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AUTHORS' ABSTRACT |

An overview of relevant literature reveals that resi-

dents in urban arcas apphoontly have a rultitode of nonoccupa-
satisfied within

.

tional informaticn nesds whilch arce net being

ol

the constraints of existiive inforratieon regources and Systems.
A conceptuzl frawmework was Grawn, focusing on four basic conpon-

ents -- urbon rosidents, their necds, scurces of information,

~and solutiors -- and the linkages or interscticns among them.
Urhanlzed Arvea was chosen for the inves tigation,

The Laltimo:

and extonsive wxoleoratory work was undertalicen towarés the end
of ckriaining data. A survey instrument was deyeloped and pre-
tested, then wes utilized in gatheving data from a cross-sec-
tional random sample of residents. The great quantity of data
elicited were analyrzed in terms of information necds, informa- O
t

- ticn-seeling s ogiecs (behavior), and scaxch cutcores. £ In a
esting phase ar attempt was made to devélop

final explorato
g the cepability of library and infor-

T
a meithodology for assessin
mation agencies to deal with the problems/questions identified

N

by residents in the earlier survey phase. :
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PREFACE .

This Report reflects -~ to the extent that mere print
can mirror the dvnamics of an enterprise spanning’ over two
yearsl -~ the developrent and testing of methodo;ogyﬁfor measur-
ing, as wcll as the determination and analysis of, information
needs, information-sceking stratecuies, and scarch outcomes of

residents in an urban arca.
The Proiject took its form and ran its coursc 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 Sex-

"~ vices, University of Maryland, contributed a §reat deal to the

overall study design and wos 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 Councilf particularly during the

July, 1971 - October, 1973. .
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_ presurvey exploratory phase, and who rendered her assistance
throughout the enterprisc; Philip Kuehl, Department of Business .
Administration, University of Maryland, for his contributions to
the design of the survey instrument; ﬁorris Hansen, Westat, Inc.
for his rola in the sawrple dosign; Mark Waksberg, Westat, Inc.
who contriibuited 2 ¢ueat deal to the survey, postsurvey, content

-analysis, ond cod/ng operationg; and of Marcia Bellassai, Westat,

"

Ine. for horc exfhnmive anal&sis of survey data. Matthoew Lee, Jon
thusy ard Tobert .Jenes, all of:wéstat, Inc., were most patient
and helpiul progrenirers. ) '
: : 5
vhe final exploratory testing phase was a product of
the effcrts*of a number of people, in adﬁi#ionufb Edwin Olson.

TG Cardiyn Torgmeaiy ~doctoral-student-in the_ school of Library

and Information Services, University .of Maryland; Elizabeth Fage,

Tzlnvh G=orges! Tublic Library ‘and the staff of that system'
Communify 1 rqu Infeormation Center (CLIC); Mary Rvth Duncan,
Jeffery Rice,rJoan Taylor, and Mary Louis Saulsbury =-- all of CLY

the School of Library and Information Services -- we extend our

‘gratitude.

ﬁinally} we appreciate the work of Marriane Swain and
Jean-Anne Soutﬁ, who helped pull it all together "toward the close
of the Project.

Two of the chapters in this-Report Ibear the namas of |
the individuals primarily respon ible for them -- Brenda Dervin
and Edwin Olsbn, respectively. The auLhors dla, however, input
io these chapters and.exercised an editing function with respect
to them, '

Edward &. Warner

Ann D. Murray

Vernon E. Palmour
December, 1973
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1. SUMMARY

9

An overview of the literature revealed that urban resi-
dents apparcnily have a multitude of information needs which are
'not being sctioefied within the vonstraihts of exieting informa—
~tion vesourcos and systoms, There is general- agreomont 1n the
literuture thel a feeous on tho lu[ormatlon rieeds of urban resi-

dents- is necossary to the develnpmeno Lrid managemcnt of delivery -

systleins to mect those needs, so that research that looks spec:fl—

cally at the nature of those neceds appears to be desirable: The
central focus of this"enterprisoﬁ then, has been on a cross sec-
tion of residints in an urban env1ronment and thelr everyday

1nfoxmatlon needs,

A conceptual framework for the conduct of the study was’

. devcloped. Thj° framework contalned four basic elements‘ “indi-

vidual JQSlocxoa; their noeds, scurces of 1nfornatlon, and solu-

thno to neéeds and problems. It was determlned that the *
.characterlstzcw of each of the four components, . as’ well as of

;thL linkages on:lnteractlons betwecn the comoonents, must  be

undez stood because it was postulated=that along these linkages

the barriers to 1n£ormaL10n acce551b111ty occur. These barriere.

were typed as vocietal, institutiornal, thSlcal,-and intellecfual.
‘A review of the iitexaEure organized around the conceptual model
~was undertaken, revealing knowledge gaps. - Major research ques-

tions were then formulated.

The Site_for the stﬁdy was the Baltimore Urbanized
Area, as defired by the 'U.S. Buréou, of the Census. A multi-
method aoprodoh was employed to elicit data, although the -

prinmary dat1—ha+her1n9 technique was that of a cross sectional,
) T
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random sample houschold survey. A succession of survey instru-
ments were'pretested and modified, resulting,in a guestionnaire
utilizing both open-end and closed-end queries,

The rather laroe quantity of data obtained was coded,

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

Crelative to infofmation recds, as well as information secking

stratcsies and ovtcemaes of urban residents.
) The chronicling of information needs, their analyses
by subgrcups.of irndividuals, and a consideration of individual
percepition of needs compriscd the initial concern in the Proj-
ect's suhstantive findings. E@gQ}ywnine éercent of the entire
sanplce cited at least one probliem/question, with an average of

4.6 probhlens/questions per respondent. 17hese were coded among

109 specific categories and 14 general topic aeas. Pioblems/

questions werc analyzed in terms of frequency of mention and
importance with continuous attention being given to the manner
in which th? responses were elicited (aided vs. unéided). Among
other things it was found that the young, the highly educated,
those with Ligh.incomes, and those in professional or managerial
occupations were more likely to cite problems/questions than the

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

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

tions by the entire cross section. .

The data indicated that those subdfoups of individuals
who occupy the most disadvantaged positioﬁs in our society are
the lcast likely to articulaﬁe information or resource aeeds and
to reporf fewer problems/questions than other individuals. How-
ever, it would be unrealistic to conclude that these individuals

‘have fewer needs f6r information or services than.the more advan-

e -

taged segments of the population. . .

O

Re
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An examination of the levels of information-seceking
activity indicates that certain subgroups of individuals -- the
highly educated, those with high family incomes, and the young =--
emeréc as information secekers. These individuals are more likely
to attempt to solve their problems by secking information. They
use more sourxces in doing so, and are more gregarious than the
cross secticn of those sampled. Although personal contacts con-
stituted a mzjor means of secking information for all subgroups,
the personal contacts of those who were well-educated and- carning
high incomes were perceived as beiné”mbre "helpful," apparently

because the contacts were personal acquaintances and professionals.

"Succees” in preblem solving was found to be related
to the characteristics of respondents -- those with the highest

- levels ofqeducation'and ingome were more successful. : .

In a finai 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. E£amples of "most important"” problems/duestions were pro-
posed tc five Baltimore region agencies which claiﬁed 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 resourcéﬁpool, a reasonably high score
(78 percent). in satisfactorily dealing with the problems/gues-
tions would have been obtained. This may imply the development

of an areawide referral system.

0




2. INTRODUCTION

Problem

J

Existing information technology, although rapidly devcl-
'oping, has not kept pace with the information cxplosion. One

arcna in which the technolegyy (and theory) heas cspecially lagged
behind is that of the development and management of delivery syé—
‘tems for the information necds of the urban public. During the
carly history of urbanization, the library responded well to the
public's perceivcd information needs; however, the traditional
passive role 6f the library as a dissemination vehicle has not been
effective in contemporary urban society. Thercfore, informatioﬂ.
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 institutiona}l .
forms. '
' During the past decade, "user studies" have become a
popular tool in planring information services, and have been
1nd1cat1ve of a more aggre551ve approach to satlsfylng user needs.
Homevel, most studices to date have focused exclu51vely on the
needs of the sc1ent1f1c community. These studies have focusead

on such urovos of users as graduate students, chemists, onglneers,
etc. under the assumption that each population of users was
diffcrent. As such, conclusions are difficult .to comparc and
extrapolate and dissemination mechanisms (i.e., current awareness
services, reference searches, etc.) have been developed to meét
the needs of discrete professional groups rather than the com-

munity as a whole.




The inadequacy of present dissemination vehicles to meet
the nceds in ‘urban communities has been recognized by many infor-
mation specialists and has provided the inspiration for several
action projects. These prejects represcrt efforts to explore
alternative mcans of information dissemination in an urban sctting
(i.c., the Urban Information Svecialist Project at the University
of Maryland, the Public Information Center in Baltimore, the
»Apartmént Libraries project of the Chicayo Publiic Library, and

numerous librarg and information projects dperatcd with Model

o

Cities funds). Although such efforts are noteworthy, the experi-
ence gained through thesc projects will undoubtedly be of limited

applicability in the solution of urban information problems for a

s,

nunber of rcousons:

=

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

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

3. With poorly formulated strategies and undefined
obijectives, there is little basis upon which to
evaluate the impact of projects on the comrunity.
Technigues of assessing the impact of tha neow o
mechanisms on the existing information system have
not been developed. ’

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

ERIC
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2.2 Study Objectives

Before better dissemination vehicles can be devised,
there is clearly a nced for systematic research addressed to the

following central issues:

1. ¥What are the nformation nceds of {he urban
- . cemmunity?
2. How are these information nceds presently
satisfied?
3. Could institutional forms ke deviced to better

satisfy these nececds (i.z2., more cifectively and
economically from the public's viewnoint)?

This study focuses on these issues so that. the Droper grounaworx
can be laid for positive action to improve mechenisms in urban

environments. The study was designed to discover the information
needs of residents within the Baltimore Urbaﬁizcd rrea. Particu-
lar emphasis was placed on the. information needs and the informa-

tion-seeking behavior of lower income groups.

