

30

24

35

32

34

32

23

33

43

24

31

45

19

4

1

4

6

5

3

Table 6-17. Helpfulness by occupation of persons contacted

Occupation
of contact

Total Contacts
Helpfulness (Percent)

Very
Helpful Helpful

Not
Helpful

Don't
KnowNumber Percent

Total 2,610 100 24 31 43 2

ProfessiOnals 615 100 37 33 29 1

Managers and
Administrators 502 100 21 23 I 55 '1

Ojler 1,457 100 20 32 44 4
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Contacts who were employed by religious or private edu-

cational institutions, by community service or action programs,

by legal services, and by health-related organizations were per-

ceived as very helpful more often than the typical contact (Table

6-18). However, merchants and employees of financial or realty

organizations were typically perceived as being less helpful when

compared to the percentages for all contacts made.

Table 6-18. Helpfulness by organizational affiliations of contacts*

.Organizational,
Affiliation of

Contact

Total
Contacts

Helpfulness (Percent)

Very
Helpful Helpful

Not
Helpful

Don't
KnowNumber Percent

Total 2,375 100 24 30 43 3

Government 996 100 24 29 44 3

Religious/Private
Education 73 100 51 23 26

Community Service/
Action . 71 100 .30 31 29 10

Health Services 230 100 30 37 29 4

Legal Services 76 100 50 24 22 4

Merchants 313 100 J8 29 51 2

Financial/Realty 356 100 17 30 52 1

Other 260 100 20 32 43 5

*Excluding contacts not working.

In considering these findings in conjunction with the

characteristics of contacts made by sub-groups of individuals

(see Section 6.2 of. this chapter) , it may be noted that: :;ome

attributes which characterized the contacts made by the active
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information - seekers were also related to perceptions of helpfulness.

In particular, proportionately more contacts of these sub-groups

of individuals were known personally by them and proportionately

more of their contacts were professionals. In addition, personal

acquaintances and professionals were also more likely than other

persons contacted to be perceived as helpful. Thus, the qualita-

tive differences in the contacts made by the active information-

seekers contributes to the finding that their contacts were

typically perceived as more helpful ,in.general than the contacts

made by the less active information-seekers. These data may in-

dicate that the active information-seekers have more influential

acquaintances who arc willing to assist them than do the less

active inform.ation-seekers. Next, the question of whether the

assistance provided by persons contacted varied for subgroups

of individuals will be considered.

6.3.3 What Kinds of Assistance Are Given?

For each personal contact, respondents were asked "What

information or suggestions did he/she give you?" Responses were

classified as to whether or not the contact made a referral, said

he or she could not help, coffered to help, and/or gave advice or

information (other than a referral) . More than one response was

allowed; for example, a contact may haye offered to help the

respondent (by making a phone call, writing a letter, or taking

some other action on his behalf) and the person contacted may also

have given the respondent some information, such as information

about zoning_ regulations, etc.

Whereas few contacts made referrals or said that they

could not help, 29 percent offered to help the respondent and 53

percent provided some advice or-information (Table-6-19). However,
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there were marked differences in the percentages of contacts offer-

ing to help and giving advice or inform6tion for various demographic

subgroups. Contacts made by those with the least education, lowest

family incomes, and the elderly offered, help more frequently than

was typical for those in the sample as a whole. Conversely,,ad-
.

ViCQ or inforMation was less likely to be given to these subgroups

and more likely to typify the contacts made by those.with the

highest incomes.

It is interesting to note that those demographic groups

most likely to report that their contacts offered to help (i.e.,

the leaSt educated respondents and those with the lowest incomes)

were also the most likely to report that their contacts were not

helpful (see Section 6.3.1 of this chapter). An attempt will

be made to clarify this finding below by examining the relation-

ship between the kinds of assistance given and respondents'

perceptions of the helpfulness of the assistance ceived from

their contacts.

'6.3.4 What Kinds of assistance Do Individuals See as Helpful?

The types of assistance provided by persons contacted was

not strongly related to how respondents rated their contacts in

terms of helpfulness with one exception (Table 6 -20) : Contacts

who said that they could not help were, as would be expected, more

likely to be perceived as not helpful. Contacts who made referrals

and those offering to help the respondent were somewhat less likely

than those who gave information or advice to be perceived as not

helpful.

The question remaining is why those individuals whose

contacts were most likely to offer them help (the least educated
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Table 6-20. Helpfulness of contacts by types of assistance
provided

Types of
Assistance*

Total
Contacts

Helpfulness (Percent)

Very
Helpful Helpful

Not
Helpful

Don't
KnowNumber Percent

Total Contacts 2,602 100 24 30 43 3

Made Referral 338 100 31 .38 . 30 1

Could Not Help 216 100 5 15 79 1

Offered, to Help 770. 100 30 33 36 1

Gave Advice/
Information 1,404 100 24 33 41 2

*Multiple responses allowed.

respondents and those with the lowest incomes) were also more

likely than other respondents to perceive their contacts as not

helpful. A possible explanation for this finding may be related

to the search outcomes for individuals (i.e., individuals who

have not obtained satisfactory answers or solutions may perceive

their contacts as not helpful more often than individuals who have

been successful). In the following chapter, search outcomes will

be discussed for sub- groups of individuals.

6.4 Which Sources Are Used for Different Needs?

The sources used to answer questions or solve problems

varied for specific problems/questions mentioned by respondents.

In Table 6-21, the percentages of respondents using the major,types

of sources (personal contacts, media, and libraries) are displayed

for the 15 specific problems/questions most frequently designated
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by respondents as most important. These 15 specific problems!,

questions account for 49 percent of all problems/questions cited

as most important and, by definition, 49 percent of those problems/

. questions about which source data were collected.

Two specific problems/qUestions -- "general fear of crime"

and "food prices too high" -- were associated with a pattern offew

perscinal contacts and high media use. For these two problems/

questions, newspapers ranked highest in frequency of mention among

loa sources used by these respondents; whereas, for all 'but one of the

remaining 13 problems/questions, personal contacts were the most

frequently cited source used.

A pattern of high use of the media as well as a high

incidence of interpersonal source use was found for three specific

problems/questions:- "product quality bad," "complaints about the

.school system," and "complaints about maladies. " -''Complaints about

the school system" was the .only specific problem/question associated

with a relatively frequent use of libraries (14 percent) when

companed with the sample percentage of,2 percent.

Relatively low levels of use of ar. .typesof sources

were associated with two specific problems/questions: "traffic

and parking" and 'other neighborhood problems." High interpersonal

source use andAcw.media use were found for, "rental probleMs,"

"complaint13 about children in the neighborhood," and "complaints

about neighbors.

It appears that,:when the cause or genesis of a specific

problem/question is relatiVely'tangible. (i.e., an illness, the

school system, rental problems), respondents arc more aggressive

about making personal contacts;.,however, when the target of concern

is less obvious or easy to pinpoint as-in the cases of complaints

about food prices, parking problems, or general fear of crime,
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respondents are less likely to make personal contactsOn the

other hand,, since media use is more passive than making personal

contacts,.levels of media use are probably more dependent "on the

frequency with which issues are discussed'in the media (e.g., food

prices, -quality of the school system, product quality, etc.), rather

than asSocia-L.cd with active attempts by respondents to obtain in-

formation from media sources. It is also interest.Lng to note that

the percentae of respondents using newspapers were unexpectedly

low for two specific problems/questions aboUt which newspapers

regularly publish information: "househunting1' and "unemployed,

looking for a job." Only half of the respondents having these

problems / questions used newspapers for information.

6.5 Summary and Discussion

To summarize, aA,examina4On of the lev-'s, of informa-

tion-seeking activity has shown that certain subgroups of indi-

yiduals clearly emerge as information-seekers. The highly

educated, those with high family incomes, those. living in tracts

-with high-median incomes, and young respondents are more

:likely to attempt to solve their problems by seeking information;

and, -in doing so, use more sources of information than other

respondents.. Informaticap,4seekers were ,distinguished by greater

use of all sources of information-interpersonal sources, media,

sources, and libraries. It may be noted that these f!.ndings are

consistent with those of other studies which, have reported a.

correlation between information-seeking and education, income,

and age. Active information-seekers were also shown to be More

gregarious than other individuals, a fact which increases their

opportunities to make use of interpersonal sources of information.

Although often the tendency is to conclude that low.

//

levels of information-seking.can be attributed to a lap of edu-

cation, other barriers. to information- seeking with respect-to one'
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information source--libraries--were noted. Physical barriers

(e.g., lack of transportation, etc.) to library use were more

prev,lent among the low information-seekers than among other

individuals . Psychologic(11 bar,:iers were also noted among those

sub-groups who wore found to, be active information-seekers.

The characteristics of the personal contacts made also

'varied with subgroups of individuals.4 In particular, consistent

patter:LIP:, were noted for the most educated respondents .and those

-receiving the highest incomes or living. in' tracts with the highest

median incomes. Contactr; made by, these individuals were more

frequently males and more likely to be personal'-acquaintances.

were-acquaintances contacted by 'them`. for information were more

.._of..tan....c.O.:-,..'work.ezz-and were less-likely to be relatives than con-

tacts made by the typical respondent. Theit:cantaCts Were,also

less likely to be affiliated 'with governmental agencies, (excluding

public schools and the police department).. ThUs,' sub coups

of individuals who were found to be active-,information7seekersi ,

were also found to use consistently different'kinds ofinterper7
, .

sonal sources than other'resp'ondents. However; a similar ^ p'a.ttern

was, not consistently evident for younger resPondents'who were, also

found to be active information-seekers.

-
Individuals withthe-highest levels of education and

income also rated the contacts they made and the mediasOutces_:,

they used as helpful more. often thandld other respondents.

these subgr.oups perceived their contacts as more helpful was found
,

r,-'to be related to the fact that their contacts were. 'often pe,

sonal acquaintances and professiotals,than were the contactScf

the typical respondent. 'These findings may indicate-that..

viduals with more,educatien and income haVe more influential'

,acquaintances to turn to for infOrmation or help than do other'

resp.on..flonts
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The kinds of assistance received from persons contacted

also varied for subgroups of individuals. Whereas relatively few

contacts made referrals or said that they could not help,, many

contacts offered to help the respondent or gave some advice or

information. Offers to hele were more typical of contacts made

y those with the least education and family incomes, while infor-

maticn or advice was more often provided to those with the most

education and income. Although perceptions of helpful43,ess were
EZ

related to-whether a contact made a referral or could not help,

contacts providing the two major kinds of assistance (information/

advice and, offers to heir) were not rated differently in terms of

helpfulness. It was noted thA perceptions of helpfulness may be

more dependent upon search outcomes than the types of assistance

provided; that is, those respondents who have been able to answer

their questions or to solve their problems may retrospectively

perceive their contacts as more helpful than other individuals

who have been less successful. Particularly. when -,--source needs

are involved, contacts offering information or help in obtaining

needed services (e.g., emergency food or family counseling) may

not be perceived as helpful until the resource is actually

delivered.

In addition'to variations in source use with respondent

characteristics, the mmjor itypcs of sources used varied for

specific problems/questions. The use of interpersonal sources

apears to be assod with the specificity of the target of

concern. For exariple, personal contacts were more frequent among

`those who had problems. With their landiprds than those who com-

plained about high iced prices. On the other hand, media use

appears to be more deeendent enon the freklucncy with eh issues

are discussed in" the media, ieg.,food prices, crime

rather than associeted with active attempts to obtain information

from Irodin sources. Indeed, mentions of obtaining information
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from newspapers were more frequent among those concerned with the

high crime rates than among those who were unemployed and looking

for a job.
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7. SEARCH OUTCOMES

The linkage pf individuals to solutions is the primary

topic of concern in this chapter. That subgroups of individuals

solve their probles or answer their questions? Is the success

of individuals related to their particular needs or to the search

strategies used? Is there an optimal search strategy for all sub-

groups of individuals? Do unsuccessful individuals plan to con-

tinue their searches for answers on solutions?

In the first section of this chapter, there is an exami-

nation of how successful and unsuccessful respondents differed in

terms of three sets of variables: respondent characteristics,

their specific problems or questions, and the search strategies

they used. A statistical rodel developed to predict success based

on respondent characteristics and search strategies is presented

in the second section of this chapter. Finally, the stated future

strategies of subgroupS of individuals whose information searches

were unsuccessful are presented in the third section of this

chapter.

7.1 Successful and Unsuccessful Problem-Solvers
4

There are at least three sets of variables that one

would expect to be related to success in problem-solving. These

include respondent characteristics,.the specific kinds of prob-

lems to he solved by individuals, and the search strategies used.

Although interactions among these sets of variables undoubtedly

contribute toosuccessful problem solution, in this section we

will examine, separately, how each set of variables is related

to success. In tpe L-xt sections>f this chapter, interactions
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between two sets of variables -- respondent characteristics and

search strategies -- will be discussed.

The criterion of success used in this chapter is based

en responses to the following question asked of each respondent

concerning the problem/question which he or she had designated as

imporUnit: "In your opinion do you feel that you have

eotten a satisfactory answer to your question or solution to

your problem at the present tim?" Responses were coded into

four categories: "yes, definitely," "yes, sort of," "no, still

working on it," and "no." However, for this analysis, the codes.

have been collapsed to produce a dichotomy of those who were

definitely or at least somewhat successful and those who were

definitely, or at least to date, unsuccessful. There is, then,

. no absolute external measure of success -- only the perceptions

of the respondents.

7.1.1 The Relationship of Success to Respondent

Characteristics

The overall success rate was low, with onlj 26 percent

of the sample reporting that tiiey had been definitely or at

least somewhat successful in obtaining answers or solutions

(Table 7-1). The success rate for subgroups of individuals,

increased with education, family income, and median tract

income. The most dramatic range in success rates was found for

subgroups based on median tract income. Those living, in tracts

with the lowest median incomes experienced a success rate of

only 10 percent as compared with a 35 percent success rate for

those living in tracts with the highest median incomes'. Pro -

fessionals and managers were also more successful as a group

than all-other respondents who were either employed or not

wor7;ing.
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Table 7-1. Success in obtaining answers or solutions by respon-
dent characteristics

Respondent
Characteristic

Total
Percent
Successful

Percent
Unsuccessful. DK/NA1!

1, %

Total with
problems/:luestions 1,945 100 26 73 1

Years of Yducation

132 100 20 77 31 - 6

7 - 11 645 100 23 76 1

12 615 10') 75 < 1

13 15 293 100
_25
32 68 -

16 + 259 100 35 65 -

Family fncoe

Under $4,000 296 100 18 81 1

$ 4,000 $ 7,999 338 100 22 76 .2

$ 8,000 - $14,999 695 100 .26 74 -

$14,999 and over 420 100 37 63 -

Occupation

Professional/
managerial 285 100 34 66 . -

Clerical /Sales .,39 100 26 74 --
Blue Collar 515 100 26 ' 73 1

Not Working 801 100 -25 74 1

Median Tract Income A

Under $4000 75 100 10 90 -

$ 4,000 $ 7,999 335 100 23 75 2

$ 8,000 $14,999 1,407 100 26 73 1

$14,000 and over 130 100' 35 65 -
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7.1.2 The Relationship of Success to Specific .

Problems/Ouestions

Setting aside the issue of the nature of the solutions

or answers that were acceptable to the respondents, it may be

noted in Table 7-2 that respondents with complaint's about

maladies were.very successful as a group when compared with

- - - - -

Table 7-2. Success rates for the fifteen most important
problems /questions

Specific Problems /questions

Total .

Percent
SuCcessful

Percent
Unsuccessful# %

Total 947 100 26 74
Complaints about maladies 38 100 6!)* 33
Complaints about the school

system 50 100 40 60
Complaints about neighbors 48 100 38 62
Specific crime .62 100 35 65
Traffic and parking 69 100 33 66
Food prices too high 40 100 30 70
Product quality bad 58 100 28 72
General fear of crime 133 100 27 73
Househunting 105 100 24 76
Rental problems 85 100 24 76
Complaints about children 71 100 23 77
Other neighborhood 45 100 9 91,problems
Inadequate bus service 40 100 8 92
City services 45 106 7 93
Unemployed - looking for a job 58 100 7 93 ,

respondents who hod other kinds of problems. Those who com-

plained about the-school system, about their neighbors, and

about specific crimes also ex.perienced relati.Vely high success

rates when compared with the sample average. A_sharp drop in

success rates was found for those who complained about other

neighborhood problems, inadequate bus service, city services,
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and difficulties in finding jobs. Looking at these data in an-

, other way, 25 percent of those who were unsuccessful had one of

these latter four problems/questions as compared with only six

percent of the successful respondents.

.7.1.3 The Relatic:nship of Success to Sources Used

Successful and unsuccessful respondents were clearly

differentiated in ter -as of their use of interpersonal sources

for information or help (Table 7-3). Seventy-four percent of

Table 7-3.- Success related to source use for the fifteen most
important probleMs/questions

Sources
Total. Successful

(N = 947) (N = 247)

Personal Contacts

Percent making personal
contacts

Average number of personal
contacts

Media (use in percent)

Television
Radio
Newspapers
Magazinos
Books

Libraries (use" in percent)

59

1.23

26
14
38
.15

7

2

74

1.66

26
12
40
22
8

2

Unsuccessful
(N = 700)

54

1.36

27
14
37
12
7

3

th'e.7 successful responden-ts Compared with only 54 percent of

the unsucccszful repondents padc -personal contacts. Those who

wore successful also made morc'contacts on the average .then

those, who wore not successful. The only other source used which
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differentiated among the two groups was magazines -- a somewhat

puzzling finding. There were no appreciable differences between

successful' and unsuccessful individuals in terms of their- use of

television, radio, newspapers, books, or libraries as information

sources..

In summary, s,uccess rates were seen to be related to

certain respondent characteristics, the kinds of problems /ques-

tionstions that individuals were attempting' to resolve, and to the

nature of search "strategies used The moot success was experi-

enced by the most educated respondents, those wit9i high incomes

or living fn "high income tracts :and tho.5e,whose pccitations

were professibnai or managerial. Respondents who had certain

specific problems/questions (e.g., an illness) were more success-

ful than those attempting to resolve other specific problems/

questions (e.g., finding a job) . Finally, those who were suc-

cessful in solving their problems or answering their questions.

were more likely to make personal contacts.and to use magazines

than the less successful respondents. In the next section, me

will look at how well.suceess in problem-solving can be predicted

by the analysis of responlJent characteristics and search strategies.

7.2 Predicting Success in Problem-Solving
4

7.2.1 Multiple Linear Re(7ression

In an attempt to gain a better Un:lorstandinq ofthc..

variables which contribute to successful probacmasolvjuq,

wise regression program with throe sets ol data was run. rin:t,

certain aspeccts of the search strategic,: used

were examined to _determine whether thac would oyH.1;0

ance in outcees for Individuals. A sc4 of 25 .v,Irf.lhle!; whit h
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described search strategies (e.g., number of sources used, per-

cent of contacts known personally, occupation of contacts, use

of newspapers for information, etc.) was selected as indepen-

dent variables for the regression model with the dependent

variable being success or lack of success in problem-solving

as defined earlier in this chapter. The model developed using

these data on source use explained only six percent of the vari-

ance.in successful proble)c.-solving.

A second regression model was developed using the

demographic characteristics of respondents as predictor

variables. Fifteen demographic variables (e.g., family income,

sex, race, occupation of the respondents, educ-.tion, age, etc.)

were entered in a stepwise fashion, resulting in a model which

explained only four percent of the variance in successful

versus unsuccessful problem-solving.

Both source data and respondent characteristics were
--

used to develop a third irodel. The 10 variables of each class

which'had contributed the most to explaining the variance in

the two previous models were selected for use as independent

variables in the third model. Eighteen of the twenty Variables

were entered with a resultant R2 of .0966; that is, explaining

only 10 percent of the variance (Table 7-4) . The variables

which contributed the most to the prediction of success were

those describing the respondent's income (median tract income

and family income) and the method of making personal contacts

(in person or by phone) .

The third regression model, although explaining more

of the variance than the two previous models,, was still unsatis-

factory in contributing to an unJerstanding of the variations

in search outcomes. A major disadvantage of this type of re-

gression modeling with survey data is the asnumption that there
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Table 7-4. Results of regression model to predict success using
search strategy variables and demographic character-
istics of respondents

Variables Entered
(D = detographic, S = search strategy)

Multiple R
(cumulative)

Multiple R2

(cumulative)

D Median tract income
S - Percent of contacts made in person
D -.Family income
S - Percent of contacts made by phone
S - Percent of contacts known person-

ally who were professionals
D - Race of respondent
S - Magazine use
D Occur Lion of respondent -- blue

.1732

.2112

.2288

.2429

.2525

.2611
b2683

.2737

.0300

.0446

.0524

.0590

`.0637
.0682
.0720

.0749
D - Sex of respondent .2800 .0784
D - Respondent not working .2869 .0823
S - Percent of contacts known person-

ally who were relatives .2918 .0852
S- Occupation of contacts -- percent

who were social workers .2962 .0902
S - Number of sources used .3003 .0902
S - Occupation of contacts -- percent

who were clerical workers .3021 .0913
D - Occupation prestige index .3038 :0923
D - Occupation of respondent --

professional .3082 .0950
S Occupation of contacts - percent

who were professional .3099 .0960
D Occupation of respondent --

service worker .3108 .0966

are no interactions between variables and that the data can be

fitted with an additive, linear model. On the other hand, an-

other modeling approach, multiple classification or tree

analysis, makes fewer restrictive assumptions about the data.

Presented in the following section .is a more explanatory model,

using tree analysis.
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7.2.2 Tree Analysis Using the AID (Automatic Interaction

Detector) Program

The AID procram sequentially performs two -way splits

of the sample, with each split resulting i the greatest reduc-

tion in variance. The AID program, thereby, makes a decision as

to which variable and which breakpoints will maximally reduce

the. Unefttplained variance. No further splits are made (a) when .

no variance is left unexplained, or (b) when splits on the remain-

ing variables will result in no further reduction in unexplained

variance, or (c) when the cell size of a group is too small to be

further subdivided.

Thirty variables were selected for use in the AID model

to predict search outcomes (success or'nonsuccess). Twenty-four

variables described seark strategies while the remaining six

variables described demoark)hic characteristics of the respondents.

However, only 11 of these variables were useful in reducing the

Unexplained variance. In cbmp'Lrison with the regression models

which 'explained little of the variance, the model developed with

AID explained 52 percent'of the variance in successful problem-

soJ.ving. A complete listing of the 30 variables is presented

below. The eleven variables used in the final model are starred.

A. Search.Strategy Variables

* 1. Number of sources used
2. Number of personal contacts made

* 3. Percent of contacts who were male
* 4. Percent of contacts who were known

personally
5. Percent of contacts known personally who

were relatives
6. Percent of contacts known personally who

were neighbors
7. Percent of contacts known personally who

ware professionals
8. Percent of contacts known personally who

were co-workers

N75.



9. Percent of contacts who were social workers
10. Percent of contacts whc were

managers/administrators
11. Percent of contacts who were professionals,
12. Percen of contacts who were clerical

workers
13. Percent of contacts who Were 4rUe collar

or service workers
14. Percent of contacts who were not .working
15. rcent of contacts who were employed by

public schools
16. Percent of contacts who were -employed by

other government agendies
*17. Percent of 'contacts made by phone

A*18. Percent of-contacts made in person
19. TotAlenuMber of times all contacts were'

contacted .

20. Used television as a source
21. Used radio.as a source
22. Used newspapers as a source

*23. Used magazines as a source
24. Used a library as a source

B. Demographic Varias

*25. Respdent*s.ice
26, Respondent's occupational prestige

*2":, Median tract income
Respondent's sex

*29. 'Respondent's occupation (professional,-
manager /administrator, clerical/sales, blue
collar, service, housewife, retired, other
not working)

*30. Family income

The tree .diagram representing the model developed by'

AID is. presented in.FigUre 7-1%-.Asinay be noted in the figure,

the first box of the tree represents all respondents who replied

tb.the question concerning the success of their searches (1,933

responses) having an overall success rate pf,26 percent, The sam-

ple was then split on a search straegy variable -- percent of

4?contacts, made in pOrson -- with- 1,` respondents making less than

30 percent of their contacts in person and the remaining 888 re-
.

spondents makinc 30 percent or moi;e'of.their contacts in person.

Success' rates for these subgroups were 21 percent' and 33 percent
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respectively, so that making contacts in person appears to he an

advantage. In general, the upper part of the diagram represents.

the more successful respondents; however, this is not always the

case. For example, group 22 in the lower part of the diagram has

a success rate of 54 percent, second only to group 25 in thp upper

part of the diagram with a success rate of 57 percent. Each of

the final groups in the diagram is unique and must be.considered

in terms'of its membership in all groups preceding it in the

diagram. In Table 7-5, each of the final groups is described in

rank order by average rate of success.

Table 7-5. Successful outcomes: final (truncated) groups in',
rank order by the average rate of success

Group
NUml.per

Number
of Cases

Average
Rate of
Success

,

.

Characteristics of Respondents
and Search Strategies ,

,

25' 118 57% Respondents who made 30 percent or
more of their contacts in perSon, ; and'
were professionals,.managers,lor ser-
vice workers; and had family incomes
of $6,000 or more; and knew 20 percent
or more of their contacts.personally

22 83 54% Respondents'who made less than 30 per-
cent of their contacts in-person; and

, made 90 percent or more of their con-'.
tacts by phone; and less,than -30 ,per-
cent of their contacts were male .

.

. " .

.

-27 '89 499,,. Respondents who made 30. percent or
.

.

more of their contacts in person; and
were cleriel/R,41es workers, blue
collar workers, housewives, retired,
Or unemployed ; and lived in'tracts.
with median incomes of $8,000 or more;
and who .raid not use magazines for in-
formation; and who were housewives,
retired, or blue, collar workers ; and
who knew less than '.'S'0 percent of their
edntacts personally; and who used .2-8'

r,.-. sources of inFormation
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Table 7-5. Successful. outcomes: final (truncated) groups in
rank order by the average rate of success (Continued)

Group
Number

\

Numer \
of Cae,es,

Average
Rate of
Success

Characteristics of Respondents
and Search' Strateies

11

24

20

29

13

26

76

77

GO

84

75

73

45'.

, 43?;

\

35%'.

\
,

33%

31%

2Y6

\

1

ti

\

Respondents vho made .30 percent or
more of their contacts in person; and
who were clerical/sales workers, blue
collar worhers , housewives, retired,
or unemployed; and who lived in tracts
with median inco4ies of $8,000 or more;
and who Used magazines for information

Respondents who made 30 percent or
more of their contacts in person; and
who were professional, managers, or
service worhers; and who knew less
than 20 percent of their contacts
personally

Respondents who made 30 percent or
more of their contacts in person; and
who were professionals, managers, or
service workers; and whose family in-
come was less than $6,0Q0

.

.

Respondents who made less than 30 per-
e!ent-of their contacts in person;_ and
who made 90 -percent or more of their
contacts by phone; and 30 percent or
more of their contacts were male; and
who were professionals, clerical/sales
workers, hOusewives, or retired

Respondents who made less than 30 per-
cent of their contacts in person; and
who made less than 90 percent of their
contacts by telephone; and whose
\family incomes were $15,000 or more
I

Respondents who made 30 percent or
more of their contacts in person; and
Who were clerical /sales workers, blue
Collar worhers; housewives, retired,
or unemplOyed; and lived.in tracts
With median incomes of $8,000 or more;
and who did not use magazines; and who
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Table 7-5. Successful outcomes: fipal (truncated) groups in
rank order by the average rate of success (Continued)

Group .

Number
Number

of Cases

.

Average
Rate of
Success

Characteristics of Respondents
and Search Strategies

,
were housewives, retired, or blue
collar workers; and who knew less than
50 percent of thcir contacts personal-
ly, and who used 0-2 sources of
information %.

31 106 24% . Respondents who made 30 percent or
more ol: their contacts in person; and
who were clerical/sales workers, blue
collar workers, housewives, retired,
or unemployed; and who lived in tracts
with median incomes of $8,000 or more;
who did not use magazines; and who
were unemployed or clerical/sales
workers; and who were white

19 '141 23% Respondents who made 3, percent cr
more of their contacts in-person; and
who were clerical/sales workers, blue
collar Workers, housewives, retired,
or unemployed; and who lived in tracts
with median incomes of $8,000 or more;
and who did riot use magazines; and who
were housewives, retired, or blue
collar workers; and who knew 50 per-
cent or more of their contacts
personally

15 492 18% Respondents who made less than 30 per-
cent of their contacts in person; and
who made less than 90 percent-of their
contacts by phone; and who had family
incomes of less than $15,000 a year;
and who were clerical/sales workers,
service workers, housewives; retired,
or unemployed

28 70 18% Respondents who made less than_30_per-
cent of their contacts in person; and:
who made 90 percent or more of their
contacts by phone; and 30 percent or
more of their contacts were male; and
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Table 7-5. Successful outcomes: final (truncated) groups in
rank order by the average rate of success (Continued)

Group
Number

33

8

30

32

Average
Number !'.ate of Characteristics of Respondents
of Cases ._accts:: and Seare:1 Strategies

160

89

59

73

who werenDnagers, blue collar
workers, service workers, or
unemployed

14Z Respondents who mado less than 30 per-
cent of their contacts in person; and
less than 90 percent of their contacts
by phone; and whose family incomes
were less than $15,000; and who were
professionals, managers, or blue
collar workers; and who were male

C' % Respondcnts who made 30 percent or
more of their contacts in person; and
who were clerical/sales workers, blue
collar workers, bouscw4-es, retired,
or unemployed; and who lived in tracts
with median incomes of less than
$8,000

6% Respondents who made 30 percent or
more of their contacts bv.phone; and
who Were eldrical/sales vpirkers,,blue
collar workers, housewives, retired,
or unemployed; and who lived in tracts
with median incomes of $8,000 or more;
and who did not use magazines; and who
weIe clerical/sales workers or unem
ployed; and who were non-white

0%- Respondents who made less than 30 per-
cent-of their.;contacts in person; and
who made less than 90 percent of their
contacts by phone; and who had family
incomes of less than n5,000 and who
were preecisionals, managers, or blue
collar '.'N'Lirkers; and who were female
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In interpreting the .tree, only the major findings

which contribute to our understanding of*search outcomes will

be discussed First it is interesting to note that the first

, variable which discriminated best among respondents was a search .

strategy vas isle, th%.! !NI-cents:Igo of con::,acts made in person.

This varial,.: was not enpected tb be such a good discriminat-or,

althou(Th a 1-ost-hoc enplanation readily comes to mind (i.e.,

face-toface confrontaton ten :1s to lead to results whereas the

strategies of i:aking telephone calls or writing letters are less

effective in producing the answerS).