2.3 Cutline of Report ’ .

In Chapter Three the conceptuai context within which
the study was conducted is discussced in detail. A model is
developed which provides a conceptual ‘ramework for relating the
urban resident and his information ne:in. The available litera-

turc is reviewed, and gaps in cxistinc “nowledge are identified.

Chapter Four discusses the «© + design and methodology

used in the investigation., Informatir 2eds identified during
personal~interviews with urban reside: .. are prescnted in Chapter
6

O
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Five. From the information needs the study progresses, in Chéb—
ter Six to the information-seeking strategics used by the resi-~
dents in their quest to fulfill their needs. Actual search %
outcomes are afalyzed in Chapter Scven. FinaIly, éhe results

of .the final exploratory testing phese are reportéd in Chapter

?Eigbt.

Details on the sample design, houschold survey method-
ology, and other data felt to be useful, but too detailed for

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

-
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3. INFORMATION NEEDS OF URBAN RESIDENTS: '
A COMCEPTUAL CONTEXT
by
Brenda Dervin

The central focus of the large scale survey reported in
this voluwe is the tyvrical resident in the urban comhunity and his
cveryday informaticn needs and problems. What are his information
nceds and problems? Frem what sources does he get information to
satisfy his needs? To what degree are his'necds‘béing satisfied,
his problens being solved? ’ o .

. hd e VI
_ In esgence, the study focuses on four hasic.components --

individual citiiens, information needs, information sources, and
problem solutions. These componenﬁs night be termed the kasic
elenents of the information system for the typical resident
(Figure 1 presents a schematic dréwinq of the four componants and
their interrclationships). 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:

¢ A model. for looking at the individual and his
information needs will be presented.

© The model will then be used as the organizinyg 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.

O
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3.1 . A Conceptual Model: The Individual and His Information
Needs ) -

L

3.1.1 Information and Modern Society

The fulfillment of everyday necds depends, at leasf in
part, on inforwmution. Indeed, many communication thcorists pos-
tulate information acquisition and its proper use as the basis
of effective human functioning.l 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 effe_ctiveness.2
The individual without information is indeed powerless in a modern
séciety. He cannot seek effective help or correct abuses. He
cénnot benefit from the protectibn and servicns the government

offers. He cannot get the most from his resources.

Given the abundance of information available in what is
populérly called an "information-overload, knowledge expldsion
sociéty," 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 whcgein information is not equit-

. LY . . /
ably distributed to all citizens or sectors. Under such situations

1 See, for example: Ascroft, 1969; Dervin, 1971; Rotter, 1966;
Hirschleifer, 1971. ' , . A
2uSee, for example: Bowes, 1971; Caﬁgelosi et. al., 1968; Hill,

1963; Seeman, 1966.
3

See, for example: Dervin, 1971; Eisenstadt, 1955; Etzioni,
1969; Frey, 1963.
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the information necessary for both individual and °oc1eta1

response to changlng conditions often lemalns unavallﬁble.

2.1.2 The Recuivements of Information Management

+

The ibcroasing attention. being placed on "information
Gealivery systens ang " fovzatlon rchweval" is, of course,
symptorstic of a arowing awareness gf the need for information -

Mmanaqenvpt . Uelivery systems are attempting to control informa-
tion in ivo senscs. First, the systems are attempting to reduce
the nunber of. and make morce pertinent the sources an- individual
has to contact in order to gct the information he needs. Sécond,
the ry;tems are attempting to bring together the specific kinds
of information an individual needs in a form that can be used to
resolve specific questions. 1In short, the systems are attempt-
ing to deal with precisely the four components with whiéh this
study deals -- an individual, his nceds, -information sources,

and solutions (sec Figure 1).

While wost information delivery systems developeé to

date deal with the needs of managers or prof0551ona s, the par-
allel to the noncccupational needs of the,average ¢itizen is
obvi?us. The two basic requirements >f information management
appear to be: (1) accessvtqlappfOPriate information sources; .
and (2) access to appropriate information solutions.

When one focuses attention on the information climate
of the .typical rcsident in an urban community, the necessity of
these two requirements “of information management become even more.
appqrént. One nced only think of the diversity of'average citi~-
zens and the diversity of needs. Take, for example, one averagé
~citizen ~- John Lang. Mr. Lang must cope with the necessities

of food, shelter, and clothing. 1in addition, we plan to buy a

Qo ’ | : ’ ' 11 -
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house soon. His wife is*expecting a baby. The neighborhood in
which he lives has been beset with noisy doéq lately. \ind' the
family physician haﬂ wust passed away so Mr. Lang is looklng for

a new docLor.

If Mr. Lang is to be his own information manager, ne
qnust Lo cxposed to an almost OVerwhElming diversity of information
in arder to dealAvitn his prrcblems in just one time span. He
'needsgto knowJabeut tne best places to buy'products, how to buy a
hoqee, how to care for a new baby, how to find a new doctor, and
ﬁhew’to cope with noisy doygs. Even.these few problems involve a
fant: slic array of information. Mr. Lang could probably meet
'hio information reébs if he screens out all other irrelevant
lnfowmaLwon. e vould need to 1gnorc 1nformatlon on tenant-
landlord problens, fer»example, or buying life insurance; hiring
building contractors, or on flood emergencies. Yet, he may well
be.faeed with edch one of these now "irrelevant" problems in
the futuré when they cogld.suddenly become "relevant."

This. picture of- en«average c1tlzen depicts the paradox
of 1nformatlon management in & hlghly comp\ ex, highly diverse
society. 1 ‘At one point in -1me, the 1nd1V1dual needs both’di-
verse and” selective informational 1nputs. He needs the diversity
'that allows for coverage.of the range of his problems. He needs
eelectivity which prevents him from«épffering prmoinformation
overload. Yet, thehinferﬁation he‘éc;eens,out today will possi-
bly -be relevant tomorrow. In short, he is faced with a seemingly_
ihposeib;e"task. o . R Co

0

S

.

r"hus, in o:der to satlsfy hlS 1nformatlon needs, he

. must have a%eess not so much to "information" but to the two_
_ K s

P
A,

1 Sce Bowes, 1971; Dervin, 1971 o . N )




requirements of information management: (1) appropriate infor-

mation sources; and (2) appropriate information solutions.

3.1.3 harriefn Lo Informat -icn ACCQSlel]lf

.

Within thoe contest of the overview suggested above, it
is now posslible to focus on the crucial issue underlying the
present study. What are the barriers which prevent the average

citizen from manacing his everyvday inrformatior needs and problems?

To’aid in fozusin~ on this question, Figure 2 shows én
CXp anac .version of the baszic model “1roady presented. In this
version, hboth the elicments of the modél and the llnkages between
these eleniznts arc cixplicitly delincated. Specifically, four
basic elements nust be accounted for: individuals, needs, ' "
SOurces, a.id soluticns. The model implics, of course;rthat in
order to uuoeratund an information systen of concern we must
s know about the char cteristics of each of its four component

clements. : o

. v, o
- v

In additicon, the model makes acéessiblerfdr systematic

analysis the six basic, two-element linkages:

1. The linkage of individual residﬁnts to their
informaticn nceds and problems; . " 7| 3\ '
: r2. The 11n]aqe of 1ndrv1oual re51dents Eg'théir

information sources;

3. The linkage of individual residents to solugions
to their necds and problems; ® C o

: 4, The llnPage of information sources to information
* necds and problems,

. 5. The llnkage of 1nrerhation needs and problems to
?’ . solutions to nceds and problems;. and

o 13
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6. The llnkage of information sources to solutlons
to needs and problems.

"Figure 2 points out clearly the basic research emphasis
which must be focused on before the infoxmation.systcm that con-
fronts the average resident can be understood., The nature and
characteristics of thno four eleumonts ~- individuals, needs,
scurces, and colutions must be identified. More, importantly,
the nature of the linlages (or interactions be;wcen the comnonents)
and the corresponding barriers to information accessibility must
ba knowvn, for it is alQng these linkages that the cffectiveness

of the information systcom rests.

Figure 2 points only to the potential locus of the
barriers which may exist in the system. The modcl says nothing
about the underlying mechanisms which may be operating in these
linkages -- the mechanisms which may be acting as ba;riérs 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 fuggested that

~

he must have accessibility to information along lfive different

lines.

a. Societal accesszibility. The infor tion and the
r2sources necessary to satlsfy th:+  rdividual's
need must be ava ilable in the soc: system.

b. Institutional acces sibility. The ::formation )
Sources must be both capable and willing to
deliver the needed lnformatlon to the individual.

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

d.  psychological acccssibility. The individual must
be psycuologically willing to see his needs as

O 15
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information needs, to approach and obtain infocx-
mation from appropriate sources, and to accept
the possibility that his problems can be solved.

Te. InLellcctual accessibilitv. The individual must
have the treining ancd ability that will allow him
to acquire and proccss the information he needs.

_ The introducticn of these accessibility factors allows
the formulaticn of hypothesces abonut the nature of specific bar-
riers to information accessibility<as they operate along the
linkoges delineated in Figure 2. By looking at each linkage, it
is possible tc guggest the fcllowing specific kinds of barrlers

to information acpe551b311tv

8

e At Linkage #1 hetween the individual and his needs
The individual citizen may ke unaware of or
unable to verbalize his needs (intellectual
barriers). Or, he may not see his needs as infor-
mation needs. Or, the quantity of his needs may
be so great that he loses the will *- cope (psycho-:
logical barriers).

@ At Linkace #2 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 barrlers)

The sources may conséiously or unconséiously
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
organizZzed enough to handle specific information
needs (institutional barriers).

16-




© At Linkage 35 between the neceds and solutions
... Solutions may not be available within the
community for certain type of needs- (societal
barriers). \\
) \
e At Lln age 46 bhetween the sources and. the, solutions
... Ilniormation sources may present inaccurate or
unreliaehle 1nforaat‘on (lnstltutlonul barriers).

... Information sources may be altugether lacking
(socicital barricws).

T'rom the albove, 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 examination of each linkage point in

teriws of the differcnt kinds of mechanisms which may be operating.

An illustration will help clarify the point. Most of
the past research dealing with use of professionals1 as informa-
tion sources has been dene 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-
chological" factors suggesting that either the individual'!s 1life
style or psychological orientation may have prevented him from
using profecsionals. Howeter, after searching through the other .
accéssibility factors for an alternative explanation, the "insti-
tutional" factors cmerge as a possible barrier to use of
professicnals. TProfessibnals may show a distaste for some clients,
they be incompentent to handle some needs, or they may actually

prevent some clients from getting information.