An obvious conclusion which can be made based on this

model is that no one strategy :orbs best and that demoaraphic

characteristics interact with search strategies resulting in

some strategics being more effective for some demographic sub-

groups of inCividuals than for others. To illustrate this

pb1.nt, let us examine groups 25 and 27 in the upper portion of

the tree diagram. For group 25; which includes primarily prb-

fessionals who do not have low incomes, a particular advantage

accruds to contacting .personal acquaintances for information or

for help. However, for persons in other occupational cateaoties,

contacting personal acquaintances appears to be detrimental to

success (see groups 18 and 19) and making use of the greatest

number of sources is positively related to success(see groups

26 and 27). In other words, these relationships lend credence

to an earlier hypothesis (see Chapter Five) that professionals

and persons at the higher income levels are more successful in

problem-solving because they know influential persons. For

those who do not hold such advantaged positions in society,

personal acquaintances contacted tend to be relatives, friends,

and neighbors at similar' occupational and income levels. For

thec persons, the most. effective strategy appearS to be that c

using a great number of sources (perhaps a "shot qun" approach) ,

rather than turning to personal acquaint
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The relatively high success rates for two other final

groups, 22 and 11, are not as easy to interpret. Group 22 con-

sists of individuals who made most of their contacts by tele-

phone rather than in person and whose contacts were predominantly

emale. At a minimum, this may indicate that making telephone

contact is the second best method of contact (followed by letter

writing or making no contacts at all). The reason for the differ-

ences in success rates based on sex of the persons contacted is

unclear, especially since there is no indication that females are

considered helpful more frequently than males (see Chapter Five) .

Turning now to group 11, a major factor entering into

the success of this group appears to be the use of magazines

for information. Similarly, in. Section 7.1.3 of this chapter,

a relationship was found between success and magazine. use. A

question which comes to mind is whether these individuals

actually obtained helpful information from magazines or whether.

magazine use is a proxy variable for some other characteristic

of these respondents or of their search strategies. In an

attempt to answer this question, we went back to examine the

success'rates of those who used magazines and those who did not

for the fifteen most important problems/questions. It was found

that for three specific problems/questions (complaints about

maladies, high food prices, and a general fear of crime) success-
(

ful respondents were more likely, by a factor of two, to have

used magazines than unsuccessful respondents (45 percent to 22

percent). It is conceivable that articles relating to these

problems/questions such as doctor's columns, low-cost recipes,

or how to protect one's home against burglary, etc. may have

provided useful information to these respondents.

A final comment on the tree analysis concerns the,

income variables and their positions in the tree. In all but
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one of the four major branches in the tree, either family in-

come or median tract income entered in at the third level of

two-way splits (i.e., for groups 6, 4, and 5 but not for group

7) . The-relative symmetry of the tree with respect to income

points to a generally higher success rate for those at the

higher levels of income regardless of which search strategy is

Used. However, the breakpoints are considerably lower in the

upper portion of the tree, indicating that being at the very

highest levels of income is not. necessary to success pIovided

that an. effective search strategy is used (e.g., making con-

tacts in 'person, using many sources, etc.).

7.3 Future Strategies of Unsuccessful Problem-Solvers

Individuals who indicated that they were not com-

pletelysatisfied with the answers or solutions trey had ob-

tained were asked what else they planned'to do (questionnaire

item 11-15, p. 15). The reply that "nothing can be done"

increased with median tract income and age (Table 7-6). Only

13 percent of those living in tracts with median incomes of

less than $4,000 said that nothing could be done in comparison

to 33 percent of those living in tracts with the highest median

incomes. The elderly were almost twice as likely to say that

nothing could be done in comparison with younger respondents.

Conversely, those liVing in low-income tracts and young respon-

dents (lets than 25 years) were more likely than the typical

respondent to indicate that they planned to make contacts.. r:

Nonwhites and professiOnals also tended to give this response

more frequently when compared. to the sample percentage.

These findings with respect to the nonwhite. and low

income respondents are interesting since they appear to contra-

dict the findings of others (see, for exampl, CaplpviLz, 19(7)
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which point to apathy and feelings of ineffectiveness among

these subgroups. On the contrary, nonwhites and, more particu-

larly, the pdor retpohdents in the sample were most likely to

have plans 1;o. make further contacts and were least likely to

say that nothing could be done. The elderly, on the other hand,

more nearly fit the characterization of apathy so frequently

used to describe the poor.

7.4 Summar, and Discussion

Success in problem-solving was found to be related to

demographic characteristics of respondents. In- particular,

those with the highest incomes. ,rend at the highest educational

levels had higher success rates than other respondents.- These,

subgroups, it may be recalled, tended to,make more active

searches and to make qualitatively different kinds of personal

contacts than the typical respondent (see Chapter. Six). The

information or help obtained by these subgroups of individuals

was ano more likely to be perceiVed by them as helpful. .-As

noted earlier (Chapter Six) these individuals may have been more

likely to perceive their contacts as helpful a retrospect pre-

cisely because they were more successful than other respondents.

Different problems /questions were associated with

different success rates; however, no unitary concept was forinu-

lated to account for why some problems/questions tended to be

resolved with greater frequencies than others. A dimension of

the information system which has not been a major focus of this

study may explain some of these variations -- that of resources

being available in the community to meet thew particular needs

of residents. The complex issue of which problems or questions
,J

. are "solve:able" also hinges on the acceptability. of alternative
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solutions to individuals. What may be acceptable to one indi-'

vidual may be unacceptable to another. Where resources are .

,limited, success depends or the abiity of individuals to

generate and/or accept alternative solutions.

Search strategies were also related to success in

that those who made personal contacts and'those who used maga-

zines were more likely to be successful than those who did, not.

Intenestingly, the use .of newspapers, television, radio, books,.

or libraries was not reldted to success at this gross level of

analysis.

A number of interesting. findings resulted from the AID

model which was developed to predict success based on respondent

characteristics and search strategies. In particular, interpre-

tation of the model leads to the conclusion that different

strategies are .effective for different subgroups of individuaI.

Contacting' one's per'Sonal acquaintances is an effective strategy

for professionals and managers.. However, for_ other occupational,

groupings,.this. is an ineffective strategy, presumably because

the people that nonprofessionals know personally are not likely

to be'powrful or influential. For nonprofessionals, the better

approach is not to turn to friends or relatives but to use as

many other sources as poSsible. Although this alternative.

strategy is effectiVe,'it remains a fAt'that the best resources

are accessed more effortlessly by the more advantaged members of

society..

While the income level of the respondent or of the

tract in which he or she lived was highly predictive of success,

some search strategies seemed to mitigate this affect. Specific-

ally, making contacts in person resulted in more success than

other-methods of making contact.- Consistent with. findings re-

ported earlier, magazine use as another strategy related to

success.
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Finally, with respect-to-he stated future strategies

of unsuccessful respondents, was encouraging to note that ti-e

subgroup characterized by the lowest success rate (i.e., those

living in tracts with-median incomes of less than $4 ,000) were

least likely to 'Be apathetic about continuing their searches.

Nonwhites, while not characterized by a lower than average

success rate, also co'lldnet be described as apathetic based
,

on their responses. I:opefully, the stereotype of the apathetic

poor and black population in the 1960's, will be a myth in the

1970's. On the other haxd,' the responses of the elderly in our

sample were not as encouraging with- almost half of them saying

that nc,..41ing could be done and only a third plannifig to make

furthe:: contacts.
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8.1

EXPLORATORY TESTING OP SELECTED FINDINGS

By

Edwin E. Olson*
0

.

Objectives

The purpose of this final Phase of the study was to

develop a methodology for assessing thecapability.of library

and information agencies to'deal with .the kinds of problems and

questions identified by residents of. the Baltiore Urbanized.

Area during the survey phase. It was desirable to cons,ider the

usefulness of such a methodology, if it could be developed, as

a tool for library and information service planners. -Because of

limited resources and-the restrictions of the Project to one

urban area, efforts in this phase ast be considered only explor-

atory; but, hopefully, the findings z:nd implications of this

phase/trill be a useful 'guide for fUture efforts.

Approach z,

i" (

The approach in this phase was analcm)us to previous

studies.de,dgnedto develop methods fOr measuring a 1ibrary's

capability, for meeting the, needs of itst users for .materials. By

drawing saples of the materials cited by medical schobl faculty

in their- research and attempting to obtain these materials, a

1,ibrary's, capability 'to deliver matierials*as.calculated. After

gauging a nurler of librarles with this document delivery capa-

bility test,"a quantitative-score for each library'was construct-

ed-using the methodology develOped by Orr, et. al. (1968). By.

, 1 '

, .

Principal-investigator, exploratory testing' phase.
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analogy, the plan for this phase was.to generate a pool of spe-

cific problems/questions that were identified by urban residents;

samplethis pool, and then determine. what kind of solutions .or

answers to these problems or questions could he provided by in-

formatipn iTcilities in the PaltiMore Urbanized Area. The

assUmption was that the inforation a(R!neies have the capability

of providing solution:i/answerS to resident's problems/questions

either from their own resources or blytapping the resoures of

other institutis in the area. It was also hoped that a begin-

ning could be made in developing a means of measuring, in the

aggregate, the capability of the urban area to respond to resi-

dent problem /questions. The peel of residents' problems/ques-

tions which wts used in this phase was nade up of items previously

identified by the various residents as "most ,important" to them.

The methods for presenting information agencies with

a sample of these problems/questions were developed in a pretest

with .two information facilities in Prince George's CoUnty (not

n the Baltimore Urbanized. Area) (1) the Community Library and

Information Center (CLIC) which serves as a referral center for

branches of the Prince George's Ptblic Library Efstem and (2) a

regular branch li4ary in the same system.

From available lists of agencl.('s in the. Baltimore

Urbanized Area which claimed general in lnation and refel:ral

adtivitis zs a major function, eight ;:ties to approach for

the experint were identified. Betaue cf the requirdd commit-

ment of well over one jay's staff tim,`only five .agreed to

cAperate in this experiment. These were: (1) Anne Arundel

County Public Library, (2) Ba]timore County Public Library,

EnoCh Pratt Free Library, (4) Heain and Wo]fare Council

of Central naryland, and (5) .Lighthou::e (a "hotVne" in

BaltiMore County) .
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8.3 Methodoloav

/:
Two samples of the "most important" problems or q2ies-.

tions identified in the survey were drawn:- (1) a random sample

of 100 and (2) a sellple of 26, which was a subset of the sample
.

of log. The sample sizes of 100 and 26 were determined in the.

. pretest: Lo be the mazimum number that information agencies would

handle in a test situation. The second sample (subset) was

selected from the 100 in the following 'steps: (1).the.most

predominant topic categories of problems/questions in the 100
_ .

items were identified, yielding d'subset of 41 problems/ques-

tions; (2) all of the question,S-which had been previouSly coded

as requests for-information were selected from the subset, yield-

ing 10 items; (3) an additional 16 problems/questions were-

selected ::rem the subset of 41 (less the.10 already selected)

to arrive at a samole of 2G questions.

8.3.1 Professionals' Ability to Perceive Problems/Questions

One major task was to determine the ability of infor-

mation professionals -- representing the agencies -- to perceive

the information needs of residents.

In an interview information Professionals were asked to_

present a listing of their own perceptions of subject areas which

frequently come.up iii the lives of people living in their agencies'

service areas. Then upon probing (giving the respondents a list

of topic categories which had been given to the residents of

the survey) , the respondents were asked to list the subject

areas of problems/questions which came into their facilities

'regardless of whether or not these were topics they had previ-

ously mentioned. .The intent was to be able to 'contrast the
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latter listing with the problems perceived to exist in the com-

munity-but which did not come into information facilities.

After this opening section of the interview, the inforMation

professionals were asked to respond to each of 100 problems/

questions which had, been posed by residents in the earlier sur-

vey by placing the sheet unon which the problems/questions had

been recorded into a pile according to how they would respond

to them if they came into their agency during the normal. 'course

of business. The problems / question 3 as given tp the information

professionals were exactly as recorded in the field, including

any misspellings or omissions of connecting words by the

interviewers.

Along with a category of "other," the respondents were

given four response categories which had been constructed on the

basis of the pretest: (1) can provide information or a referral

which we know will have information or help which the person

needs; quite sure we can handle it; (2) can refer but uncertain

if referral will meet the person's needs; (3) need more informa-

tion about the problem; don't know what to do with it until we

get more information from.the person; (4) nothing we can do, not

a problem we can deal with.

In. -the final section of the interview respondents were

.instructed to detail their responses to the sample of 2G problemS

or questions which were left behind for this purpose. The respon-

dents were asked to deal with the questions or problems just as

they would if they had been phoned in, or if the persons had come

into their agency. For each question a recor0ng form was pro-

vided for recording behavior in dealing with the problem/question.

This form was designed to be similar to the interview schedule

used in the survey of residents. The response record asks the

information professional to describe for each problem/question

the information-seeking behavior of those in the agency dealing
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with the issue (usually only the one -professional) ,.including any

contacts made with any person during the search. A sequence of

questions on 1,Jedia probed for any radio, TV, newspaper, magazine,

book, panThlet, or other media or institutional sources which were

used in. the inf:ormation-seeking ectivity. Finally, the informa-

tion professionals were asked to contrast the various sources used

and speculate whether the y obtained satisfactory solutions/answers

to residents' pfoblems/questions.

8.4 Findinos

Throlighout the present section, the five participating

agencies are referred to as A, b, C, D, and E. The various

analyses reported herein do not necessitate the identification'

of the specific agencies. The "findings" outlined in this sec-

tion are-not in any way generalizable but are reported only as

a means of illustrating and assessing- the methods used.

8.4.1 Perceptions of Resident Problems/Ouestiens

Table 8-1 compares the b±cad topic areps of problems/

questions which the residents in the sample and each of the .five

inforation professionals considered to be most important.- For the

citizens these problems arc the ones they had bee attempting Lo

cope with -- problems of changin neighborhoods, m7!intaining a

household, consumer affiry;i-etc. Interertingly, there was no

apparent correlation bo:eon these and the professionals'

perceptions. For exami:le, the problem/qu'eEtion topic area

most frequently mentioned by the residents .neighborhood --

was mentioned by only one infomation professional.
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Table 8-1. Major information problem/question topic categories:
comparison of residents' needs and information profes-
sionals''perceptions of residents' needs

Topics Most
Frequently 1.1011Licnod

by Residents
Residents'
Rank Order

Information PrcfesSional's
Perception of Residents'

Rank Urder

A B C

Total.
Tims

Mentioned

Neighborhood 1 9 1

Consumer. 2 3 7 1 3

Housing/Maintenance 3
5 5 6 4 4

Crime and. Safety 4 1 1 10 3
Education 5 8 4* 8 2 4

Employment 6. 6 7 3 3
Transportation 7 2 4 5 3

Finance/Public
Assistance 8 .1.5k 1

Health 9 7 2 2

Miscellaneous 10 5* 7* 6 4 5* 5

Recreation 11 3 12 2

Discrimination 12 4 6 2

Legal 13 a 11 6 4

*
Average rank derived when agency listed one topic category
under two or more names.

The great amount of variation among the five profes

sionals themselves also indicates that information professionals

lack,anytype of common perception.of the most importantineeds

as indicated by the residents' problems/questions. This is possi-

bly because, as revealed in .the analysis of survey data, these

needs are seldom communicated to library and information acili-

ties (see Sections 6.1.3.3 and 6.2.3). In addition there might

have been a 1.)tter. correlation if the comp,:xison to the rank

order of residents' problems had been restricted to respondents .

living in the area served by information professionals. However,

the size of the sample did not allow this.
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8.4.2 Response to Resident Problems/Questions

When askd to Make a quia judgment about the sample

of 100 infortion prelaems/.7uestions, the information special-

ists on the average felt thet they could deal with 4G percent of

tne items 1A.e 8-2) . Of these apployimately half were items

they could refer to en:Dther aeency and half were items with which

they could. deal. Almost half were items that required more

information ¶rom the respondent about his request -- either the

.
problem or question was ambiguous or the specialists needed more

information about Lbe resident's situatiOn. This could reflect

a weakness in the methodology.

When given time to work with the subset of 26 problems/

questions, it appears from Table 8-3 that the professionals'

earlier quick judgments on the subset of 2G among the sample of

100 were either nearly accurate or were underestimates of their

capacity to respond. In three instances the institutions sig7,'

nificantly underestimated their ability to deal with these prob-

lems, while in two cases they slightly overestimated. The

method of sorting problem statements in this test would appear

to predict a. minimum capability.

The differences among agency responses were not so pro-

nounced when asseseil: only the euiehejudgrent sort of 100sheete

as opposed to actually doeling with the problems/questions

sample of 26). At the extrecs the difference among the five

agencies for the initeial sort was 27 percentage points, whereas

for the sample of 26 it was 59 percentage points. This suggests

that the arjencies ability to deal with typical residents'

problems/eestions can hest be determined in actual (or possibly

:simulated) work situations.
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Table 8-3. Information agency response to resident information
needs: intrasample comparison of problems/questions
dispositions

Agency

Percent P,..-ohit:/ciustions Which Information Profes-
siona1,3 or :011.ci(s could Eanele (Categories 1 and 2)

Judq,_,nts (N-- 26) Actual Solutions/Answers (N =.26)_

A 46%
.39

46
42
46

62%
26
8.1

46
85.

When the information professionals' responses were

analyzed by topic area (Table 8 -4) , the mean responses for

the agencie-, showed that regardless oE topic area, profes-1.

sionals eou:d deal with over one-third or close to one-half of

the probleicueition. Major areas with the lowe,.t scores were

crime and safety, consumer matters, and education. Further, the

range among the individual agency scores revealed that generally

there was not close agreement among the agencies as to whether

or not a topic area could be dealt with. For prOblers/ques-

tions whi:h agencies felt they could handle, either by using

their own resources or by referral, there was greater consensus

.in the subject arer,s Lf hou:;isq and financial and public

assistant:-. The area of he.ith showed a large amount of dis-

agreement a-,:c1 rrime and safety, edflcation, and miscellaneous

also revealed high variation among agencies.

Overall, it appears that institutions may be judged

individually as to particular subject-area strengths and weak-

nesses; but it is difficult to,make a general statement because

of a high carree of voriabi':ty.
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Table 8-5 indicates the degree of consensus among the

information professionals' judgment with- respect to their insti-

tutions' capabili'Lv to deal. with the problems/questions of the

residents (either through thc:ir own resources or by referring

them to another information disseminating a(;oncy within the

cemmunity). The number in the lefthand column signifies the

number oi agencis which could handle the same individual prob-

],nms/custiens li.nted in the right-hi:nd column. For instance,

only 11 percent or all of the problems could be handled by all

five information agencies (see Figure 8-1 so'- the lint of these

al probicms/que::tions). Four agencies could handle an addi-

tional 21 percent and less than half (44'pereent) of the resi-

dents' individual problems/questi6ns could he handled by the

.majority of the information agencies. The large portion of the

probleros/questiqnn which could not be answered by any of the iner-
.

;nation aqncies may be explained by the fac:.t that the unsolved

problems /questions stated by the residents WC'7C generally vague

and'unspecific (see Figure 8-2):

Table 8-5. Degree of consensus among informatjon-pro_f_e.::.nsionals
on the capability Of their institutions to handle
citizen questions/problems

Number of Professionals Stn.ting Number of Cases Where There Was
They Could 111(.7. TrotJc.m Agreement

5

4

3

2

1 NN
0

Total

11
21
12
22
12
22
TU6



Numher of Profes-
sionals 1.:ho Could

lnswer refer

0

3 2

3
2

2

:; 2

2

3 2

2 3

2 3

We like to know If there is a day care
center 11:,re VI the neighborhood.

There are rats in the back alley. Three
or four 1 ocple lave calleC au t no' one has
come to do anything about them.

I am coneerpea al)out these boarded up
houses 11:::,t 'to me. Is ih.7, government or
city going to remedel or tear them down
becaLmo sometiDer people break in the rear
of them, and climb on the roofs over there
and on mine, too.

1.7.y back alley is all broke up from dump
trucks vhon they built up outlIcre.

Having trOuble getting medical care card
for wiie and for my'self from Welfare.

We had muddy water coming from the spigots.
We got in touch with our councilman. We
thought he could take.carr.ot_it. We just
wanted to know how to make the water
cleaned up.

The union to which I belong was taking out
more money than then should have out of my
check. I wanted to, find out why.

Why can't we have Ipore policemen wa:11:ing
the beet in our nci9hborhcod?

A place live, I have to move .out of
this hell hole. The pipes leak -- there
is a hole in trx, roof from that storm
Agnes and water leeks on my sofa. The
toilet won't flush ri_ght, 1 have to keep
a bucket under it to keep the urine KYOM
going on the floor. The place stLnks.

8-1. Residents' problen.s/guetions which-all information
proonzils could answr or refer (from somple of
100"Mo:;t Important" problems/questions,
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Number of Profes-
sionals Who Could

Answer Refer

2

2

The landlord told me I had to move in
three months. I don't know why. I pay
$85.00 a month and I never miss a month.
I told the landlord what a mess this place
was. He sent a painter instead of a
plumber. He sent a carpenter. They keep
tearing the place up instead of fixing it
up.

3 I had a auto theft. My son in college
couldn't be insured.. The insurance people
still want me to pay full insurance. I

don't think I have to. He doesn't even
olive here anymore, but I have to pay in -.
surance "I,or him. He never drives the car
any.

3 Bought air,' conditioner.. Sometimes it
drips in the front. Have to keep `a little
plate under'it. Drips insirl the house.

-Figure 8-1. Residents' problems/questions which all information
professionals could.answer or refer Triom sample of
100 "Most Important" problems/questions (Continued)

Figure 8-1 lists the 11 specific problems/questions

which all five information agencies could answer either with

their own resources or by referral to another information dis-

seminating agency with the assurance of that agency's dealing

with the referral. The problems/questions have certain simi-

larities among them in that residents are stating problems/

questions which require direct factual responses. For example,

finding information on day care centers is a specific question

which can be answered effectively by each information profes-

sional using information sources physically present in his or

her agency.
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Category 1: Five Examples
Could Handle Problem

Why can't we have more policemen walking
the beat in our neighborhood?

We had muddy water coming 'from the spigots.
We got in touch with our councilman. We
thought he could take care of it. We just
wanted to know how to have the water
cleaned up.

Bought air conditioner. Sometimes it
drips in the front. Have to keep'a little
plate under it. Drips.- inside the house.

Category 2: Four
Could Handle Problem,

I'd like to know what they are doing now
in the progressive schools and where they
are located and what they are doing and if
they are doing anything in the county
schools here and I know they have English
Labs and Math Labs and I don't understand
them.

.I'd like to know where I can get info on
them here. I am .goingto be a elem.
school teacher in music.

We need sewerage in this area. Our septic
tank runs over we have to have it pumped
out several times a year.

Inferior lighting in the streets. Rapidly
changing neighborhood. 50-50 is all right --
I'd like to know the experience in middle,
class areas in changing neighborhoods in
Baltimore County -- Community. I'd like
to know what extent the white people are
moving or sticking it out.

Category 3: Three
Could Handle Problem-

My son filled out a letter at school for a
summer job and hejiasn't heard anything
yet. He's 16 and hegoes to Robert Poole

Figure 8-2. Information professionals' responses to citizen
problems/questions: Random examples of problems/
questions from six categories according to how many
professionals could handle problems/questions

4/
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Jr. High School. I called the pThce he
worked last summer. The Self Housing
Project and they said they didn't have
any positions. He also ;tried siime other
places but I-don't know where.

My husband feels, as well as his coworkers,
that there are unfairness going .on at his
place of work. He and his gang feel as if
they are making it so miserable that he
and 'his gang will quit He a hks gang
are, disgusted with their ,tactic 'in his'
company.

. Increase in drug traffic%

Crime -- some man stole narcotics from
local store and raids in neighborhood4i,
afraid it,will hurt my children.

Category 4: Two '
0

Could Handle Problem
I am waiting for an apartment for Senior
Citizens. So all I need do is wait until
I am 62 years old.

We have a gang of teenagers who hang on
the corner. When you call the police they
don't do'a thing about it.

Defective couch not taken care of to my
satisfaction. I had to go to court twice.

Category 5: One
. Could Handle Problem

Other day I got a traffic ticket in the
-county and I don't think I was wrong. I

slowed up to see if it safe and I turned
.up and a State trooper pulled me off and
gave me a ticket and he said I should have
stopped but there was no sign and my hus-
band told me to go to court and. I took
some pictures and I'm going to the court
and fight* it. He said it was a highway

Figure 8-2. Information professionals' responses to citizen
problems/questions: Random examples of problems/
questions from six categories according to how many
professionals could handle problems/quesiions
(Continued)
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but everyone said it was just a back road.
I'm going to fight it (else?) No

Streets are not safe. Judiciary too limit.
People are afraid to go out. I db not go
out casually (for a walk)

My wife has arthritis -- isn't able to do

Category 6: None
Could Handle Problem

much.

I have a lawyer at,legal aid who's taking
care of my problems; financial and bill
problems. I laon't go into this because
it's confidential, and in his hands now.

Gathers that they are some sort oft genteel,
covert discrimination against blacks.
Seems to ,me that it makes it a little
uncomfortable for him to live\around here
in that sort of structure.

Look for 1-1/2 years for house and good
neighborhood; just moved into new house,
but forced to send children to private
school.

Figure 8 -2. information professionals' responses to citizen,
problems/questions: Random examples of problems/
queStions from six categories according to how many :
professionals could handle problems/questions
(Continued)'

. Figure 8L2 lists random examples of the residents'

problems/questions from all six categories (i.e., all five in-

formation professionals could handle, four could handle, ...
a

none could handle). The problems/questions in Figure 8-1 were'

ones that required direct factual answers; this is the probable,

reason for the successful handling of the problem/question by

all five agencies. Goirl down the list, it can be seen that

when only one,or two information professionals could handle the
0

problem/question, theactual prOblem/question A.elf is oenerally

vague and unspecific -- a rament more than an actual problem.
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Se'

The problems/questions that none of the five information profes-

sionals could answer are even more general. In addition to the
4

examples listed, there are many others in'the same category which

are basically complaints about the high cost of...(everything), a

general fear (Lich as crime or living in a deteriorating neighbc,r-

.hood), or lamenting the fact that an expressway has already been

..built through one's backyard.

8.4.3 Agency Modes of Dealing With Problems/Questions

Table 8-6 indicates the modes of dealing with resi-

dents' problems/questions by.comparing the information agencies

to each other and, to the residents. The sample of 26 problems/

questions'is divided into two major units: (1) those with which

the agencies and citizens could not deal and (2) those with which

they could deal, which are further;: divided into three main cate-

, gories based on whether respondents used their own resources,

used cdiltacts with persons and TV/radio, or used a combination

of these two. This send other analyses reveal the great differ-
,

Pnces
-

in the manner in which agencies, when compared to each

other(.and to the residents, gathered information in order to

solve the residents' problems/questions.

For example, Agency E is radically different from all

other agencies and the residents because it relied heavily on

the files, books, pamphlets, newspapers; and magazines within

the agency's physical facility. Agency Edid not shave any need

for contacts with persons or TV/radio and yet had the highest

number (22) of problems/qu6strOns answered. Agency C and the

residents seem to be similar in all categories, and)poth ware

able to deal with 21 of the 26 problems/questions. It is

0
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interesting to note that both Agency C and the residents were

using a large number of the combined modes (own resources, TV/

radio, contacts with persons), to answer their problems/questions.

Agency A, which dealt with 19 problems/questions was successful

by using primarily contacts with persons and TV/radio; and this

agency was the .highest of dll groups that used these modes. On

the whole, agencies B and D were net too successful with their

information sources as seen in the low number of problems/ques-

tions they could deal with; yet, they responded by using all

modes.

As can be seen in Table 8-7, in contacting persons to

assist with the 26 problems/questions, professionals made the

greatest use of individuals who were case workers, referral

workers, or agents; whereas, landlords and maintenance men were

most frequently contacted by the residents in the same subset.

Table 8-7. Occupation of persons contacted by agencies and
residents

Occupation

Number of Persons
Contacted by

Agency:

ResidentsC D E Meqn

Caseworker, referral worker agent
Policeman
Head of program, government
official, city planner

Clerk, saleSclerk, secretary,
programmer

Housing inspector, investigator
Landlord, maintenance man
Lawyer
Teacher, librarian
DPW worker
Friends

1

1

1
1
2

9

5

4

5'
3

3.9
2:2

1.8

1.4
1.4
0.4
0.4
0.2
0.2
0.0

0

3

1

5.
0

7

0

4

0

3

207



Other frequencies-of-contact, by occupation, are also indicated.

Information agencies appear to have a repertoire of contacts,

mainly with individuals who are connected with other institu-

tions, particularly those with a community-service orientation

(data not shown). A possible explanation for this is that among

information specialists there is a greater knowledge of avail-

able relevant services and an acquaintance with individuals

attached to them.

In connection with the use of print and other media

sources, the information specialists relies most heavily on

books and pamphlets, primarily in the problem/question areas

of housing and crime; whereas, residents made minimal use of

these sources, although they did place a heavy reliance on

newspapers. Each group placed some reliance (on a recall basis)

upon TV and radio talk shows, news programs, and specials (data

not shown).

Both groups seem to make use of the print material

most readily available to them -- information agencies having

genei:ally easier access to books and pamphlets; residents to

newspapers.

8.4.4 Satisfar:tion and Helpfulness`

The information specialists felt that they had defi-

nitely provided or obtained Satisfactory solutions/answers to

36 percent of the residents' problems/questions and had provided

or obtained partially satisfactory solutions/answers in another

55 percent of the cases. On the other hand, residents were

entirely satisfied only 16 percent of the time and partially

satisfied only 21 percent of the time in their search for solu-

tions/answers to the same problems/questions (Table 8-8).
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Table 8-8. Estimation of adequacy of solutions/answers to resi-
dents' problems/questions: aaency and residents
compared

.Was a satisfactory solution answer
'obtained?

Number of No,- Still
Agency/ Responses Yes, Yes, Working
Resident Attempted Definitely Sort of On It No Total

A 14 29% . 50% 7% 14% 100%
B 7 71 29 0 0 100
C 21 29 62 5 5 100
D 12 17 83 0 0 100
E 22 . 32 55 9 4 100

Mean, 36 56 4 .5

Resident 19 16 21 21 42 100

It would appear that information agencies are-capable

of finding satisfactoiy solutions/answers to resi problems/

questions; but, considering that one agency attempted to respond

to only 7 of the 26 problems/questions, this may be too optimistic.

By contrast, as pointed out earlier, residents tend not to use

'information specialists in attempting to deal with their

problems/questions.

Personal contacts made by agencies in their quest for

solutions/answers were perceived by them to be very helpful -32

percent of the time and at least helpful 46 percent of the time.

However, the residents' responses corresponding to the subset of

26 showed that only 18 percent of their personal contacts were

very helpful and 38 percent helpful; nearly half (44 percent) of

their personal contacts were perceived as hot so helpful (Table

8-9). In one sense, then, residents' information-seeking with

respect to personal contacts may be more "haphazard"ithan that of

the professionals who appear to know the right people to contadt
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Table 8-9. Perceptions of helpfulness of personal contacts: com-
parison of agencies and residents

Agency/
Number of
Persons

Helpfulness of Information or Sugges-
tions Obtained from Personal Contact

Very Not So
Residents Contacted Helpful Helpful Helpful Total

A 9 22% 67% . 1% 100%
B 5 60 40 0 100
C 18 78 22 0 100
D 9 0 100 0 100
E 0 0

Mean 32 . 46 0

Residents 16 18 38 44 100

and are thus more efficient in seeking contacts with a correspond-

ingly greater degree of effectiveness.