Thus, the purpogé of introducing the accessibility fac-
tors is to concentrate on the interactive character of the infor-

mation system of concern. Tigure 27 by 1tse1f emphasizes the .

’

”

: For a review of somec of that literature see Greenberg and
- Dervin, 1270; Dervin and.Grcenberg, 1972,

'
|
i
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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 thon the available information sources and solutions.
In simplest trrwy, Yicure 2 alone implies nothing about the direc-
tion with which influcnces may be flowing in the system; but, the
addition of tli» ucceseibility factors begins' to incorporate
dircction. Tigure 3, a rovised version of Figure 2, tentatively
incorperates e accessibility factors and the influence-directions

which they imply.

In (e next section of this chapter, the available
literature will be revicewed 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. JHowever, it
providcs an organizational framework within which to set forth
the scope and variety of research questions wvhich require answers.
In addition, the model provides a tool for organizing and inter-

preting the available literaturé.

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

3.2.1 Overview

The purpose in this literature review is to convey a

sensc of the "state-of-the-art" and to delineate major unanswercd

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 cores from-studies showing

ERIC g | "
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that citizens are frustrated in their attempts or are unable to

get information for everyday problem solving. For example:

@ Ricger and Anderson (1968) found that many of their
- "general-population”. adults expressed frustration in
findina information on such everyday problems as
findqeial, consumer, and occupatioral planning.

o Xahn et. al. (1966) concluded that a majority of
pecople in society arce uninformed about public and
private recsources, facilities, rights, and prograns.

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

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

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

The skudies 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 informatién neceds.

Such results are not surprising, given the sizeable
evidence that professionals are having the sahe problem in their
occupational roles. 1Indeed, the major body of évailable litera-
turc on information needs and Pprocessing focuses on such profes-

. 1
sional groups.

For five cxamples of studies dealing with the information
environments of professionals see Allen, 1965; Brownson,
1962; Cole and Cole, 1968; Menzel, 1958; Price, 1964.

1
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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 emerge whenever pcople get a chance to
express them., Little direct, systematic evidence is available,
although tangential support cenjures up an image of a dike
breaking.l liew information acencies are reported as becoming
“quickly overloaded with cascs. Service agency representatives
whe 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, 19%73) found that 185 respondznts
gcnerated 160 different information nceds in response to just one
survey questionnairc item. Another (Kahn et. al., 1966) esti-
mates that some five block areas with S0,00b residents in New
York City could keep an information center busy with 800 to 900
requegsts a month. Data from the only country where infgggétion
centers are institutionalized (Great Britain) shows that in one
year, the Citizen's Advice Bureaux averaged some 2,000 reguests
per'100,000 populaticn 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 informatidn

-

systems.

3.2.2 Linkage 3% : 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: '

e ,

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

a

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

e How do dlfferent c1tlzens perceive needs?

This link -- betwecen the individual and his needs =-- is
the crucial core of the information necd focus, the basis on which
potenticl information centors can design the purpose and scope of
their tasks., It is surprising,'therefore, that this linkage is
little rescarched. Not one single systemitic study with a well-
semp]cd poprulation was found to document the nature of informa-

tion needs of different types of people.

A few studies have provided beginoing but undoCumenteg-
conceputalizations. Somel refer to the logs of problews that
hédve come into existing agencies. ?uch studies of agency logs
have not. becen systcmatized, howeQer, and do not recognize ‘the
difference between the neceds individual citizens may have and the.
nceds 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 fulflll.
within such systems. The nost prevalent examples of such re-
search arec library use studles.z. Such system user studies, how-
ever, arc limited to specific information systems and generally
ignore needs that are not met\within that system or information
sources the user might be Larp}ng 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, limite the erpression'of user nceds to ;:’

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

1 See Xahn, et. al-., "1966; Voos, 1969.

For, a recent and thorough review of library use studies, see:
Zwe .zig, 13972. For examples of two classic library use studies,
see Berelson, 1949; Campbell and Metzner,.1930 \\
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As noted by both Zweizig (1972) and Voos (1969), this restriction
climinates many cveryday problems. Thus, at the central core of
our information system -- jdentification of the universe of infor-
mation necds -- virtually no sysitdmatic evidence is available.
Beyond this hasic question, the individualinced linkage
also raiscs the guestion of how citizens porccive their needs.
The different poreeplyal«bases of xxéfos may waell act as barriers
to information accessibility.  An dindividual may not he aware of
his intormation noeds or be may nol be ablg to verbalize them.
In such cases, his accoss Lo the information cystem would be
limited by intellectual baoricrs.  As another alternative, an
individual may be welliawere” of his nced but he may not see it as
an infoipation need. Tor him, hic need may be scen as resource

bascd so he would consider inforwralion to be irrelevant.

This issuce raises the whole probicm of defining an |
"information nced.” The definitional question is clear when an
individual wanls a simple informational fact (c.g., to know
today's weather report). .The.situation becomes clouded, howeﬁcr,
when an individual wants information about resources (e.g., where
to get family counsecling or emergency focd dollars). While an

information counsclor may consider his job doile when he has ans-

-wercd the gquestions about resource locations, the individual. with

the ncaed may be ansatisfioed until the ‘resource is actually '
delivered., Indced, ftne individual with the nced may consider the
information counsclor a failure until the resource is deliverced.
However, assurance by a counsclor of the delivery ol resources as
well as informatlion-enlarges the counselor's role from that of

informant to that of advisor and advocate. ’ ,

Thus, the entirc definition and scope of "burgeoning"

information agencies depends, in part, on how people perceive

Aruitoxt provided by Eic:
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needs. 'IfkindiViduals do npt See problems as‘infofmation prob-
lems, if they do not separa%e information from help or service,

then the entire bagis for "information" counseling is challénged.

Unfortunately), very little systematic evidence is

.avallablp which speaks to the cx UClal 1Ssu:. Literature on Great

Brltaln s Citizen's Advice Bureaux (CAB) indicafés'that_the CAB
serv1ces go beyond 1nF0rmat10n to advocacy-service in’ as much as
40 percent of tHeir cases (Kahn et. al., 1966). Indééd, the very
phiipsophical nnder pinnings of the CAB model were'developed on
the premise "rat the CAB's would gorbeyond pure informétign

dluaunlnagloﬁ The decision, however, was an idealogical one
based on a fg "g of the need to protect British Citizens from

an ever-growi: . overrwent buyeaucracy. In the United States, the
issue is a . co versial one as docamented by exprecs1ons of con-
cern over infs. -ation-advocacy by active librarians and 1nforwa—

-~

tion specialiuLsez Unfortunately, no emplrlcal evidence has vet
been generated which would help clarify the issue in the U.S.

i
3

A few guidelines are available, however, from tangen-

tial evidence,3 which suggests that the way people expfess their
"-information needs may inexdrably lead the information counselor

into the problems of advocacy and resource dslivery. For examplej
one study (Derv1n, 1973) showed that when asking for consumer

hlnformatnon, 66 percent of the gcneral populatlon respondentc

*' wanted to know spe01f1(ally "where" ‘to buy a procht and 33 per-'

cent wanted to know where to .get the "best" buy.. In short,
people did not ask for information on "how" to shop. or the

principles of good cornisumership.. What they were looklng for was

1 For a thorough introduction to the British CAB's, see Bernard

Tet., al., 1968; Kahn et. al., 1966; National Citizen's Advice
Bureaux Committee, 1961; Ogg, 1969; Zucker, -1965.

2 See Furman et. al., 1962; Wllson Library Bulleuln 197&.
3_Derv1n, 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 1i- .
brary t(has becn) ... to provide, without critical comment or
advice giving, materials and information ... The individual drug
usaer does not cone to the library to get a list of éll the drug
rehabilitation centers in the éity. People wanting tc 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
supporfs the CAB 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

*_

thie basis of such evidence that information centers will plan
Leir message strategics and, indeed, the scope of their
ctivities. '

3.2.3 Linkage $#2: Urbhan Residents and Theilr 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 &hich individuals?

3

. e What are the characteristics of-the sources being
used?

@ What sources are scen as helpful by individual
citizens?

.

e . Why do individuals use particular sources? . A

)

Of all the linkages in the model, the individual;source
linkage is the onl§ one which has & sizeable body of evidence
available. The nature of sourcc use has long been a focus’of
several research tfa&itigns‘in communications'rgsearch,(e.g.,
diffusidn of innovations, diffusion of news). Trust and belief

1
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in'sources has been. A major focus of persuasion research. Aand,
‘recently, organizational resoarchers have begun to focus on the -
nature c¢f source Lolatzcnshl s with cllontf Or users.
It must be nbted, howe :JQ’tZa“ while a sizecable Lody
of relevant LVloonce PR available, relatively Iittle evidence was
-fovnd that QnLJms ‘dirvectly and thor ouq”lv to the questions raised
above, Specifically, therc is little evidencé that deals dchctly;
with the nature of source use foir everyday problems. More often,
e the prior rescarch has been ccncerned‘withlsourcc use in the
topic-free sense (i.e., concerned with what sources people use
generally) ©r gource usc on politicél_%ssues. . |
{ In reviewing the available literature relating, to the
individual-source linkage, it is most parsimonious to do so in
terms ol the aceessibility factors posited as opexating élqng this.
linkage. Figure 3 %uooests that four accessibility factors are
operating at this linkage p01nt ‘The infofmation sources -rela-
tionship with an individual is seen as being meolated by institu--
tional factors. Consc1ously OLJunconsc1ously, Lhe sources may, be .
preventing the individual from making_Contact or getting the kinds_;
of informatfoﬁ that are neéded. Conversely, the individual's o
'relatlonshln with information sources 1s seen as bo1ng medlated
- by intellectual, psyrhn1nglcal, and physlcal fdctor . Intellec-
' .'tuale, the individual may be unaware of particular 1nf01matwon
sources. = O, psychelogically, the individual may not trust or
believe certain information sources. Or, the 'individual's daily
- life may be such that he is not nh'51ca]ly brough in contact 

w1tb ayprOHrlatn 1nformatlon qourceé . —_ o

e—

¢ . : . . . a .-
s . s 4

y v N D M) . ."' o .
B TR S _ The most interesting of "the releavant studies deal with
" the institutional barriers that cxist between sources and their
clients. These studics (most of thenm véry ‘recent in origin), sug-

gest the importance of looking at how various components in an
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system affect the ihdividual_who is attempting to use .