8.5 Summary and Discussion

In this final exploratory phase, we were able to quan-

tify library and information agency capabilities to deal with

samples of actual problems/questions posed as "most important"

by residents during a -oss-sectional sample survey of households

in the Baltimore Urba,..'ed Area. By asking information special-

ists in five agencies to sort 100 sheets, each listing a problem/

question, we were able to arrive at an apparent minimum capa-

bility in dealing with actual resident problems/questions. A.

subsequent problem-sblving exercise using a subset of 2'; problems/

questions provided more exact tentative measures for the overall

performance of each agency in providing solutions/answers through

their own resources or through referrals.
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It was found that the capability of the individual

agencies in handling residents' problems/questions varied sig-

nificantly among them. However, 78 percent of the problems/

questions posed could be handled by at least one agency. If

these agencies had been linked together so as to have formed an

"information pool," the community (comprised in this case, of

those agencies in the sample) would have scored as high as 78

percent. If the hypothetical chain of agencies, perhaps linked

through a switching center, were expanded by adding member

agencies, the theoretical score on the sample of problems/ques-

tions would probably have been higher. The assessment in this

final exploratory phase of the professionals' information-seeking

behavior pointed to an apparent lark of cooperation (perhaps by

omission rather than design')., among information agencies. There

appeared to be no referral pattern among those agencies tested,

implying that the development of a referral network and /or, a

prime referral agency might be considered.

An expanded testing program, involving more agencies

and .draWing upon. the repertoire of information needs provided

by this or future studieR, might be pursued in the Baltimore and

other urban areas. Outcomes might be assessed with a view to

(34,n14rg ::ith needs through the most effective and efficient con-

figuration of agencies, strengthening each of the participating

agencies, better utilizing heretofore underutilized or unused

agencies, allocating resources among population subgroups or

topical areas of need, etc. Moreover, the data obtained and

methodology suggested herein have obvious. implications for the

training of information specialists -- in terms both of respon-

siveness and affirmative action.

Because acency responses may well have been influenced

by the conditions of testing (e.g., a "Hawthorne" effect), fur-

ther work should seek to measure these effects, perhaps by means

of unobtrusive measuring.
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We recommend further experimentation in the directions

suggested herein, and look to the modification and refinement of

the methodology thus far developed. At the leas,t, the applica-

tion of these and similar methods with feedback to participating

agencies will allow both a more meaningful evaluation by those

agencies of their own capabilities and a Neans of generating data

for planning increased effectiveness.
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APPENDIX A

SAMPLE DESIGN
-a

Population Description

The geographical area chosen for study was the Baltimore

Urbanized Area as defined by the U.S. Bureau'of the Census. In

1970 the population of this Urbanized Area was 1,579,838 persons.

Other geographical boundaries considered were Baltimore City (970

population - 905,757) and the Baltimore Standard Metropolitan

Statistical Area (1970 population - 2,070,668). An objective of

the study was to include the suburbs as well as the more central

part of the city and the Urbanized Area provided such a boundary.

Although the units of analysis were to be individual'

a pe-nhhilii-y sample of households was desired.

Data were available from the. Third Count Census Summary Tapes on

individual blocks within the urbanized area. Information items

usefu1 for sample design were available for each block (e.g.,

number of year-around housing units).. The Urbanized Area con

tained about 512,000 year-around housing unite. N\

A.2 Sample Methodology

An important design consideration was the need for a

sample that would be representative of certain classes of the

overall population. Low-income blacks were of particular

interest, which required certain sampling procedures to insure

the sample included an adequate number for interviews. The study

specifications called for interview attempts with 1,500 households

with expected completed interviews for about 1,000 respondents.
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The sample'design for this study used a stratified

multi-stage sampling procedure to identify a representative

sample of urban residents 18 years of age and over within the

Baltimore. Urbanized Area. Interviews were conducted with these

individuals utilizing field procedures as discussed in Appendix B.

The first stage sample was selected by drawing a prob-

ability sample of blocks, followed by a sample of households

within blocks and ultimately a sample of individual residents

within households. Details will be given in the remaining

sections of this appendix on the sample selection for each of

the three stages.

A.3 Block Sample

In order to assure ourselves of a representative sample

of blocks in the Urbanized Area, several factors were considered

important as stratification variables for each individual block,

viz., size of block in terms of year around housing units,- per-

centage of block population that is black, and estimated median

family income for a block. Except for the income est!.mates, these

data were available for each block on the Third Count Summary Tape

from the 1970 Census. A Westat regression model was used to

estimate the median family income for each block. Each block was

also classified by its city and county codes into Baltimore City

and the remaining Urbanized Area.

Using the data available on each block, tables were

generated that displayed the number of blocks and the number of

housing units in each cell of a 14 x.6 matrix where the rows were

14,1evels of income and the columns were 6 levels of percent

black composition. Tables were developed for three geographical

areas: Baltimore City, balance of Urbanized Area, and total
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Urbanized Area. Upon inspection, figures for the total Urban-

ized Area were used to compare blocks as shown in Table A-1. In

Table A71 the number of levels for income and black composition

have been reduced. The heavy line in the table indicates how-the

total number of blocks in the urbanized area was divided into two

segments as follows:

1,

Type I - all blocks with less than $8,000 estimated
family income and all blocks where the black
composition was 50 percent or more.

Type II - all blocks with estimated family income of
;8,000 or higher and less than 50 percent
black population.

Table A-1. Percentage of housing units for Urbanized Area of
Baltimore as a function of income and black popu-
lation composition

Estimated Median

Family,Income1

,Black Composition

Less Than
10% 10-49% 50-89%

90%
and Over Total

Under $4,000 .4 .2 .3 3 3.9

$ 4,000 - $ 5,999 2 .6 .6 3 6.2

$ 6,000 - $ 7,999 9 1 4 16.0

$ 8,000 - $ 9,999 16 2 7 27.0

$10,000 $11,999 14 .9 1 17.9

$12,000 - $15,999 24 1 .2 .2 25.4

$16,000 - $19,999 3 .2, 3.2

$20,000 and over .4 .008 .4

Total 63.8- 8.0 5.0 18.2 100.0%

1 This figure was derived from Westat's multiple regression model.
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From Table A-1, approximately 37 percent of the year-

around housing units are located in Type I blocks and the remain-

ing 63 percent of housing units in the Type II blocks. It was

desirable to have a near-optimal sample design that produced

reasonable nLmbers of housing units in various subgroups or cate-

gories within each of the two block types. With only 37 percent

of the total units in Type I blocks and the particular interest in

the low-income predominantly black areas, such a design required

oversampling of Type I blocks.

In the paragraphs above, we have discussed the data

available on individual blocks and the separation of blocks into

two types. Actually, there were blocks with the data suppressed

by the U.S. Census Bureau which were referred to as zero blocks.

For example, if a block contained only a few households the data

on the housing units were suppressed so as not to reveal in-

formation on specific individuals or households. Two kinds of

zero blocks existed, as follows:

1. Blocks specified on summary tapes with inforMation
suppressed (127 Count on tape).

2. Blocks not on tapes but designated by Census
Bureau and shown in the publication, Block Statis- .

tics, Baltimore, Maryland Urbanized Area, U.S.
Bureau of the Census; Final Report HC(3)-106.

In order to sample the second class of zero bl9cks not available

on the summary tapes, a sample of census tracts were selected and

the zero blocks were identified.

We also discovered other "special" blocks shown in the

Block Statistics publication as cases where the data were not

processed in time for release in the publication and summary tapes.

Also, a few blocks had been omitted by error from both the
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publication and summary tape and were shown on an errata sheet.

These blocks were identified for sampling purposes.

Prior to determining the total number of blocks to

sample from the Urbanized Area, we adopted a guideline of

wanting on the average about eight year-around housing units per

block for interviewing. Furthermore, assuming a 65-70 percent

response rate, a sample of 1,500 households would yield 1,000

completed interviews or a sample requiring about 200 blocks.

Processing the block summary tapes, we found about 210,000 year-

around housing units located in Type I blocks (lower income and

black) and approximately 350,000 housing units in Type II blocks

(upper income white). In order to oversample residents in Type I

blocks, overall sampling fractions of 1/260 for Type I households

and 1/520 for Type II households were used. For example, in the

case of Type I blocks a sample of one household from every 260

households was chosen. These overall sampling fractions were esti-

mated to yield 800-850 year-around housing units (210,000/260) in

Type I blocks and about 650-700 year-around housing units (350,000/

520) in Type II blocks. Consequently, the Type I blocks were over-

sampled by a factor of two or twice their actual proportion of the

Urbanized Area. This type of sample design required that results

from the interviews must be weighted properly according to whether

they came from a Type I or Type II block prior to any analysis using

combined data from the two' t pes'of bldcks.

Another important stratification variable within each

of the two block types was block size in terms of the number of

year-around housing units. It was important that the sample

selected be representative of the population density within the

Urbanized Area. The next sampling decision was how to sample

individual blocks. Blocks were selected within each size

group in such a fashion that the overall sampling fraction for

housing units would be 1/260 and 1/520 for Type I and Type II,
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respectively. Consider fI as the overall sampling fraction for

housing units in Type I blocks, then.

where

f
I
= f

1

f
1
= fraction of blocks sampled

f
2
= fraction of housing units sampled.

This procedure can be viewed in Tables A-2 and A-3 for the two

block types.

Table A-2. Number of blocks, year-around housing units, and
sampling fractions by size of block - Type I (low -
income and black)

Block Size
Number of
Blocks

Number of
Housing Units

Fraction of
Housing Units
Sampled (f2)

Fraction
of Blocks

Sampled (f1)

<10 828 3,297 1 1/260

10 - 19 601 8,716 1/2 1/130

20 - 39 1,185 34,627 1/4 1/65'

40 - 79 1,541 84,630 1/7 1/37.1

80 - 159 422 44,648 1/12 1/21.7

160+ ,,
124 31,218 1/4 x 1/8 1/8.1

Total 4,701 207,136.

1 Year-around housing units.
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Table A-3. Number of blocks, year-around housing units, and
sampling fractions by size of. block - Type II (upper
income white)

Block Size 1
Number of
Blocks

Number of
Housing Units

Fraction of
Housing Units
Sampled (f2)

Fraction
of Blocks

Sampled (fl)

<10 1,533 8,402 1 1/520

10 - 19 2,094 30,104 . 1/2 1/260

20 - 39 2,612 73,461 1/4 1/130

40 - 79 1,806 98,565 1/7 1/74.3

80 - 159 584 63,131 1/12 1/43.3

160+ 261 78,397 1/4 x 1/8 1/16.2

Total 8,890 352,060

1
!Year-around housing units.

The blocks on the summary tape were sorted into Type I

and Type II blocks and within each type.by size class and within

size class by income within geographical area. This was the

ordering of the tape prior to actual sample selection. Within

each size class the blocks were sampled at the rates (f1) shown in

Tables A-2 and A-3. For example,. in the first size class, less

than 10 year - around housing units, Table A-2 shows that 1/260 of

the blocks were drawn and for those sampled blocks each household

was included in the sample. For each separate size class, a ran-

dom number-was chosen to start and a systematic sample was drawn

yielding a total of 104 Type I and 84 Type II blocks.

The households in "zero" blocks mentioned earlier were

sampled at the same rate as Type II, 1/520. Our sample was 13
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"zero" blocks with 808 year-around housing units identified.

Households in blocks for which the housing data were not available

in time for release in the summary tape and Block Statistics publi-

cation were sampled at the 1/260 rate, or the same as Type I block

households. A sample of 4 "special" blocks resulted.

The above procedures .__)duced a sample of 205 blocks

within thelBaltimore Urbanized Ara as follows:

104 Type I blocks
84 Type II blocks
17 "Zero" and "special" blocks

205

The next phase of the sample design was that of sampling house-

holds within these sample blocks.

A.4 Household Sample

For interviewing we desired the final sample to be a

list of individual households. To arrive at such a sample re-

quired the listing of househ-J1ds for each of the.sample blocks.

The actual listing operation is discussed in Appendix B,

Field Procedures. The listing operation entails sending inter-

viewers or other personnel into the sample bloCks and recording

each address. located in the block. Large blocks, 160+ year-

around housing units, were segmented into quarters for listing.

For example, ablock with several large apartment buildings

was divided into four parts and one part chosen at random

for complete listing of household units. This segmentation was

reflected in Tables A -2. and A-3 in the sampling fraction, f2,

for 'large blocks.

228



To accomplish the listing, interviewers and profes-

sional staff of Westat identified the sample blocks on Census

mans and explored the blocks recording addresses. This pro-

duced about 15,000 listing units in the 205 sample blocks. We

were then ready to sample the individual listing units or

households. Using the "sampling fractions, f2, shown earliet

in Tables A-2 and A-3, a sample of individual households was

drawn'for interviewing. This resulted in a sample of approxi-

mately 1,600 households.

Just as the interviewing operation was commencing, we

'discovered that certain sampled blocks (24 of the 205) were out-

side the Urbanized Area according to maps being used. This led us

to question the data on the census summary tape and we found that

approximately 50,000 year-around housing units wereon the tape

that didn't appear in the published reports for the Urbanized Area.

Checking with the U.S: Bureau of the Census, we found that prior

to the 1970 Census a block-publishing area was planned that was

likely to be somewhat larger than the expected Urbanized Area.

The summary tape contained those blocks for the entire block-

publishing area.' Ultimately, in the case of Baltimore, the

Urbanized Area was defined such that the tapes contained about

50,000 too many housing units.

The 24 sample blocks that were outside the Urbanized

Area were removed from the sample and a supplementary sample of

housing units was selected within the remaining 181 sample

blocks. We wanted to replace the 200 sample housing units in

the 24 blocks. Using the sample sampling fractiT6ns (f2) as shown

in Tables A -2 and A-3 a supplementary sample of 192 year-around

housing units was drawn. This resulted in a sample design with

somewhat more clustering than originally planned but with a fully

workable design.
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The final sample contained 1,593 households as follows:

813 units in Type I blocks
487 units in Type II blocks
114 units in Type I supplemental sample
78 units in Type II supplemental sample

101 units in "zero" and "special" blocks
3,593 total year-around housing units

During the actual interviewing operations 22 additional households

were discovered that had not been previously listed; hence, the

final sample size was 1,615 households..

A.5 Respondent Sample

Once\a household was identified as being in the sample,

procedures were used that provided a random selection of respondent

within the househbld. The interviewer completed a screening form

listing each member of the household .18 years of age and 'over in

a specified order by age. Each household was assigned a specific

patterri of random digits for respondent selection 'that identified

the specific individual for interviewing. In almost all cases

only one respondent Per household was selected. However, in

households with more than four persons 18 years old and over,

more than one respondent could be selected with known probability.

Interview attempts, using up to three callbacks, at each of the

1,615 households resulted in 1,000 completed' interviews.

1
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APPENDIX B

FIELD PROCEDURES

B.1 Listing

Using the procedures described in Appendix A, Sample

Design, 205 Census blocks were drawn for listing. The sampling

rates were set such that the blocks drawn would contain approxi-

mately 15,000 households or dwelling units and that an average

of eight households would be selected for interview per block.

A decision was me-to prelist the selected blocks

rather than to use a colisting procedure in which the interviewer

simultaneously lists dwelling units, randomly selects households

for interview, and conducts interviews all in one operation. Pre-

listing was preferred because it would provide the opportunity to

validate the listings before interviewing was begun and to main-

tain tiight control over samplihg of households for interview.

B.1.1 Listing Procedures and Materials

Maps of all blocks to be listed were prepared from 1970

Census Bureau maps. Large drawings of-each sampled block were

made with the boundaries of the area to be listed outlined in red.

Instructions were prepared which specified which addresses were to

be listed. Addresses to be listed included: all year-around

housing -.nits, all trailers in trailer parks and other trailers,

which had a permanent foundation or permanent utility tie-ins,

and all residential hotels. Those addresses which were to be

excluded were: any seasonal housing, tranbient hotels, military

bases, institutions (hospitals, prisons, etc.), and group quarters
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(dormitories,'bob.rding houses, etc.). The listers were instructed

to list all hcbsing units on a block which met the requirements as

stated above,.

For blocks with more than 160 housing units, a sub-

segmenting procedure was used. The lister cruised the entire

10:oCk.oncefcounting the total number of housing units. "He then

. subdivided the arca into eaual quarters based on the number of

housing units. Then, one of the quarters was randomly selected

for listing. The subsegmenting procedure was used In order to

reduce the amount of time required for listing of large blocks.