Typical findings from these rccent studies show:

Some social service agencies coruwnicate ineptly
vwith their cliente, sctting up bureaucratic
barriecrs or advertire {oo sparzcly (Grecnberg
and Dervin, 1970; Mcndlegohn 1268).

Often the practitionzi s workince in social service -
organization:= are uninformed about their client
life styles and needs and misunderstand and
stercotype their client wishes. (Stark, 1959;
Pratt, 1969; Kahn et. al., 1¢66).

While few studies have been donc on the actual

. nature of the practitioner-client transaction,

the available anecdotal evidence suggests that
professionals often “put theirx clients down"
(Clark, 1967; MclIsazc and Wilkinson, 1965).

Some social service organizations may consciously

or unconsciously withhold scrvice from their poorer,
less able clients. 3Studies suggest that bureaucra-
cies are sclf-maintaining and in order to achieve

.....

- records of successcs will aveid certain clients in

favor of ‘those that are more Jniddle class, less

- handicapped, more educated (Sjoberg et. al., 1966;
Scott, 19€7; Levin and Taube, 1970; Furman et. al.,
1965) . : .

While direct evidence is not available, indirect
evidence suggests that the clectronic media in the
U.S. contain little information that;is useful in
decision maklng. Typlcal findings show that high
pllnt média users areé the only respondentb who pos-
sess. accurate knowledge for dceision making. In

"addition, 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; Dexrvin, 1971; Wade

and Schramm, 1969).




As a capsule, such studies suggest that institutional
accessibility factors are strongly operating in the information
systém. Such studigs arce only @ beginning, however. Evidence
is neceded on how thesc inctituvticnol harrienrs work against indi-

viduals with diffcrent kinds of .inlormation needs.

The more typicel past voscarch on the individual-source
linkage is concerned not with how sources rclate Lo individuals
but how individuals relate to sources. A major emphasis, of
course, nas been focusad on how .uch c&pu?ure different indivi-

duals- get to different kinds of information sources.

-

While a great déal of wesearch has dealt with source
use, most of the available work deals in gross terms with the

guantity of exposure rather than guality. Thus, while we know

that television is the most usced nedium in the U.S., we know
tio

little about what kinds of infoura n people are yetting from

television. The same is true of interpcrsonal and organizational
source use as well. We can makc scome inferences, however,- about
the quality of the average American's exposure to information
sources based on the gquantity of exposvra. Typical studies show
that: | '

¢ The most used and bolieved modia in the U.S. are
television and radio with 69 percent of all media
time heing spent on these madia, one-fourth of a
waking c¢ay for the average adult. Given the in-
direct ecvidence presented carlier that suggest that
the electronic media lack tho kind of information
needed {for decisijon making, the high electronic
media usaqge suggest that the average American's
media usc Goes not supply him wiih useful
information. (Kline, 1971; Greenberg and Dervin,
1970; Dcrvin and CGreenrbery, 1972; Wegtley and
Severin, 1964). -

o For many-yecars, libraries were concidecred the
societal appointed information delivery system
designed to meet the needs of the average citizen.

ERIC Y
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Yet, recent evidence shows that the magnitude of
library use is not widesprcad and is limited to a
self-seleocted minovrity of the more educated, higher
income citizens. Tn additicn, evidence suggests
that the guality o7 Jibrary use is limited primarily
to inforwation availeble in printed documents and
that libruries hove not qgencrally coped with the
kind of socicl systoan information which is necded

to solve nitty-gritty problens (Zweizig, 1972;

Voos, 1%GY). ‘

The most used sourcce of information on most topics
for most pcople are family, friends, and relatives.
In fact, most intexrpersonal contacts for most
Americans are very homogcncous. People meet, talk,
and ask advice fror people essentially like them-
selves (Dervin ond Greenheorg, 1972; Greenberg and

. Dervin, 1970; Katz, 1957).

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 rclated to distance. Most
people do not cowmparison ¢hop, preferring to purchase
at the first storec visited. {Alexander et. al.,
1968; Udell, 1966; 'Zweizig. 1972).

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 gquestions. In
addition, in several studies, the majority of low-
income respondents could name no-'one to whom they
would go for advice in everyvday problem solving
{(Block, 1970; Mendelsohn, 1968; Rieger and '
Anderson;, 1968; Grcenleigh Associates, 1965).

Use of nonprofit service organizations, and pro-
fessional sources is low. Several studies showed
that lov-—-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
Greenberq, 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 socurces that are appro-
priate and pertirent to solving everyday problems 'is limited.
Unfortunately, nuch of the available evidence is indirect and
limited. Specific evidence is needed on the nature and charac-
teristics of information sources‘EEgd-witﬁ an analysis of which
sources are used by which citizens for which needs. In addition,
content analysesmare—nééaed 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 focuscd 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 o available studies
that deal with the psychological barrier of source credibility
6: trust in sources. A great deal of evidence is available on
general trust levels of various mass media, particularly iq-theif
role as information sources on public affairs or political news.
However, little direct evidence is available on perceptioﬁs of the
credibility of information sources as these'judgmenté relate to
everyday problem solving. The evidence generally suggests, of
course, thgg/sourcéé_that are not trusted are not used or are
used ohiy’under crisis in absolute negessity conditions. . The
largest body of relevant evidence comes from the perceptions of
information and service organization sources by lo. -income adults.
These studies1 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 examplé: 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. ients 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 found indicating middle class perceptions of -

service organizatiocn and information sources.

3.2.4 Linkage #3: Urban Residents and the Solutions to Their
Needs

Figure 2 pinpoints this linkage as that between an indi-
vidual and the solutions to his needs. The linkage raises such

‘questions as:

@ 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 -- inteilecFual_barriers - épggests that
an individual may lack the education or training which would allow
him to understarid the information which would satisfy his need.
The second -~ psyéhological 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 "‘udles show that people with more education are more
{’ .

1 See, for example:- Hiltz, 1971; Parkef and Paisley, 1966;
Rieger and Anderson, 1968; Spltzer and Denyln, 1966;
Zwelzlg, 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 ccrrclaticn 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. Educu-
tion is an advantagc. But, the unanswered guestions are, for
what needs? wunder 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 ithe 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 barrietrs.
Hoﬁever, several theorists concerned with self-esteem, personal
competence, and feelings of political effectiveness suggeet that
individuals who have failed in problem solving in the past will
begin to believe that their problems have no solutlons.lu No
studies were found that applied these notlons directly to an
assessment of how past fallu ce related to current use (or lack
of use) of an information systcm. The importance of the point
fof 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 u
how to reach those who havé 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. , 1
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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
gucstions as:

© 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 thi€ linkage is concerned with Ehe_ability
of information sources to handle specific information needs for
clients who- have themn.

While there is not a great deal of évajlablé literature
which speaks to this guestion, that which is available is consis-
tent in findings. It is generally agreed that there is a great
deal of inefficiency and non-communication 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
agrned that more coordination is needed between
agencies. However, one study (Noble and Wechsler,
1970) showed that only 24 percent of the organiza-
tion executives interviewad were actually willing
to share information to help in this coordination.
Other studies show that the organizations are com-
petitive with each o6ther and that this co:-.ctition
prevents the communication necessary for
coordination. (Levine et. al., 1962; Sjoberg et.
al., 1966; Kahn et. al., 1966) .




® 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 quallfled to do so
(Kurtz, 1968; Kahn et. al., 1966G).

e Scveral studies suggest that people who attempt to
seck help face a frustrating maze of obstacles.
One study estimates that 75 percent of all informa-
tion scekers must contact more than one agency before
‘they can get the helo or information they need. A
test showed that the average request took 3.5 phone
calls to complete, with one-third of the inqguiries
still remaining unanswered. (Kahn et., 2al., 1966;
Regional Health and Welfare Council, 1965).

_ The picture is one of inefficiency and lack of communi-
»atlon between various information sources. A great deal ‘more
needs to be known. It is obvious from the a4e~dota1 literature
that thelinformational environment within which social welfare
and service agencies operate is an elusive cne, unlike the eaSily'
catalogued and shelved print media information environment. o
Little is known, for example, about how a novice practiticner
learns to operate within this elusive information environment
or how "information" experts eﬁerge in such an environment.
Little cvidence  is ovailable on how sources perceive the nature
of néeds or about which needs can be handled within the existing

information system.

3.2.6 Linkage #5: Information Needs and the Solutions to
Needs _ e

This linkage (described in Figure 2 as between the

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

questions as:

e What kinds of solutions do different needs have?

© What kinds of inforhation are needed for problem
solving? '

-

© What needs lack either informational or resource
solutions?

On the surface, this linkagekis concerned with societal
bqrriers to information accessibility or whether or not informa-
tion and resources exist within society to solve specific needs.
No rescarch was found that deals with this question directly al-
though the import of the question for the planning of informaticn

delivery systems is obvious.

In one small experiment that attempted ‘> track down
solutions to information needs, one-third of the problems remained
unanswered at the end of the experiment (Kahn et. al., 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 #&nd 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 resources,, Little empiricai eQidcnce is available to
“make clcar££BT§\£S§Zche—based versus information-based distinction.

pr

Yet, any i ovement 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 infbrmation are
neéded in everyday problem solving. Little work haszbeen done on
the nature or kinds of information which are necessary for pro-
v1d1ng solutions to problems Indeed, the core notlon of "infor-
matlon has becn almost toLally 1gnored as an 1ndepcndont,
meaningful concept. Increasingly, however, theorlstoe are sug-
gesting that information must be divided into types apd that
succesgful informaticn cdelivery depends on the dblllty to deliver
not just "information" but, the appropriate types of lnformatlon

\

An extreme case 111ustrates the point. 1In the dloCUg-
sion of Linkage #2 (between 1nd1v1auals and so*rces), ev1dence
was presented which suggests that the print media are USELUl in-.
formation sources for decision making while the electronic media
are not. With its focus on types of information, Linkege #5 looks
at why. One explanat%on suggested by several researchéész is that
the electronic media incorporate only "ends" informatior (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, 1951) in Vs
suggesting that three different components of information are
needed to satisfy everyday needs: (1) informatien about-.alterna-
‘tive means to achieving an outcome; (2) information about. criteria
with which to evaluate the meané; 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 chenge.égents failed in

N . /
See, for example: Ackoff, 1958; Dervin, 1971; Havelock, 1971;
Morris, 1969. . '

2 Dervin, 1971; Wade and Sclramm, 1969.
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'introducing birth control techniques in a developing country be-
cause they failed to transmit a particular type of information --
inforpation about the various consequences or side effects of
abortQFn. Such distinctions in information types are needed so
that information prectitioners 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 5Solutions to
Needs i '
\\ . In Figure 2 this linkage is delineated as *he one be-

tween information sources and the soluticns to needs and raises °
such\research dguestions .as:

\ .
e What is the accuracy :("correctness") and reliability

N (consistency across. sources) of the :nformatlon
transmitted by sources’

o What is the nature of the accountablllty process 4in
information delivery?

© What mechanisms are being used to improve solutions
in the system? : ~

_ The basic'accessibility barrier working along this iink-
,age (as suggested by Flgure 3) is lnstltutlondl accessibility.
The concern.here 1s for the quail 'y '0of the answers provided by
information sources. No evidence was found that tackled this’
.question directly. 1f, hoviever, 1nferences can be¢ made from the
evidence suggested for Linkage.#4 (sources and the needs), one"
would suSpect a large degree of 1naccuracy and unrealiability

exists in the system.
At root,. this linkage raises the all important question

of the accountability of information delivery systems. 1In terms

7
{
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of our central focus of concern (the indiuiduals 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- accountablllty studies were
found. 1Indeed, 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 1ibrarié.>.l Yet, such measures say little about

the satlsfactlon of needs of tarcet populatlons, of people with
information needs. What is needed is case accountability. evi-
dence wblch clearly shows what needs are being satisfied. for

2
which cllents by which 1nformatlon sources.,

The eventual aim, of course, is to improve the quality
of the answers available in the information,system.v This improve-
ment would need to be based on a feedback process in which the
results from case accounting are constanily sent back into the

" system, ‘

Such accountability and monitoring is a highly contro-
versial issue. As noted earlier, stud1e§ have shown that social
service and welfare organlzatlons become self- paotectlve and self- "
maintaining over time. This may be oné reason why,one study- showed.
“that a majority of organization directors in one community were ‘o
_unwilling to contribute information to a céntxalized information
,system (lloble and Wechsler, 1970). ©No evidence 1s yet avallable
on the degree of cooperatlon between agenc1es 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 litcraturé.

Kahn et. al., 1966 empha51"ed the need for thls kind of
accountability.

kS
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chartered as "information" coordinators help or hinder the
sitﬁation. The issue;is crucial. Most planners who-have posi-
tioned the potentlal runctlons of 1nﬁormatlon centcrsl have sug-
gested that one of the major values af .such agenc1es is that they
'will be able to reduce the red tape and 1ncff1c1enﬁy 1n the sys-
tem and improve the qual;ty of 1n£ormatlon solutlons. The ques-
iion nust-be asked?! under what eondrtlons are information
agenoies abie to perform this mach needed system—improvement

- function? ) e

3.2.8 The Poor Suffer More

-

cq
One issue that»has been repeatedly but'inoirectly refer-
‘red to throughout the review above deServes spec1al attentlon.
No matter how we look at the information néeeds. sttuatlon, the
poor residents 1n the urban’ communlty are sufferlng more from
the information crisis than more well=to-do c1tlzens. -Given al-
most any linkage in the model reséarch shows that the poor are
more hlndered by barriers to 1nforma+1on access1b111ty.2' It is .
well supported, for example, that thevless—educated,'lower—income
members‘of society have more crisiS'nemd have less actual -contact
with appropriate sources as well as less abil ity to make contact,
have less ability, to obtaln solutions, and have less belief that .
solutions .are ob alnable. The xesearch cited above alsc suggests
that some 1nformatlon sources may be consciously or unconsciously

w1thhold1ng 1naormat10n and resources from poorer citizens. It

1

See, for example: Davies, 1970; Furman et. al., 1962;
-Roe, ,1970. ,

.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. o S -
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" the c1u01a1 quespion.

is also p0551b1e to hypothe51?e that the poor are more likely to
have the kinds of problemc ror wthh Lhere are no solutions in
the societal °ystem. . ,
Whatever the focus, the evidenca clearly suggest that
.the poor deserve specxxl uLtCnxlUH in ‘an attempt teo understand
the 1nformat1on system: vblch affects averaye citizens. Certainly,
the ultimate test of that systvw will e its abi1it§“io deliver.
needed information to those citizens who are currently least
llkely to benefit from 1nlormabwﬁ1', '

3.3 Conclusion” .

/. ' LI N M .
The clearest gbnerallaa+1on +that can be drawn from the

above concep tuslization and review of Lhe_llterature_is'fhat

there are hugu gaps in our knOV’ﬁoge. Ve know very little -about

l . . . ) ) ‘ ?
. . @ . What are tlie’informaticn necds of urban residents?
e What subgroups of ‘citizens have which needs?

¢ o

o How are needs percecived by the different subgroups?

e Does.the average citizen see his needs in terms.of
. information solutions?

© How can an. informatiion need be deffned?

e ﬂhat information smuccc are seen as helpful by
. 1nd1v1dua] residents

J? Are 1nfo ‘mation ‘sources available to handle the
- differcnt needs that are exprcessed by citizens?

‘@ ~Are information sources responsive to all citizens
,,with needs? :

o VWhat subqvoups of 1nd1v1duals attempt to so]ve

. thelr prob]bms? .
4

e 40



3

e How accurate is the, information which information
sources transmit? How reliable is the information?

e What:kinds of information are nceded in everyday
problem solving? '

® What sources are being used for what needs?

o What mechanicins can hoe used to improve the infor-
mation delivaery systom?

The list of unanswered questions is almost overwhelming.
It is clcar that the much-used COncépt'of information has received
very little resecarch attention. Certain studics exist which have
emphasized the nature of decision making, the role of personality
in information usec, the gene;al exposure of citizens to different
kinds’of sources. -What is ﬁissing is research that looks specif-

ically at the nature of information and information neceds.

Scveral okservers of the available researchl have cm-
phasized this point. 1Indeced, it is agreed that a focus on infor-
mation and information needs is the nccessary step in beginning
to improve the guality of the information delivery system serving

the typical urban resident.

o

/

\

\ Briefly stated, the purposé of the current study is to

SR

begin}to fill in the knowledge-gaps pointed out above. The ecentral
core of the study is its focus on the nature of the information
needs expfesséd.by urban citizens. Around this core are built
related guestions. What sources are being nsed to answer what

needs? What degrce 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

{

v Vel
See, for example: Dervin, 1971; leidt, 1968%; Hiltz, 1971;
Rainwater, 1969; Voos, 1969.
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average citizen attempts to use as he molds the quality of his
existence in a highly complex, information-oriented, technological
- socicty. It is such knowlcdge‘that will allow for the improvement

of that information system. @ .
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4. STUDY DESIGN AND METHODOLOGY

Considcrable effort was expended during the early
. phases of this éntecrprise in laying the conceptual and design
foundations for rescarch, Ouxr aim during this developmental
phase was to design a methodclogy for determining the informa-
tlon needs of urban residents and how these in{ormation needs
are satisficd. The activities which culminated in the develop-
anL of this methodology are presented in this chapter so that
-the reader can follow the gradual growth and development of our
}thlnklng about the research problem and rasearch design Jmpllca—
<t10ns, thercby affording the recader a better appreciation of the
.o051gn problems faced in the study and a better understanding of

ithe data obtalned.

4.1 Study Desidgn
/). \> - ’
.//
_,L / ) .
—4.1.1 -Proposed Approach

: .

} In order to address the major research questions con-

!cerning the information needs and information-seeking behavior of
urban residents, a survey of the general population in a diverse
but typical urban arca was proposed. However, in that no prioxr
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.

i

|

|

iA major activity proposed for this phase was the use of group

. interviews with hcterogeneou° groups of 1nd1v1duals to generdte
%technlqueu which could be used in a household survey. The produtt
]»of this initial phase would bc.an instrument which (1) could be

|

‘uscd with diverse subgroups of individualsland which (2) would
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measure everyday information needs (not necessarily document
related).

I'ne survey site was Baltimore, Maryland which typifies
in many rzspects numerous other large urban areas in the United
States. A probabiliiy sample of 1,500 households was to bhe drawn
from the Urbanized oxea of bBaltimore. Oversampling in the low-
income arcas was planued to vrovide adeguate representation of
those individuals in urban communities who, according to available
evidence (£ceo Section 3.2.8 of Chapter 3), are most information-

-

ally disedvaantaged. -

4,1.2 Tnput of Advigory Committee

‘ In i;te September of l971-a group of consultants was
convened to discuss the study design. The Advisory Committee of
censultants 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. andlthe Regional Planning Council in
"an all-day session held at tne Regional Planning Council in
Baltimnre. «Discussion duringéthe meeting was focused on the
" research methodol5gy to be used. Within this brocad area, several
specific issues were pBrought to the fore which had an impact on
the design of the study. These issues are discussed in detail

below.

4.1.2.1 Research Mathodology /

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 gencralizable to other urban areas
without some additional data collection. It might well reflect
seasonal variations in needs. ‘he data basc would be restricted
to those needs perceived by respondents and possibly contain a
predominance of needs that had not been met by the cxisting in-
formation system since {hese ncceds 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 alsc limit the number of information neceds that wopld be

identified.

A more serious concern of Commititce menmbers was the

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

view could be developed in order to eli  ': 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
populafions whe are difficult to find at a home during the
‘hours when interviewing would take place. Alternatives to the
household sample survéy sugyested included in-depth sociological
stuéies of a few selected neighborhoods, interviews with unoffi-
'igivggﬁﬁﬁnity leaders rather than residents, and group

€

" intervicws.