The listing of'blocks of less than 160 units was carried

out by an interviewing service in Baltimore. Blocks which required

subsegmenting were listed by a member. of Westat's home office

staff:

B.1.2 Listing Results and Validation

In a number of cases, there were discrepAncies between

the results of our liStingS as compared to the 1970 Census figures

of the number of housing units for the sampled blocks. Whenever

differenCes of more than 10 percent'occurred between our listings

and Census figures several methods were used to" ierify the.acCuracy

of our listings First, of: course, all maps.and figures were

chqcked for accuracy. We then consulted the Baltimore Geographic

Base File, an address coding- guide showing the range of street

addresses on each Census block face. However, this method of

validation was abandoned when it was found that-the file con-

tained many errors.
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We then referred to the Criss Cross Direc*y/for

Baltimore which lists addresses and telephone numbers by street.

Since cross streets are not always listed in,the directory, it

was. not possible in all cases to determine which addresses marked

the boundaries of a block face. This method of validation was

also found to be unsatisfactory since residehCes without tele-

phones are not listed in the Criss Cross Directory.

The final validation technique used was a relisting of

the blocks which showed the largest discrepancies, by an indepen-

dent/interviewing service. In the 16 blocks that were relisted

no significant differences were found between the origiiial listihgs

and the relistings.

Overall, there was a seven percent difference between

the 1970 Census figures (15,78.6 ;knits) and our listings (14,193

'units). In 108. blocks out of the total of 205 blocks listed,

fewer listing units were found than indicited by 1J/0 Census data.

. In 62 blocks, more units were listed. These latter blocks in-

cluded 13 blocks for which the CehsustBureau reported no housing

units. In the 13 "zero" blocks in the 'sample,, 808 units were

*found. Since the validation procedures used did not 'reveal

any gross inaccuracies in our listings, we can,only hypothesize

that the differences were due to other factors beyond our control

such as changes which have occurred during the two years that haVe

elapsed since the 1970 Census, Census Bureau coding errors (i.e.,

errors in assigning housing units to blocks), or actual errors in-

'taking the Census.

As a further check against the possibility of under-
,

listing, during the interviewing phase of the study interviewers

were instructed to check for additional housing units at all

apparent single- family dwellings. If a housing unit was "dis-

covered-,P interviewers-conducted an interview with an eligible
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member 'of the discovered household. A total cf 22 discovered

households were found using this procedure.

B.2 Interviewina

The questionnaires were administered to 1,000 respon-

dents in the Baltimore Urbanized Area which included the City of

Baltimore, and urban portions of Baltimore County and Anne Arundel

County.* The personal interviews ranged in length from less than

a half an hour to as much as two hours, averaging, as expected

from pilot study results, about 50 minutes. The wide range in the

length of the interview was due to variations in the number of in-

formation needs identified per respondent.

B.2.1 Interviewing Staff

The interviewing phase of this project was scheduled

for a six-week period beginning in July, 1972. Lottier-Nixon, a

locally based interviewing service, conducted more than half of

the interviews. This interviewing service had conducted several

studies for We5tat in the past and was particularly experienced

at inner-city interviewing. Since our sampling plan included

oversampling in the low-income and predominantly black areas of

the city, experience dn inner-city interviewing was a major

factor in selecting an interviewing service. The interviewing

staff consisted of 37 experienced interviewers, approximately

.half of whom were black and 25 of whom. were female. Using 1970

Census block data, interviewers were assigned segments in such

*
-

Although some areas'of Howard County are in the Baltimore
Urbanized Area, no blocks from this county fell into our
sample.
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a way as to match interviewers as nearly as possible with respon-

dents on race. For example, black interviewers were assigned

only those blocks where the Census data indicated that 50 percent

or more of the population was black. Interviewers were instructed

to notify their supervisors if they encountered households of the

opposite race in their areas so that an'interviewer of the same

"race as the respondent could be substituted. However, this

situation arose iltreuuently since most of the sampled blocks

were characterized by either very high or very low percentages

of blacks.

Interviewers were paid by the hour and were also giyen

bonuses for cbmpleted interviews. The amount of the bonus in-

creased with the number of interviews satisfactorily completed

by an interviewer.' The bonus system was designed to provide inter-

viewers with an incentive to stay with the study so that additional

interviewers would not have to be trained to complete the study.

Despite the bonud system,the interviewing service had some diffi-

culty retaining interviewers. The difficulty appeared to stem

from tne screening prccedure (more fully described below).which

often resulted in many callbacks to find the selected respondent

at home.

In addition to attrition among the interviewing staff,

the interviewing service also had a shortage of white interviewers

and therefore our number of completed interviews in the white

areas was disproportionately small. When it became apparent that

we were not going to realize the desired number of interviews, we

contacted another supervisor who recruited a staff of 10 white

interviewers from wpstat's files and from Census Bureau lists of

interviewers in the Baltimore area. Working with the records from

the first interviewing service, this new staff attempted to call

on all those addresses in the predominantly white areas which had

not yet been visited, and all those where tbo initial interviewing
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staff had unsuccessful initial calls (refusals, not at homes,

etc.). After approximately four weeks in the field, this second

staff of : interviewers was able to complete a proportionately

higher number of interviews overall than the first service.

B.2.2 Training and Interviewing Procedures

Before any of the field work began, two training sessions.

were held, each lasting four hours. Each session was attended by

half of the staff of the first interviewing service. Similar

/training procedures we:e used for the second staff of interviewers.

The first part of the session consisted of an introduc-

tion describing the purposes of the study and an explanation of

procedures for screening, random respondent selection, and

callbacks. The screening procedure involved the listing of all

members of the household 18 years of age or older on the screening

and call record form, and the random selection of a respondent.

In most cases, only one respondent per household would be selected.

However, in households with more than four persons 18 years old or

older, there was a chance Lhat more than one respondent would be

selected for interview. Since each household had been assigned

a specific pattern of random digits for respondent selection,'we

were able to verify to'some extent that the screening procedures

were conducted properly. After the initial attempt, up to three

callbacks were required in order to complete the screening and

interviewing at each household. As mentioned earlier, thc random

respondent selection and callback procedures resulted in ,e

frustration among the interviewing staff since no substitutions

were allowed if the randomly selected respondent was not found at

home.
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The second half of the session consisted of.a detailed

question-by-question review of the questionnaire itself, followed

by a mock interview, in which all of the interviewers took part.

In previous studies conducted by Westat, the mock interview had

been found to be a successful training technique. Prior to the

training session, the person responsible for conducting the train-

ing makes up answers to an interview. Answers are carefully

selected to illustrate skip patterns,-probing techniques required,

and other procedures which should be followed by the interviewer

in conducting the interview. During the group training session,

the trainer serves as respondent for the mock interview while

interviewers alternate administering portions of the questionnaire.

Using this procedure, important points which were missed or not

understood by interviewers during the question-by-question review

can be re- emphasized and clarified before the entire group.

After the training session, interviewers were given/two

additional hours to study the training materials which included a

general and specific manual of interviewing instructions. An-

other two hours were allotted for conducting a practice interview

which was reviewed and approved by the supervisors of the inter-

viewing service before interviewers began the actual field work.

Including the training session, study time, and time spent prac

tice interviewing, a total of eight hours was spent by each inter-

viewer in preparation for the field work.

Upon approval of practice interviews by the supervisors,.

interviewers were assigned several selected areas based on prox-

imity to their own homes and racial make-up of the areas. Two

supervisors worked full-time during the field period supervising

the interviewing staff. The supervisors were in contact with

their staff frequently by telephone and interviewers followed a

weekly check-in schedule to receive additional assignments and

individual corrective instruction based on an edit of their work.
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'13.2.3 Validation

All interviews were edited for completeness and con-
/

sistency by the supervisors of the interviewing service and by

Westat staff. Throughout the period of field work, on-going tele-

phone validation was conducted by.the supervisors and by Westat.

The purpose of the validation was two-fold. First, it was used

to check on each interviewer's work (i.e., to determine whether

he or she had actually conducted an interview in the household

selected for validation and to ascertain whether the screening

procedure had been followed properly). Secondly, validation was

used to correct interv/iewing errors since, as a result of the

edit, some interviews were found to be incomplete or to have

improperly recorded responses. Overall, 20 percent of the com..:

pleted questionnaires were validated. Each interviewer's work

was, of course, represented in the validation sample.

Following this appendix, copies of the 1.,:reening Form

and Questionnaire have been reproduced.
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#0247
116:)0 Nebel Stt.oet
Rockville, Maryland 2082

SCREENING FORM

BALTIMORE INFORMATION STUDY

INTERVIEWER'S NAME

SEGMENT No. TRACT No.

BLOCK Ro. HOUSEHOLD No,

RESPONDENT'S ADDRESS

CITY OR COUNTY.

THIS SCREENING FOR' SHOULD BE TAKEN WITH A RESPONSIBLE ADULT

AGE 18 OR OVER UO IS A hEMEER.OF THIS HOUSEHOLD.
-411111.11MIONImur

INTRODUCTION: Hello, I'm from Westat Research
in Washington, D. C. We are doing a study for Regional Planning
Council. We are talking to people in all areas of Baltimore.
(Explain study)

May I speak to an adult member of this household?

1st CALL

2nd CALL

3rd CALL

4th CALL

RESULT OF CALL
DATE TIME (Specify) Legend

Result of Call
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I - Interview
A - Appointment made
NA - No responsible

. adult at home
NH - No one at home
V - Vacant
R - Refusal



In order to know which question to ask of whom, I need to know a
little bit about the members of your household. Could you tell me:

2.

3.

4.

6.

7.

8.

9.

10.

11.

12.

1. How many members of this household are 18 years of age
or older?

Have you included any roomers or boarders who might he
living here? Have you included yourself in tha number
you gave me?

IF NO, CORRECT ABOVE

'2. Nov I wonder if you could tell me the first names and
ages of the (give number) persons who are 13 years of
age and older starting with the youngeSt.

ameemossemsnowsr aw acsusensCarsomm.wers sumaamrso.

RECORD FROM YOUNGEST TO OLDEST NAMES IN COLUMN A
AND AGES IN COLUMN B OF SCREENING TABLE.

COLUMN A
Names of Persons

18 and older

COLUMN B

Age

COLUMN C
Selected

RespondentS

t

1----
.

USE RANDOM RESPONDENT SHEET TO SELECT RESPONDENT AND PLACE A
CHECK MARK IN COLUMN C BESIDE EACH SELECTED RESPONDENT.

Imumrmmmmwswnmmnmrammmmumwmnw .111111110.1101111S
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INTRODUCTION

Hello, I'm from Westat Research doing a study for
Regional Planning Council. We are talking to people living in'all
areas of Baltimore. In this study we want to find out what kinds of
questions come up in people's lives that they have trouble getting
answers to. We are interested in finding out about questions. that come
up on any subject.

Only people like yourself can give the information we need. Everything,
you say will be kept strictly confidential; in fact, we are not asking
for the last na;ne, of any person. we intervitw. If I could have a few
minutes of your time, I'd like to explain a little more about what we're
doing.

SECTION I

1. I'd like you td think hack over.the past few days or weeks and tell
me if you can think of an instance when you needed useful and reli-
able information about something and you found it difficult to get.
Can you think of something like that?

NO-->PROBES: We're interested in questions you've had on
any subject.

A.

For example, has anything come up when you've.
needed .some help (PAUSE) or you've needed to
know what to do (PAUSE) or maybe you just
needed some information.

Or, have you had trouble finding out where a
particular person, place, or thing is located
(PAUSE) or have you needed information about
an organization, company, or agency?

IF NO, GO TO 0.2 ON PAGE 2

DESCRIPTION OF QUESTION OR PROBLEM: (Get a thorough descrip-
tion using probes such as: What information did you need?
What else did you need to know about this?)

1
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1.)/1::: Can yen thL.1;. (1.1.1 like - an in:-.L-Lue
when you've found it difficult to get information to
answer a question or solve a problem?

.

B. DESCRIPTION OF QUESTION OR PROBLEM: (Get a thorough descrip-
tion using probes such as: What information did you need?
What else did you need to know abcut this?)

PROBE: Anything else?

C. DESCRIPTION OF QUESTION OR PROBLEM: (Get a thorough descrip-
tion using probes such as: What information you need?
What else did you need to know about this?)

,

INTERVIEWER: IF A TOPIC AREA WAS PREVIOUSLY MENTIONED BY THE
RESPONDENT, INSERT WORDING IN ITALICS- FOR Q. -6.

NEIGHBORHOOD

2. Let's talk for a minute (a little more) about your neighborhood.
Some other people we've talked to in Baltimore have complained
about problems in their neighborhoods. Think about your own
neighborhood - can you think of anything in this neighborhood
that you personally or members of your family have had questions
or concerns about recently (that you haven't already mentioned)?

NO )Go to Q.3

Could you tell me about it? (Get a thorough description of a
SPECIFIC problem/question.)

2
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3. Today peoplu iced ke every dollar go a long way. Sometimes
they have questions about what products to buy or complaints about
things they've bought Have you personally or members of your
family had any ques 'ons or concerns like this recently (that you
haven't already mentioned)?

C)NO------->o to Q.4

Could you tell me about it? (Gct a thorough description of a
SPECIFIC problem/question.)

HOUSING

4. Let's talk (again) about housing. Some other people we've talked
to are looking for another place to live or are trying to improve
their current housing. Have you personally or members of your
family had, any questions or concerns abuut housing recently (that
you haven't already m'entioned)?

ONO------H>Go to Q.5

Could you tell me about it? (Get a thorough description of a
SPECIFIC problem/question.)

EMPLOYMENT

5. Now let's talk (again) about jobs. Has anything come up recently
where you have had questions concerning a job or employment fin.
yourself or members of your family (that you haven't already
mentioned)?

ONO- ---)Go to next page

'Cou]d you tell me about it? (Get a thorough description of a
SPECIFIC problem /question.)
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ADDITIONAL TOPICS

We've talked about neighborhood conditions,, housing, employment,
and getting the most for your money. These are just a few of
the things people have questions about. I have a list of subjects
that people in Baltimbre have mentioned in talking about the kinds
of questions that have recently come up in their lives. I'd like
to know if you've had questions recently about any of these topics.

6. How about (EACH TOPIC). Have you personally or have any members
. of your family had any questions or Concerns about (EACH TOPIC)
lately (that you haven't already mentioned)?

r.

Education and schooling ONO
Health ONO
Transportation ONO
Recreation and culture ONO
Financial matters or assistance C1NO
Discrimination ONO
°Day care ONO
Family planning/birth control . NO
Legal problems Elm)
Crime and safe i-y NO
Anything else? NO

.....111....10

FILL IN A SECTION BELOW FOR ANY TOPIC RESPONDENT SAYS HE HAS HAD

QUESTIONS ABOUT, MARK "NO" TO EACH TOPIC IN THC'LIST THATRESPON-

DENT HAD NO QUESTIONS ABOUT,

A. Topic:

What were these questions or concerns? (PROBE for a SPECIFIC
problem/question.)

4
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SECTION I

You've mentioned several questions that you've had recently - (Name
problcmo/questions mentioned,bLi respondent in Q.1 ..- Q.6).

a

1. A. If you had to pick one of these, which one would.you say has
been the most important to you; that is, the one that you
have been concerned about most during the past few days or
weeks?

114

(Describe problem/question)

D. And which one would you say has been.the second most important
question you've had in the past few days or weeks?

(Describe problem/question)

I'd like to discuss one of these questions in a little more detail with
you. Let's take (problem /question mentioned as most important) .

. How long has it been since this problem/question first came up?

or or or
# days # weeks # months # years

3. Lave you tried to get information from anyone about this?

YES------4Go to Q.5 in the middle of page 7
NO > PROBE: For instance, have you talked to anybody

about it or have you done anything to get an
answer to this question or solution to this
problem?