Another question raised was whether or not new data
collection was necessary -- ‘perhaps data available from hotlines,
libraries, and public agencies could be combined to provide‘a o
data base of inforhation néeds. One crucial criticism leveled f'
at this approach was that such a data basec would only refiect the
needs of a higﬁly motivated population, i.e., those individuals

who had actively sought to obtain a solution to their problems.




[

The pros and cons of each alternative method of data
collection_wereediscussed. Although no agreement was reached as
to the "best" alternative, there was a consensus that no one
method would suffice ard that & multi-method approach would

maximize the validity of the findings.

4,1.2.2 Resaliing Decisions
-3

As a result of the mecting with consultants, some pre—
liminary decisions werc made. Wcighing the assets and limitations
cf each approach -to data collection, it was'decided that a multi-
method approach should be used but that the major data collecticn
would be throuch a houschold survey. In spite of the criticisms
leveled at the surVéy methods, the difficulties of obtaining an
unbiased sample and of developing an instrumgné did not appear
to be insurmouantable. Although iiany insights could be provided
' @y using alternative methods of data collection, it was felt that
the sample survey would provide the least biased data and would
enable ‘the formulation of some conclﬁsions regarding the general
population in the Baltimore Urbanized Area as well as selected
geographical arcas and selec:ed target groups. However, it was
felt that some of the approaches discussed by ‘che committee
should be used to generate hypotheses and to develop various
techniques which could be used in the final survey-instrumeht.

!
!

Prior to the survey, thce developmental phase/of the

study would include three major ag¢tivitics:

o A review of data currently available at various
/ agencies and organizations in Baltimore that
provide information sekvices;

e Conducting group intcrviews to generate some pre-
liminary data concerning information needs; 'and

3
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o DevelopmenL ancd pretesting of instruments for use
1n the sample survey.

The following sections describe cach of Lhc 5¢ activities in detail.

ad

4,2 Visits to Information Aacncies

A number of organizations which were known to provide
information services werc visited by Projcct.staff. The purpose
of these visits was two—fold. Firet, we werc interested in
whether the org&nizationé rmaintained records of requests made
and if so, hov thecse requesfs were classificd and analyzed.

Secondly, we were interested in the characteristics of these

_services -- hours of: operation, mecthod of inguiry (be telephone,

letter or walk-in), the role of staff vis-a-vis the persons
requesting information, and so on. Interv1cvs were conducted

with staff members of six 1nformaLLon services including the Dl—
rect Line Column of the Sun Papers, the Health and Welfare Counc1i
Information and Referral Scrv1ce, the Public Information Center

of Enoch Pratt Free lerary, the Montgomery County Hotline, Lower
Park Heights Community Cocrdinating Council, and Echo House.

These organizations were selected to represent a range of

approaches to providing service -- the anonymous telephone

~information service, the community multi-service center, the

newspaper write-in-for-action column, and so on. A summary of
conclisions, based on visits to information sexrvices, is pre-

sented bhelow.

- Three out of the 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 dcvelop 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 specﬁfied time period.
Among the three services, onlyv 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 dcblgned so that staff could code the request while speak-
1ng to the inguirer, thus ellmlnatnng the need te 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 whlch 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 greut st danger of using these kihds of data
tc develop a comprehens1ve data base is that those persons who
~use information services are 11ke1y to be more motlvated as
problem-solvers than those whc don't use such sprv1ceﬁ.; By
" creating a data base of information needs expressed by users
of such services, there is no way of knowing how accurately
;the data base reflects the needs of nonusers who may havé 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 appérent'that Direct Line, Hotline,
the Health and Welfare Council's Informaticn and Referral Sérvice,
and the Public Information Center tend to serve more middle-class

.interests and mcre professionals than Echo House ‘and the Lower
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‘Park Heights Community Coordinating Council. It is interesting
to note the general differences in the sérvice approaches of '
these two groupings of the organizations. The formér organiza-
tions emphasize anonymity of the inguirer, little or in some
cases no personal contact with the 1nvu1re1, and provision of .
information rather than divect sexrvices. These organizations
-exhibit varying degrees of 1nd1v1daai or casc-oriented advocacy;
that is, they serve as mcdiators between tﬁé inquirer and a
bureaucracy that can be an obstacle ;o-the setisfaétion of the
inquirer's information or scrvice nceds. These organizations
only peripherally engage in program Or ppliéy advocacy, i.e.,
seeking administrative changes or new legislation. On the other
hand, the two .services set up to serve.ihnerucity residents
ugmphasize intense personal involvemcnt with the residents they
'serve -- whether for the purpose of community improvement or
individual betterment. These two orcganizations (particularly
,the Lower Park lleights Community Cocrdinating Council) are
heavily invclved in program and policy advocacy by seeking to

promote changes in inner-city conthlons and services.

of these visits to information services,
- we vwere further nvinced that a saméle,survej would provide a
less biased datalbase than would the use of available records
kept by various services in the city. Furthermore, our decision
to focus on a broader fange of needs than simple information
needs was reinforced by the fact that the most disadvartaged in
the city did not appear to avail themselves of those secrvices
malntalnlng a relatively neutral- role in dlsocmlnatlng
information. Whether this flndlng could be attributed to
different needs, different problem—solv1ng 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"

. N i s 4 ) » - []
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_di;cufsion topics-for the group sdb-
the task was one« of prdviding'some‘structure for the
group leader while guarding against leading participants into
talking about specific areas of information needs.

‘'sions,

Leaders were
careful not to indicate to péfticipants 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
prev10us experlence using group techniques as a research

v, It was belleved that only persons with such skills could

who "had
tool.
conduct-

the 1nterv1ews in a nondirect+ive manner and yet maintain

control
! «over the discussion.

The group leaders were o+ the same

race as
the participants in their groups.

<

Participants were recruited for two group interviews
through community organizations.

.

One group consisted of resi-
denis of the Polish- Amerlcan community in Baltimore, while the
other consisted of re51dents of a low-income- black .nheighborhood.
A major difficulty in recruiting group part1c1pants was enlisting

the cooperation of 'typical residents of the community rather

than community leaders. The groups were uitimately composed of

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

domination of the discussion by these individuals and tended to
¥ . / ,
8 . |
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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 pzéblems and the need for oréanizing_
‘the community to combat these problems. The tendency for the
- discussion to go in-the direction of neighborﬁood problems can
probably be attributed to a number of factbrs. Community leaders
were more likely to participate even though efforts to recruit
typical residents were made. .Recruifmént through community or=
ganizations resulted in a group of pérticipénts whose common .
1ink was membership‘in an organization involved in community
issues. The'discusSiOn_of social problems within the community
- was therefore a natural starfing 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
0nstantly refocu51nq the dlscu551on to the needs of the partl-
- c;pants as individuals, some 1nformatlon needs were brought out.
The majority of these more personal rneeds had to do with informa-

tion about services available.

The group leaders found it aifficult to generate dis- .
cussion by aéking,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
informétion needs vere mentioned (e.g., where an abortion might
be obtéined),_but that often the. ultimate solution to the proB-
lembwould result from the provision of a service. However,'inm
'fprmation concerning available serviceé was seen as an éssential
link in the problem-solving process. It should be briefly nofed
here that thls 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
presented later in 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 in 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. Exposurc to
these sources and the relative effectiveness of the various
sources of information available were to become major variables

through the survey instrument.

3

} 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 part1c1pantswphaL ] believed that
‘our energies wéald be better Spent'ln instrument deVelopment for
the sampleﬂsurvey'of'households. The follow1ng section describes
the'eXteﬁsive pretest effort that went into the construction of

the final survey instrument.

4.4 Instrument Development _
e S

$

Over a period of five months (November 1971 through
March 1972), four preﬁests,were conducted, during which nine
instruments were tested using a total of 58 respondents. Some
of the 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 informa@ion'segvices and the’ grzup
interviews). Each pretest Was'builf upon the resutlts of the
preceding pretests as well as upon ihput provided by the other

developmental activities in progress. N .

The interviewers for ‘the pretest were recruited through
an interviewing service in Baltimore. To the extent'pqssible, the
same interviewers were retained throughout the cdurée.of the pre:
testing so that the study would benefit from tﬁeir accumulated
experience with each new version of the instrument pretested. A
core group of four to five interviewers conducted the ihterviewf
ing and provided many insights for the revision and modification
0of each instrumerit until, by successive approximation, a satis-

féctory instrument had been constructed.

Each pretest was preceded by a briefingxconducted 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 )

espondent selection were given. For

or T
each instrument, half of/ the réSpondents were lbw-incgme, half
were middlc— to upper-incbme, half were black, half were white,
nalf were'male,_and half femnale. Sihce these weré»pretests, no
rigid sampling procedures were followed. Interviewers were in-
structed to-use their best judgment in s¢’ecting areas of the ,
-city in which they could find respondent: +ho met.our éeneral
.éritenia. Interviewers and respondents ..:e matéhed on race in
alquéses. S o )
o . Following eagh‘prefest, a.debriefing_was héld‘for
several hours so that the interviewers could relate their..pe-
qific'experiehces_With each instrument. Debriefing sessions
were tape-recorded so that Project staff whu were not able to

attend these sessions would have the benefit of listening to the
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intense 1nteractlon that occurred . Since most'of the interview-
ers aired thelr own, Opln*ons concerning ‘the information problem,
in some resoects!the debrle "ing sessions were comparable to the

‘previously condCcted group 1nterv1ews and ylelded slmllar kinds

.o
w3

of comments. ‘ “Q . - ‘_\

Wnat follows is-a discusslon of the pretests, describ-

1n9 how, by trial and e-ro , we' arrlved at. the final 1nstrument

to be used in the sample survey Q1nce our experiences may well

be J.nstructlvo to those who attempt to do further research in,
this area and to those who seek a "learer understandlng of the
data collected, 1nStrument pretestlng has been dealt with 1n
some'detail."j . o o

4.4,1 /' First Pretest P

o ¢

=y

The first pretest was prlmarlly concerned with tryln
out several technlques that would generate statements of infor-

mation' needs by reSpondents. Experlence w1th the group 1nter—‘

- views, revealed how difficult it was for persons~to understand

the concept of 1nformatlon and to respond- to- direct Questroning
about their infermation needs. Three drrrerent 1nstruments rep-
-resenting three dlfferent approaches to this problem were devel—

oped and each was pretested with four respondents.ﬁ

'The firs technlque consisted of 10 anecdotés that

-

presented very specific situations in which a hypothetlcal per-

son ox family found 1tse1f. The respondent was first asncd to
relate to'the situation described and then prescribe an answeri
or a solution. Then the. respondent was asked what he or she'
soild do in that.sltuatlon. Flnally, the respondent was asked

if he or she had been in a 51m11aru51tuatlon and, 1f so, what

54
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had been done about it. An example of the sequence of question-
ing is givep below: A ‘
A

Anecdote: Bolh 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
harF it will be to flnd a job with

,his' new trade.

i

1. Who could Bob "ask about hie-
changes for finding a job?

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

3. Have you ever needed to know

o~ about job opportunities 1like
- Bob did? :

4. How did you go zbout it? What
did you find out? - ST

Contrary to expactations, the réspondents did not

- generalize from the anecdctes. Instead of responding'to -one of
many aspects of the situation described in the anecdote, they

, responded to the exact situation and could only 1dent1fy infor-

. mation needs when those needs paralleled the needs of the person
"describea in the.anecdote. Since the responses were very directed
rather than spoittaneous, they did not yield data that woold allow
us to say anythiﬂg concerning the-diét;ibution of information
needs among the intervieWeééf"“ '

/

According to the interviewers' reporte, 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 descrlbed in the anecdote could do about his
problem, respondedts tended to give what they percexved to be

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




of establishment sources such as the Consumer Protection Service,
the Better Business»Bureau, the "Mainline" column in the news-
paper, and so on. _Hdwever, if a respondent himself had experi-~
enced a similar problem, his scolution was usually obtained in an
altogether different manner, e.g., by a@ntacting a fried or a
professional who served him. This finding led the staff to dis-
trust data on information sources that were obtained.gy ésking a
'respopdent about potential sources as opposed to actnal sources
uced for information. ) '

The ,second technigue pretested was a very unstructured
diary approach. Interviewers were instructed to have respéndents
recount their'activities'from morning until evening of the pre-~
ceding day. By probing, thé-interviewérs were to draw out ‘infor-
mation needs associated with the activities of the respondent.

For example, if a respondent went to the grccery store, the in-
terviewer micht probe to find out if 1nformatlon was needed about
wiat products to buy, where to get bargains, and so on. For each
information need identified, the interviewer recorded what'v
soﬁrces of information had been used, what inf&rmapion or advice
had been obtained, and what other information would be needed to
answer the questioh 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’heeds were identi-
fied in this fashion; however, there was no 'standardization of
the questlonlng procedure. Interviewers communlcated theix
concern over this lrck of standurdlzatlon and believed that
another 1nterv1ewer-w0uld have obtained different results with
the same respondents. Through intense interviewer training, a
grecater measure of control might have been'introduced in using
this téchnique;'however, this would not have been:feasible_for

a large-scale survey such as the one being planned. One further
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disadvantage of this technigue 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 s£-arches for the answers they needed. Consequently,
this approach generatéa no data that would allow an evaluation on
the effectiveness of various sources of information in answering
the questions, '

The third approach used in tﬁis pretest conéisted of
asking respondents if they had any information needs in six
differeﬁt‘topic areas =-- questions about their neighborhood,
employment, health, housing, education, ana consumer information.
The questioning procedure about each subject area began with an
introduction in which many exémp]es were given so that respon-
dents would have response cues. Subsequently, respondents'
were asked what information they needed and who could give them
the informaticon. An example of a typical sequence of questions
for a subject area is as follows:

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 neced 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 apd 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 infoxmation 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 less$ than satisfactory. A tech :que that
would result in spontaneous mentions of specific information

needs without leading respondents was needed. The questioning
procedure would hav . to be sufficiently structured so that the
-data would be relizile regardless of the number of interviewers
involved in data collection. A sequence of queétioning 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 1nstrument 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 questlonnalre pretested earlier. TIn the
example, a number of different questions or problems about

neighborhoods were listed. Then the interviewer said, "Now -
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let's forget for a moment the problems that these people have
and think about the problems that you in particular or that A
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 informétion needs per

respondent.

1. Have you needed information recently to solve
a problem or to answer a guestion 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?

Followihg this last question there was a branch in. the
- questioning procedure for those who 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) hy 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;
héd allowance been made for récording more than two information
needs per interviewee, respondents would have exhausted theirx
concerns about the neighborhcod and mentioned needs in other
.areas. However, pecause of the questioning on sources, the
lengthrof the intervia>w 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 nceds.
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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. 1In most cases, réspoﬁdents could not
make a distinction between the problem and the infbrmation'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 guestions concerning sources used
was often inappropriate for the respondent's particular
situation. 1In addition, some data on sources was lost because ’
the form was not desigued 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, incdme, sex, and race). Sdme
modificaticns 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:ific 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 meéans of getting accurate informa-

tion about knowledge of sources.

4.4.3 Third Pretest

In *ie 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 respec£ as a means to
communicate to the respondents the kind of information they
should record in the diary during the week. By having respon-
dents record their information needs as they arose, the staff
‘had hoped to obtain more épontaneous mentions. Information
needs logged in the diaries were to be used as the sciarting
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 onc instrument and half received a completely
different instrument. The first instrument, wr.ch was called the
Topic Areas questionnaire, was basicaliY-a refinement of a ques-
tionnaire used in the first pretest. In that questionnaire,
examples of needs falling into various subject arcas 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 anyﬂéXamples 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 . A

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 neceded to know what to do or
maybe you just neeced some information. Can you
think of something llke that? ’

Interviewers were to probe for up to four information:
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, educatioh, and consumer probliems. In

. oxder to include more topic areas without making the interview
monotonous, 12 more tdpic areas were introduced b_ .rentioning the
names of the topics rather than by readiné examples. These 12
topic areas were drugs, family planning, legal matters, cultural
activities, housing, daf care, abortion, voting and registration,
‘hobbies, public assistance, employment, and transportation. The
list of topic areas, although somewhat arbitrary, was developed,‘
using classifications of reguests received by various information
1 services in Baltimore. No data or sources used were collected
with this instrument since the followup interview was designcd

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 measurement 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 aspifations, and aspira-
tions for the community. For personal aspirations, the respon-
dent was asked first to iragine and describe his futfre in the
best possible light. Then he was asled to describe his future
in the worst possible light. Afterwards, the interviewer showed
the respondent a ladder nurbered with 10 scaie positions. The
top of the ladder represented the best future as tne respondent
héd described it, and the bottom represented the worst possible
future. Then the respondent was asked whefe he thought he stood
on the ladder at the preéent time and why he did not place him-
‘ISelf 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 guestioning 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—Anchorlng 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
guestionnaire, more r=alistic and more divorse needs were
identified. There was an average of one spontaneous mention
~of information needs per respondent with this gquestionnaire.
Overall on the ‘average, flve needs were identified using the
topic areas approach as compared with 3.§“per respondent with |
the self-anchoring approach. Table 4-1 presents the number of
times vérious areas of need were mentioned by respondents to

whom the two instruments were administered.

The second half of the initial intcrview was used to

collect demographic data as well as other data related to access




Table 4-1. Information needs identified ddring the initial
interview of the third pretest*

Topic Areas Self-Anchoring
Questionnaire Questionnaire
,/~"’ﬂ-\ Aspirations
tAreas of Spontaneous | Diiected "Personal for the
of Need _ Mention Mention Aspirations Community
Neighborhood 8 0 8
Recreation .. 5 0 0
Health -1 2 1 0
Education 2 ! 2 0
Consumer 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 * 0
Public
Assistance
Employment
Financial
Matters 2 * %
Transportation 1l -0
"Crime 1, *k—
) FPamily '

Problems 0 * %
Discrimination 0 L *%
Total = 13 | 37 19 16

* ‘ .
Based on responses of 10 persons per guestionnaire.

k% , _
Thesc topics were not suggested to the respondent in the Topic
Areas questionnaire. , ’

For
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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 guestions pertaining to exposure to media
sources (TV, radio, newspapers, magazines), type of dwelling,
ownershin of dwelling, marital status of the respondeﬁt, and
number of minor children in the family. '

Fbllowing the initial in;erview, respondents were
asked to keep a caily diary ofbany guestions that had come up
during the day. They were also instructed to write down the’
names of the péople they had spoken to about these questions so
that they would recall this iﬂformation when the interviewer ‘
visited them for theAfollowup interview. The inforﬁation obtain-
ed_using this diary aﬁproach was no better fhan that obtained
using a single interview. An average of two needs were recorded
per respondent for the entire five-day period. The information
needs rccorded wecre 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 }espondents who had received the Topic Arcas 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 spmething to write in the
diary. The diary also posed serious problers for lcw-income
respondents who had difficulties writing. Since we were partic-
ularly cohcerned with identifying the needs of the low—income.-fw
population in the Baltimore Urbanized Area, we could not use a
déta collection technique that yielded poor data for respondents

having no reading and writing -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 effcctiveness of these sources. Two needs that
had been noted in the diary were selected for‘in—depth guestioning
based on the resoondont s se]ectlon of the most important needs
that he or she had listed. qlnce 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 maoe 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 :
bé 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 crder to elicit stateﬁents of specific in-
~ formation needed while respondents were describing the problem
"or question they had. Rather than asking respondents whether
they had'gotten the inrormatlon they needed, they were asked if
they had gotten "an answer to this guestion or a sclution to
this problem." By blurring these distinctions, the;questions
asked would fit manyasituations, ranging from a need for simple
lnformetioh to answer a guestion to a more complex.need'for

¢ -

advice or services to solve a proﬁlem. : : -
S&nce the second pretest was to question all respondents
in an identical manner concerning sources used regardless of whether
or not they had obtained a satisfactory answer or solution, it con-
stituted another major change‘in approach. The followup 1nstrument
was also designed to collect data on more than one source and on
several kinds of sources. A series of guestions were asked about
each person contacted, such as occupation, how the respondent-
knew the person contacted,vwhat information or suggestions the

person gave, and so on. Following the guestions 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 magazincs

The development of this in-depth segquence of question-
ing about actual sources .sed was guided by some of the dlstlnc— e
-tions tested in a survey by Katz.- and Lazarsfeld (1955) concerning {/
' the effectiveness of sources of information in determining behav- /
ior such as adopting new fashions. It was found, for example, /
that while the influeﬁce of persons was most effective in deter~
mining whether or not a Tespéhdent'togk some action, media .sources
played a contribﬁtory role in increasing a respondent's gencral
éwarenessﬂ For example, a media sburpe may make a person éware
of new products on the markeﬁ,'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 eXhlblt contributory effectiveness.
When Katz and Lazarsfeld asked respondents what caused them to
buy a product or to try a new fashion, usually respondents de-
scribéd theif acgién as the result of an-interpersonal contact.
géwever,'when asked directly about information obtained from
media sources, many of these sources We;e found to,havé made

some contribution in determining- the respondent's behavior.