YES
NO

Go to Q.5 in the middle of page
>Ask Q.4, top of page 7

6
,246



B. Topic:

What were these quest'ons or concerns? (PROBE for a SPECIFIC
problem /question.)

C. Tyylc:

What were these questions or cor?cerns?. (PROBE for a SPECIFIC
problem/question.)

D. Topic:

What were these questions or concerns? (PROBE for a SPECIFIC
probleth/question.),

5
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4. A. Do. you think there is.anyone.who would have information
about this?

YES Who? (specify

How do you know that (person/organization
mentioned above) might have this information?.

NO------>Go to page 22

B. Is there any particular reasor why you haven't -tried to get
this information yet?

YES ---> What reason?

NO Go to page 12

5. Could you tell me.how you've gone about it that is, who have
you contacted and what have you done? (Record verbatim the
respondent's description of what he did and who he spoke to.)

IF RESPONDENT MENTIONS PERSONS HE CONTACTED (INCLUDE PERSONS CONTACTED

AT ORGANIZATIONS, FRIENDS, RELATIVES, CO-WORKERS, ETC.), ASK Q.6.

OTHERS GO TO 0.7 ON PAGE 12.
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6. You mentio.j son cotic,Icts you 11.4c to 3iut this
problem/question. Altogether, how many people have you spoken to or
contacted to get some information?

Now, I'd like to find out a little about each contact you made. Let's
take the first person you zontacted. (Ask A -J in the table for each
person contacted.)

C

Is this
. person a

male or
female?

Is he/she
someone
you knew
personally?

If Yes to B: How do
you happen to know
him/her?' (Specl:fy
frien:z, rc,:ativ,

co-worker, family
doctor, etc.) .

What is his/
her occuoa-
tion? (Specifr
al,:v., not work-

ing, house-
wife, student,
retired)

IF Person. Workv
What kind of a
place does'he/she
work in? i(Probe
for none of
organization and
r,;,,pe of industry)M F YES NO

.

.
.

.

.
.

,

8
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H J

What information or
suggestions did
he/she give you?
(Probe for speciffc
information given.
or solutions
reconnended.)'

Jas this in-
formation
very helpful,
helpful, or
not so help-
ful?

Hot.: Jid you

contact him/
her - by
phone. (PH),

in person (P),
or by letter
(L)? (Check
all that apply)

How many
times have
you con-
.tacted him/
her about
this ques-
tion/problem?
(Record num-
ber of times)

How did you know to
contact this person
about your question/
problem? (Prole for
how respondent heard
or knew that-this
person might be able
to help.)

VH H NH PH P. L

.

.

t

.

1'"t

I

9
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. 6. (Continue asking A-J for each person contectecL)

A C D

Is this
person a
male or
female?

Is he/she
someone
you knew
personally?

If Yes to B: Now do
you happen to know
him/her? (Specify
friend, relative,
co-worker, family
doctor, etc.)

What is his/
her occupa-
tion? (Specify
also not work-
ing, house-
wife, student,
retired)

If Person Works:
What kind of a
place does he/she
work in? (PrcZe
for name of
organization and
type of industry)M F YES NO

.

.

.

.

,

.

10



F H

What information or
suggestions did
he/she give you?
(Probe for cpec::fic

information g t:V 2n

or solutions
re cortzrnicd)

Was this in-
formation
very helpful,
helpful, or
not so help-
ful?

How did you
contact him/
her - by
phone (PH),
in person (P),
or by letter
(L)? (Check
all that apply)

How many
times have
you con-
tacted him/
her about
this ques-
tion/problem?
(Record nun-
per of times)

How did you know tr.

contact this per-xn
about your questi ,o./

pftblem? (.;:'ro!.:', :*.r

how respondent :.."
or knew that tkl.s
person might i,e al'-i:e
to help)

VH H NH PH P L

.

,

,

.

.

.

. .

.

.

.

11
252



ALL RESPONDENTS

Now I'd like to talk about some other ways you may have gotten some
information about this question/problem.

7

TELEVISION RADIO
9

NEWSPAPER

Have you seen anything
on a television pro-

Have you heard anything
on the radio about this
kind ofi=tion/
problem?

.

ONO

Have you read anything
in a newspaper concern7

gram concerning this
kind of question/
problem?

ONO

ing this kind of
question/problem?

NO-----4(GO TO 10)
YES

>(GO TO 8)
OYES

>(GO TO .9)
YES

What kind of program
was that? What.
station?

What kind of program
was that? What
station?.

What newspaper? What
kind of article?

What was said about
this kind, of
question/problem?

What was said about
this kind of
question/problem?

What was said about
this-kind of
question/problem?

. .

.

/.
Was this inforMation: Was this information: Was this information:

Very helpful?. . . 1 Very helpful?. . . 1 Very helpful?. . . 1
Helpful', 2 Helpful, 2 Helpful, 2

'i Not so helpful ?., . 3 Not so helpful ?. . 3 Not so helpful?. . 3

12
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10
MAGAZINE

11
BOOKS

Have you seen anything in a
magazine concerning this kind

Was there anything else
read in a book or in

you saw or 1

a pamphlet

TO 12)

of question /problem?

ONO

about this kind of question/problem?

:P(GO3 (GO TO 11)
O. YES

NO
YES

What magazine? What kind of
article?

(7.

What book/pamphlet was it?

. ,

What was said about this kind of
question/problem?

What was said in the book/pamphlet?

.

t

Was this information:

Very helpfUl?. . . I

Helpful" 2

Not so helpful?. . 3

Was this information:

Very helpful?. . .

Helpful')
Not so helpful ?. .

1
2

3

13
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12. Did you use a library to get any information or materials con-
cerning this question/problem?

OYES

A. Which library? Where is
it located?

ASK C

NO

B. Is there any particular
reason why you didn't go
to a library to get
infcrmation?

GO TO NEXT PAGE

C. What kind of information or materials? (Specify whether
books, newspapers, magazines, or other.)

D. Did you find this information:

Very helpful"' 1
Helpful? 2
Not so helpful', 3

E. In getting this information, were you assisted by a.librarian
or other staff member?

No (GO TO NEXT PAGE). 1
Yes 2

F. Was this assistance:

Very helpful? 1
Helpful? . . . 2
Not so helpful? 3

14
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10 0, 6 i2 AND ONE:

0 RESPONDENT USED NO SOURCES OF INFORMATION, GO TO 0.14.

O RESPONDENT GOT INFORMATION FROM ONLY ONE SOURCE (E.G., FROM ONE

PERSON ONLY OR FROM A MAGAZINE ONLY). GO TO Q.14.

0 RESPONDENT GOT INFORMATION FROM TWO OR MORE SOURCES (E.Gs, FROM

TWO PERSONS OR FROM A PERSON AND A TV PROGRAM), ENUMERATE

EACH SOURCE RESPONDENT USED IN LEAD-IN AND ASK Q.13,
arparraamwmos..ssammee..............

LEAD-IN:

We've talked about various ways you've tried to get information -
o each person contacted from Q.6
o television from Q.7
o radio from Q.8
o newspapergfrom Q.9
o magazine from Q.10
o books/pamphlets from Q.11
o library materials and/or library staff from Q.12

13. Which one of these things you've tried has given you the best .

information - that is, which one has been most helpful to you in
getting an answer to this question or a sortEl-on to this problem?
(Specify the source of information, i.e., the particular person
spoken to or the specific newspaper article and so on.)

14. In your opinion do you feel that you have gotten a satisfactory
answer to your question or solution to year problem at the present
time?

Yes, definitely . . . ..(GO TO SECTION III, page 16). 1
Yes, sort of . . . . . . 2

No, still working on it 3

No 4

15. What else do you plan to do to get a satisfactory answer to your
question or solution to your problem? (PROBE: Anything else?)

15
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SECTION III

Now I would like to ask you a few questions about your day-to-day con-
tacts with other people:

1. Please think for a moment of the people you've seen and talked to
in the past week. How many people have you had conversations with
.in the past week who are:

A. Relatives and in-laws not living in your household?. .

B. Your present neighbors')

C. Friends or personal acquaintances')

D. People you work with? (PROBE- only the ones you had
conversations with last week.)

E. People Who are not friends, relatives, neighbors, or
co-workers - just other people you had conversations
with?

2. Compared with other people that you are friends with, would you s &y
that you are more or less likely than most of them to be asked for
information or advice about:

A. Things that go on in the neighborhood?

B. Local politics in Baltimore?

16
257

More . . 1

Same . 2

Less . 3

More . . 1

Same . . 2

Less . . 3



C. Where to go to buy things?

More . . 1

Same . . 2

Less . . 3

D. Financial matters such as getting credit, filing taxes or
questions about insurance, or investments?

More . . 1
Sathe . . 2

E.

Less.. ..3

'Health problems such as what to do when people are sick or
where, to get the proper care?

More . . i
Same . . 2

Less . . 3

F. Making home repairs?

More . 1
Same . 2
Less . . 3

G: Bringing up children?

More . . 1
Same . . 2

Less 7 . 3

3. Are you a member of any organiza4ons, clubs, or other groups?
These might include church groups, unions, professional associa-
tions, school organizations, neighborhood groups, and so on..

NO Go to SECTION IV on page 18
0 YES > Could you please give me the names of these groups?

(List names below)

17
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Next-I'd like to ask you some questions about other ways people SciliQ-
times get information such as by going to libraries,'reading magazines
and newspapers, and so on.

2

4,

6

1. A. When was the last time you went to a library or contacted a
library?

Less than a year ago (GO TO Q.2). 1
A year or more ago 2

B. IF A vFAI '''Or Is there any particular reason why
you haven't used a library since then?

GO TO Q.4 ON PAGE 19

1

2. A. Could you tell me the names of the libraries you've used in the-
past year and where they are located? (Record in Col.'A of
table below.)

B. For each libraru: About how many times have you been to (each
library) in the past year? (Record in Col. B of table below.)

C. For each library: What means of transportation do'you usually
use to get to (each library)? (Specify,private automobile,
public transportation, taxi, walk, etc. Record in Col. C of
table below.)?

D., For each library: Did you ever contact (each library) by tele-
phone in the past year? IF YES: About how many times?
:Record in Co. D of table below.)

C
k

Name Libraries and Location
Times
Visited Transportation

TimeS
Phoned

.

.

C

18
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. What do you usually go to or contact a library for? (Check all that
apply)

To take children
To get materials for leisure use
To get information
To use as a place of study or work.
Other (Specify)

4. Are there any magazines that you read regularly (that is', spend
20 minutes or more witi.Cmost issues)?

NO > Go to Q.5
OYES Which ones? (List names below)

1.

2.

3.

4.

5.

6.

0

-4 19
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5. Are there any newspapers that you read regularly that is, spend
10 minutes or more with most issues) ?-

NO >Go to Q.6
El YES Which ones? (PROBE also, for neighborhood or

community newspapers)

1.

2.

3.

4.

5.

6.

1.
..

. A. Suppose you had to get some information about your income tax
or about some personal matter or something like that and the
only time you could callto get the information you needed
was between 8:30 in the morning and 4:30 in the afternoon on
weekdays. Would.it be difficult for youto ure a telephone
to call during these hours or weekdays?

. , .
-cNc) . . (GO TO C): 2

B. IF DIFFICULT: Why would it be difficult?

When would be the most convenient time for'you to make such
a phone call? (PROBE for times and'days of the week)

. 7. Do you have a telephone in working order here at ,home?

20
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8. A. Do you have any television sets in working order?

YES. How many?.
NO . . . . . (GO TO Q.9). 2

1

B. IF YES: Is any set equipped to receive UHF broadcasts,
that is, channels 14 to 83?

9. Do you have any radios? (Include car radios)

10. A.

Yes. . 1

No . . ..2

YES. How many? . . . 1
NO 2

Do v2u or members of your family own any cars?

YES. How many? . 1
NO 2

What is your major means of transportation?

21-
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SECTION V

We need to get some background information about all the people we're
interviewing. I'd like to ask you a few questions about yourself and
your family.

1. A. How many members of your family are living here including
yourself? (Include only persons related to respondent.)

(If only one member, go to Q.2 on page 24)

B. Are there any children under 18 in yOur family who are
living here with you? (Include respondent's children and
children related to respondent.)

YES. How many?
NO

C. Are there any per.sons 65 or older in your family living
'here with you? (Exclude respondent)

22
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D. Who is the head of this family?

Respondent. . . . . (GO TO Q.2 ON PAGE 24)..1
Respondent's spouse . 2

-Respondent's mother or father 3

Respondent's brother or sister 4

Other related to respondent (Specify) . . 5

E. What is his/her occupation? (PROBE for job title. If not
working, retired, student, or housewife, specify and go to
Q.2 on page 24.)

F. IF WORKING: What kind of work does he/she do? (PROBE for
specific kind of work, for example: 'What are his /her, most
important duties?)

G. IF WORKING: What kind of place does he/she work in? (PROBE
for type of industry.)

23
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2. A. What is your occupation? (PROBE for job title. If not

working; retired, stu6nt, or housewife, specify and go

to Q.3.)

B. IF WORYLYG: What kind of work do you de? (PROBE for specific

kind of work, for example: What are your most important

duties?)

C. IF WORKIIIG: What kind of place do you work in? (PROBE for

type of industry.)

3. Are you married, widowed, divorced, separated or have you never

been married?

Married 1

Widowed 2

Divorced 3

Separated 4

Never been married 5

4. What was the highest grade in school you completed?---(CiY-ie--"12"

for a GED er_high_s4h-ool-equ-ii)-e-aen-C-y degree.)

Elementary:
High School:

College:
Post Graduate:

1
9

13
17+

2

10
14

3

11
15

4

12
16

5 6 7 8

24
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5. A. Are your living quarters owned or rented?

Owned (or being bought by family) 1
Rented 2

Other (Specify) 3

D. CHLXI: BY 07:12RVATIO:i (/.SZ IF ilECESSABY):

One-family houSe 1
A building fbr two or more families 2

C. How long have you lived in this house (or apartment) ?

months
or (If Zess than 5 years, ask D.

, years ()them go to Q.6.)

D. How many times have you moved in the last five years?

youi date of birth?

25
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7. I need to know approximately your annual family income before taxes.
(Shoz., -::ncr.,Jap) In which of these broL:d groups does Your total
family ir:comc fro:a all ::ources fall. Just give me the letter en the
right., Be sure to ITI-Eiodc your Gwn income as well as income of
memLers your .Lamily who live with you... - ,

i

If 2-si.:,ondc. :qv;'s wan_;:i ) A. Under $2,000 1

brit..? on a i.: mon1;;:l;i,,

or )::1:7:o tip! 1:,riod wilih q

is rol, annual c,J.d had no
othr sourc3 of fczmiZ.y ii;-
co::(.. r(:corc:. (2,(-::!4:: ,..'ac:. and 1

tin period 1),-ow:

per
rozina to
nearest
doZLar

time
period

---a-----$ 2,000 - $ 3,999 . . . . 2

C. $ 4,000 - $ 5,999 . . . . 3

D. $ 6,000.- $ 7,999 4

E. $ 8,000 - $ 9,999 5

F. $10,000 - $14,999 . . . . 6

G. $15,000 - $19,999 . . . . 7

H. $20,000 and over 8

8. Is there a telephone nu-xber where you can be rea,.,ed so that my
supervisor can verify that I was,herc?

Telephone Number

INTERVIEWER COMPLETE AFTER INTERVIEW:

1. Sex

2. Race

4.1

Male 1
Female 2

White 1
Black 2
Other ethnic (Specify) 3

26
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C . 1

C.1.1

APPENDIX.0

DATA PPEPAPATION AND TABULATION

Codebook Development

The task of coding was one of turning the questionnaire

data into number codes so that they could be punched on standard

80-column cards for machine reading and manipulation. Since

more than half of the questionnaire/ items were open-ended or

free-response questionS, preparation of the codes for these items

was a lengthy and time-consuming process. For -each free- response

question, a content analysis scheme had to he developed so that

trained coders could analyze questionnaire responses and assign

numerical codes to the data. altogether, 2G content analysis

schemes were developed.

There were several major considerations which guided

the dev-- rent of the content analysis schemes for free-response

question First,.we realized that the codes must emerge from

the resr- :s but at the same time had to bear a relation to the

objectiv ,K1 hypotheses of the study. For example, in coding

the qucs or problems identified by respondents, had we only

been con d with those questions which could be answered using

print an entirely different set of code categories would

have been developed. Instead, we were primarily interested in the

frequency with which kinds of problems or questions were Mentioned

irrespective of the means to answer or solve them. Therefore, we

developed a content analysis scheme based on subject or topic

areas. We were also interested in how the respondent perceived
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the answer or solution to his problem/question (i.e., in the form

of information or in the form of active intervention or assistance

by some outside oartv). A second content analysis scheme was

develor)ed for coclinrj this asps et of the questions or problems

menlioned by respondents. Had we been interested at th:.,s point

in an infor:-:.:Atien exl,ert's perception of the answer or solution

rather than the res1:.e,-,Cent's rerception, different code categories

and procedure.; would have been Ceveloued.

A second consideration in developing the content analysis

schemes was the specificity of the code categories. For example,

in developinc the-codos for the questionyproblemie found that

certain specific.questions such as "how to get loans" were fre-

quently mentioned by respondents. Rather than simply assign one

code to .all financial questions, we decided to develop a highly

specific clas.7.;ification system which would allow for separate

coOeu for frequently mentioned questions or problems. However; we

knew that such a content analysis scheme would be too lengthy and

complex for usp in many parts of the final tabulation and analysis.

Therefore, we used a collapsing coding system in which Spdcific

codes were grouped or clustered into a smaller number of cate-

gories which were more inclusive and less specific. We.would then

have the option of'either tabulating to the level of specific ques-

tions (e.g. , "how to get loans") CT to the more inclusive level of

topic areas (e.g., "financial"). The final result was a coding

scheme with 1.09 specific codes clustered into 17 major topic areas

such as education, health, employment, etc. A collapsing Coding

system was used for several 'other content analysis schemes when

we were interested in specific responses as well as broader

groupings -of responses. For example, by assigning each public

library branch a unique code, we could tabulate the number of

times each branch library was mentioned as well as group branches

within larger systems (i.e., Enoch Pratt, Baltimore County, etc.).
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Another consideration in developing the codes was corn-
.

parability of coding among the responses to different questions.

For example, in order to make direct comparisons among sources

(both personal contacts and media sources) used_byrespondents

the same e_.ing scherJ- was used for questions pertaining to the

informatics received from these sources. Similarly, the occupa-

cf heeds of hou:icholCo, resr)ondents, and personal contacts

were coded using one content analysis scheme for comparison

purposes.

The procedure used for developing the content analysis

schemes was as Poll ow:.. First, we drew a sample of 200 completed

questionnaires (20 percent of the to,a1). These questionnaires

were referred t.o as the Content Analysis Development Subsample

(CADS). Of these questionnaires, 150 were used to .develop pre-

liminary code categories and 50 were put aside as a test sample

ACADS-TY- for later u7.,:e in testing the adequacy of the. preliminary

codes developed, The CADS questionnaires were then reproduced

and the pages containing the free-response items were cut up'and

separated into batches by question. Two people, both thoroughly

acquainted with the aims of the study, conjointly sorted, com-

bined, and recombined the questionnaire responses to. obtain sets

of categorie for each open ended question in the' questionnaire.

In order to develop the content analysis scheme for classifying

the questions or .problems, approximately .600 responses were ,sorted

in this manner since there was an average of :four. auestions or

problems per respondent. After a set of preliminary categories

were developed for an open-ended question, the codebook developers

used the 50 CADS-T questionnaires to test .the adequacy of the pre-

liminary coding scheme. Adjustments were made as needed and the

content analysis scheme was finalized. This process was repeated

for each open-ended item in the questionnaire. After the 26 con-

.
tent analysis schemes were finalized, a codebook of more than 100
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pages was developed which specified the IBM card layouts and con-

tained specific coding instructions and concrete examples. A copy

of the codeboo;: and card layouts has been_provided to theU.S.

Office of Education as part of the initial Draft Final Report.

1-any of the pa.orodures for codebook development were

desi,j1-,:d for L:y rranOck Dervin of the School of Communications

at the U:ivivarE:ity of Washington (formerly of the Library School at

Syrael. University). Because of her previous experience in devel-

oping content analysis.: schemes, she was asked to assist us in this

impori.;_nt phase of the study. Without her excellent contributions,

our tas of creating'the codes would have. been extremely difficult.

C.1.2 Coding Procedures

Assignr:T:nt of cod.e numbers to responses was performed by

four coders who were at the college or graduate student level. The

four coders were trained and supervised by the two codebook

developers. Because of the complexity of the coding task, it was

decided to code the questionnaire section-by-section. Section I

of the questionnaire was coded first followed by Sections III, IV,

and V, and lastly Section II (see questionnaire. at end of Appen

dix 11. All coders participated:in the coding of all sections of

the qu.,_stionnaire Before coding was (begun on any section,- the

-codebook-developers. conducted a .training session which consisted

primarily of explanations of codes using exampleS drawn from the

CADS questionnaires. Altogether, coders spent a total of 72 hours

in training for the coding operation.. -On the average, each ques-

tionnaire took 40 minutes to code so that a total of more than 600'

hours was spent in actual coding of the questionnaires.
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In order to check.on. the accuracy of the coding of the

open-ended resoonSes, 10 percent of the questionnaires were' ran-

dourly selected and coded by the codebook developers and subse-
,,,

quently coded in"dependently by t,,e- coders: Thus, approximately

evcry 10th cluestionnaire coded by the coders was used for checking

the amount Of agreement between the coder and the codebook

developers. Coding was checked daily and percentages ..of agree-,-

ment were computed for individual coders as well as cumulatively

for the total coding staff. The results of the checking operation

Were fed beck to the coders as a group daily. Every disagreement.

was discuseed so that prOblems of interpretation and judgment

which would Otherwise have Continued throughout the coding were

corrected immediately.

In Table-C-1 question-by-question results are given in

the form of percentages of agrement, when agreements, is defined

as the assignment of the same Code to a response by the- coder

. and the codebook developers, In,addition to percentages of

agreement on exact codes, the percentage of agreement,ls alSo

presented-using a "relaxed" criterion for some questions. yor

example, considering the classification of questions or problems,

assignment of a response to the same topic: area would be counted-

as an agreement even though the coder and codebook.developets

disagreed on the exact code for that response. When the percentage

of agreement has been presented in the table using a relaxed

criterion, the definitioh used for an agreement.has been explained

in a footnote.

Overall, we were very pleased with the intercodet

agreement. There were only six content analysis schemes where

the intercod6r agreelilen fell below 80 percent. For two of these°

(see CA A3 and CA G in Table C-1) , a relaxed criterion of agree-.

merit brings the percentages of agreement above 80 percent. The

variation in agreement is accounted for primarily by the

O
be
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differences among questions in terms of the precision with which'

the coding categories could he described and differentiated. For

example, in the content analysis: scheme for reasons for not using

the library (C\ fl) , the distinction between the_ use of two .codes

(06 and 07) was difficult to make. If these two codes had been

originally created as one cede, the percentage of agreellent would

have been above 1;ercent. In analyzing and interpreting the

.ta'oulateC results, it is ih.:lortant to keep in mind thzet not all

questions can be relied upon to the some degree,. We have tried

to exercise proper caution in our analysis.

C.2 Editing (-2r:et Keypunching

C.2.1 Manual Editing

All coding sheets were manually .edited before keypunching.

The consistency of skip patterns was checked by simply scanning

certain columns on the coding sheets: For example, if a personal

contact was coded as not working in the columns allotted for.an

occupation code, organizational affiliation was not applicable

. and the field. for this code was checked to see if it was left

blank. The coding sheets were also scanned for number of entries

(i.e., if a total of eleven questions/problems was recorded,the

editor checked to cce tha eleven problem fields were used). When

an error was found, the editor, who had previously participated

in the coding operation, referred to the original questionnaire.

in order to recode the columns that were in error.
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C.2.2 Keypunching

Once the manual edit was completed, the coded responses

to all the questions were punched onto standard 30-column IBM

cards. Tn order to reduce 1;eypunchi7,g error, the _coders had

coded directly onto coding sheets rather than in the margins of the

questiennaire. .Ke.:Tunching from the questionnire is more effic-

ient for precoded fixed-response onestionnaires but results \in

many errors when euestionnaires contz.im complex coding systems

for open-ended auestions. A complete verification of all key-

punching was performed. Each questi.onnaire required nine IBM

cards to record all the information; hence a total of 9,000 cards

was used.

C.2.3 Computer Y:dit

Before any tabulations were made, a 100 percent com-

puter edit of all cards was performed. The numbers and kinds of..

checks made were similar to those made in the manual edit' but

were much more extensive. Some of the kinds of checks made are

described below,

Range checks were made on every field to identify rion.-

allowable codes. For example, since no respondents were younger

than J8 years of age, the columns for.. recording age were checked

to see that no values of less than 18 were coded.

Where possible, consistency chE.-e, were made. The

fields for coding respondent's and head o. ,usehold's occupa-

tions were checked for consistency. Occu3 on was coded in two

ways, once using an occupational prestige eale and secondly using

the 1970 Census Bureau classification system. Comparable codes

were used in both instances or respondents and heads of
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households who were not working. If, for example, a respondert

was assigned' a code of 23 for housewife in the columns provided

for occupation1 prestige, a code of 400 should have been used

in the columns al3otted for occupational classification. Whenever

a mat dh did nc)t occur on the various not worldng codes, an error

mess.;,-..e was printed.

AnotIle irportant consistency chock was made on the

'coding of the most imrortant ouestion/problem- The cards used
1. for coCing er:;,...:stions/pro?ilerrs from Section I of the

were !Icarched for the exact code used to designate the most impor-

-tant of these probleIns/gaestions in Section 11 of the auestionnaire.

If there was not a match on the identical three-digit code, an

error massage was printed.

Whenever there were skip patterns, logic checks were

made. For exi,mple, if a respondent had indicated in IV,Q.1A that

he or she had not used a library in the past year, the fields

for coding the names of the libraries used had to be left blank.

Whenever any fields Were left blank to indicate that a auestion

was not applicable, this was checked in the computer edit.

The co:-1er who had performed the manual edit of the

coding sheets before keypunching was.responsible for tracking
q

down all error messages from the corputer edit by going back

to the original questionnaires, recoiling the columns in error,

and having new corrected cards punched. The edit program was

then rerun several times until no error messages were printed

and the data base was considered clean for tabulations.
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C.3 Tabulations

C.3.1 ResT)onse Pates and Weighting Procedures

Before discussing the summary tabultions, it is neces-

sary to COT:PClit. on the response rates and waiehting procedures.

households were drzwn into the sample 1.),:sed on two overall sam-

pling fractions as follows:

Type I and "special" blocks - 1/260.

Typo II and "zero" blocks - 17520.

A sample,design using differential sampling fractions requires_

that the individual respondents be assigned a weight to account

for the difference in the probabilities of selection. In one

cane the .households in Type I and "special" blocks were selected

with a probability eq,.;a1 to twice the selection-probability. of

the households in the other blocks. Consequently, cadh household'

in Type'II and "zero" blocks needs to be-weighted'by a-faCtor of

2 in order for the two groups of block types to be in the proper

proportion.

Since the primary purpose of the tabulations and analyses-A

wan to invetigate the inforation needs and information - 'seeking

behavior of respondents, it was not necessary to project the sam-

ple to the total population in the Baltimore urbanized arca. In

other words, our estimates were percentages and averages baSedon

totals for the sample. This '61.1bwed a weighting procedure that-

put the samples from the two groups into the proper proportions .

but did not project to population totals. An example will make

this clearer. Assume-that X respondents in the sample had a

characteristic of interest: Now, if we wanted to'estimate the
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actual number of persons in the total population of the urbanized

area, each of the X'- respondents would be assigned a weight of 260

or 520 depending ontlip type of block the respondent resided in.

Furthermore, assume only.t.m respondents (X = 2) had the charac-

teristic and one was selected from each of the two block groups.

One responC.!nt wou3(1-N, repreF;enting 2(0 persons in the population

whiJe the c.;:hor reFponSient is representing 520 persons.' In the

carae where thc'-analy..-,ii, is only interested in an estimate of the

percentage of persous having the characteristic, it is not fteces-

sary to wei.ht by the actual sampling weight as long as the

difference in the overall sampling weinhts is handled properly.
0

For our pur)oses of analysis, it sufficed to assign a

sampling weight of 2 to each of the households in the Type ,II and'

"zero" blocks and a sampling weight of 1 to each of the households

in the other block types.. A further adjustment was made to these

two class weights to account for nonce ponce. Interviews were

completed with 521 respondents residing in Type I ,and "special"

-blocks and 479 interviews from Type II and "zero" blocks. The

initial sample'included 927 households in Type I and "spedial"

blocks; during the interviewing we discovered 10 year-around

housing units that had not been listed and also found 14 vacancies.

In the case of Type II and "zero" blocks we started with 666

housing units and we found 27 vacancies and 12 discovered

houscholdS. Taking these factors into account, the respOnse rates

were as follows:.

Type I and Alecial" blocks 927 +
521

58%10 - ST

Type .II.And "zero" 'blocks 6&6 4
479
12 - 27

74%

Combined response rate - 69%
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Due to the difference in the response rates between the

two classes, it was decided to'adjust the responses in order to

dampen the possible effects due to the difference in response rate.

These adjustFcnt factors were 1/.58 and 1/.74 in view of the

response rates shown above. Such a procedure is sometimes

referre to a;; 11 putinq for nonrosronse.

Col;sidering the sarlding.weight and the adjustment Tor

nonresprnse each respondent was assigned one of two overall weights

as follows:

Ty l and "special" blocks - W/ = 751i = 1.72

Type II and "zero' blocks
VII 2 x

2.70

Estiates were Constructed by multiplying the reported characteris-

tic for each respondent by the appropriate weight summing over

all responses. Tmplicat.ions cf the weighting procedures are evi-
4

dent in the figures shown in the marginal tabulations discusr3ed

in the next section. Applying the weightp to the 1,000 respon-
.

.dents, we have the following:
0

Type I and "special" blocks - 1.72 x 521 = 896

Type IIT.and "zero" blocks - 2.70 x 479 = 1,293

Total combined respondents

The 1,000 coritpjtcd interviews are representing a saml?le of 2,189

persons. The tabulations are in terms of these weighted sample

responses on the basis of 2,189 respondents.

281



C.3.2 Summary Tabulations

The first tabulations produced were a set of marginal

tabulations for all questions in the questionnaire as a function

of dcogr:Aphic vatiables.' Responses to each question were tabu-

lated against the folloimj banners:

Total 1.11 Respondents

Race of Respondent

White
nonwhite

Occupation of Respondent

Professional/Manager
Clerical/Sales
Blue Collar
Houscwife/Unc7ployed
Other/Don't Know/Not Applicable

Geographical Residence of Respondent

Baltimore City
Baltimore County Outside City
Anne. Arundel County

Median Income of Respondent's Census Tract

Under $4,000
. $4,000.- $
$8,000 - $14,999
OVer $14,999

Sex of Respondent

pale
Female

,

Years of_ Education for Respondent
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Median Family Income

Under $4,000
$4,000 $ 7,999
$8,000 - $141999
Over $14,999

Age of Respornt

<25
26 - 64
G5+

The summary tEibniations were included as part of the 1.

initial braft Report to the U-.S. Office of Education. Numerous,

other: crosstabulaticns and marginal tabulations were produced

,for the analyses presented- in the report.
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