In this study we were concerned that fespondents would .
not mention important sources of information such as public ser-
vice announcements uhless directly questioned about meadia sources.
For example, a person may be aware of the telephone number to call
"about consumer comolalnts because of a public serv1ce announcement '
on the radio, but he or she may not call the number until this
_actioh is“éuggested by a relative or friend. By only asking about’

1nterpersonal sources cf information used, the data concerning the

' awareness created by the radio announcement would be lost. In

order to weasure the dimcnsion of effectiveness, all reSpondcnts
. €.
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were asked in the followup Jnterv1ew to deSLgnate whlch of all

 the sources mentioned had been "most important in terms o%.g1V1ng
good information about this question or problem.?c Flnally, re-
spondents were asked if they had obtained a "satlsfactory answer
to the question or sclution to the problem" and, if not, what
else they planned to.uo. ‘ -//
FOllOW}ﬂg the in-depth qqestnonlng about sources used
for two problom§ or questicns: per respondent, questlons were
asked about oaganlzatlonal membcrshlp, number -of contacts in,
the past week, and self-designattd opinion leadership. Although
according , to recent research, the concept of oplnlon leadershlp :
has bcenfsomewhat muddled, the oplnlon leader has been descrlbed
~as a person who exposes himself or herself to more oources of
information than the nonoplnlon.leader and often se:yes as a
catalyst by sorting, digesting, and filtering this information
"déwn to nonopinion leaders (Katz and Lazarsfeld 1955) iThis
theory is also called the two-step flow of'communlcatlon, be-
cause oplnlon leaders are seen as rece1v1ng an”. evaluating in-
‘formatlon before passing-it on to nonoplnlon leaders who are
then personally influenced by the opinion’ leader rather than by
the original source of the 1nformatlon. s
Because it was thought that-the dimension of opinion
-leadership might he»useful.in developing a profile of those per-
:son' in the sample who were successful'in problem—solving (as
opposed to those who had less success in getting solutlons),
questlon prev1ously used for- identifying opinion leaders were
added to the queetlonnalre.(hatz and Lazarsfeld, 1955) , _
Correlates of opinion leadership, such as number of contacts in
the past week &and number of:organizationsAbelonged to, were also
measured. The type of organizational membership was also'of |
interest as a potentialsmeans_of communicating with persons'

about néw information services. 6 If it was found that persons
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who have the least problem-solving capabilities were more likely
than cthers to belong to a certain type of organization (e.g.,
churcheq or veteraﬁs groups) , information could be disseminated
to this target group.through these orasnizations. Accordingly.
data on tyv“ of oruanizational mcibership were also collected.
The daté vielded by the followup instrument werec the
best obtainced to date. However, the questioning about two in-
formation nceds resulted in a fairly lengthy interview even
without a scction for the identification of the information.
nceds of the respondent. The amount of source data collected
would have to be considerably reduced so that the to?al inter-

view time would not exceed 45 minutes on the average.

Based on this third pretest, a number of conclusions
were made. Tirst, erc did not scem to be any advantage in
uging the pancl de51gn to get spontaneous mentions of information
necds. One interview per respondent would be less costly and,

~would yield better data than the diary and reinterview approach.
The topic arcas.approach rep;esented an acceptable compromise,
since it yiclded both spontaneous and directed mentions of in-
formation needs. Without th: directed mentions, the data base
of information needs would be small. It was estimated, based
on the pretest results, that approximately one-third of the
fcspondents would not make spontaneous'menﬁions of informetion
necdé. If the instrursent was restricted to only spontaneous
mentiohs of nﬂcds,-information would be lost on both fhe needs
'and information- secking behavior of many respondents. By col-
locLJnc dataz on both cpontam,ous and dirccted mentions, it would-
be possible to create two data ‘bases, test for differences, and
collapse the data bascs if no differences were found. '

With respect to the source data, it was decided to

qucstion’rcspondcnts in depth about sources used for only one
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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 selecticn criterion rathe% than a random selection
procedurc, it was hyvothesized that data wouid be obtained or more
sources uscé since respondents would be more likely to have
initiated a search for infcrmation to ahswer 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 sources, opinion leadership and
some corrclates of this variable, and'dcmogtaphic variables for
use as predictors of information nesds and information~seeking

behavior.

4.4.4 Fourth Pretest

The fourth and final pretest was conducted with twenty
I responcdents. The instrument contained five major sections. The
first Section was used to identify information needs, first by
getting spontaneous rentions, 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 ©f the instrument was designed to
collect data on sources used for the respondent's most impqrtant
guestion or problcm. Space was provided for recording infogmq-
tion on a maximum of six iﬁterpersonal sources and one of each
of the following media sources: television, radio, magazines,
and newspapers. Ii more than onec source had been used, respon-

cnts were as<ed to designate the most helpful source.

o
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The third section contained the opinion leadership
questions and measures of the correlates of opinion leadership

(number of contacts, orcanizational membership) .

The fourth secticn was vsed to measure access and
exposure to various inforration sources. A series of questions
were asked ccncerning library use, recadership of magazines and
newspapars, access to a telephone during the day, ownership of

television sets and radios, and major means of.transportation.

The last section was used for collecting demographic
data including such variables aé ownership of living quarters,
family size, designation of head of household, number of children
undexr 1€ yvears, number of persons (5 years or older, occupation.
of the respondent and the head of household, marital status,
education of respondent, age, inéome,'sex, and race. To the
ektcnt possible in this section, quesfions contair~d in the 1970

Census guestionnaire were used so that comparisons could be made

- A
" with 1970 Census statistics.

Table 4-2 presents the frequency of spontaneous and
directecd mentions of various kinds of éuestions or problems. Anj
averagc of one sponianeous mention was obtained per respondent.
Six of the 20 respondents mentioned no information nceds
spontaneously. Overall, including both spontaneous and directed
mentions, an average of four information needs were obtained per

responcdcnt.

/ After the fourth vretest, a few nodifications were made

before the instrument was finalized. The question for obtaining

.spontancous mentions of information needs was shortened, and word-

ing similar to that used by Rieger and Anderson (1968) was
substituted. Threce specific probes were given for interviewers

w
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Table 4-2. Areas of informaticn needs mentioned by 20 respondents
in the fourth pretest

Areas ‘ Spontancous Directed
of Necod Mention 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 iMatters 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 J 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. Bocks or pamphlets were included as a media source
along with radio, television, newspapers, and magazines. Also,
a question concerning the library as another possible'sourcg was

inserted.

A copy of the final instrument is contained in

Appendix B of this report.
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4.5 Household Survey

4.5.1 Sample Desian

The gcograph.cal boundary adbpted for the study was the
Baltimore Urbanized Area as defined by the U. S. Burcau of the
Census. One of the Project objectives was to study the informa-
tion necds of the urban poor waich geépired that the sanple design
insure a represcntative sample of this class of citizens as well
as being representacive of the overall popﬁlation of the Urbanized
Area. The purposc of this section is to summarize the sample

design (sec 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-
;entétive sampie of urban residents 18 years of age and over within
the Baltimore Urbanized Area. The first stage sample was selected
by‘drawing a probabiliiy sample of blocgks, 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 stratificaticn variables:

@ City and county code
® Size of block in terms of year-&:.und housing units
oy

® Percentage of block population t'. was black

o Estimated median income for block.
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Except for the income estimates, these data were available from
thé Third Count Census Summary Tape, 1970 Census. A Westat, Inc.
regression mocdel was used to estimate the median income for cach
block.

"Prior to drawing the sample of blocks, all the blocke
in the Urbanized Arca were divided into two segments as tollows:

Type I - all blocks with less than $8,000 estimated
' family income and all blocks wherein the
black composition was 50 percent or nore.

Type II - all hlecks with estimated fawmily income
of $8,000 or higher and less Lhdn 5C per-
cent black populatlon.

Type I blocks were oversampled by a factor of two, or twice®their
actual proportion of thé Urbanized Areca. Details of the selection
procedures are given in Appendix A. This tyoé of -~ample design
required that 1nterv1ew results be welohted accordlng to the type
of block when combining results from the Lwo typcs of blocks. A
probability sample of .181 blocks was used to select a sample of
.households.

After the 181 sample blocks were drawn, housing ﬁnits on
these blocks were listed by an-intervicwing service in Baltimore.
Because the listings fell short (by about seven percent) of the

_number of units expected based on 1970 Census figures, several
'mhthods of valldatlon 1nclud1nq relisting were used. However,
Valndatlon procedures did not reveal any serious inaccuracies.
Approximately 1,600 addresses were sampled from these llstq for
interviews. As an additional check aaaihst the pOSSlbLllLV of
underlisting, durlng the 1ntcrv1cx1nﬂ rhase of the study inter-
viewers were instructed to cenduct intervicws dL any additional
housecholds . .discovercd at addresses listed as single-family units.

A final sample of 1,615 houscholds resulted from these procodures.
/ 2
. i;,.

[}
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4.5.2 Survey Methodclogy

From the selected houscholds, a household member who
was 18 years of age or older was randemly chosen for an interview.
In several large households (i.e., houscholds with more than founr
members of 10 ycars or olcf2r), more than one memb2r was intervicwed.
After the initial at+tempt, as many as tl:ree callbacks were reguired
to complete the scre 'ng and interviewing at each household. The
personal interviews averaged 50 mirutes in length. A total of
1,000 intervicws were completed resulting in a weighted compietion
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 préctice interviewing. Interviewers ‘were
racially matched with respondents. Telephone validation of
interviews was conducted by both the supervisors of the inter-
viewing services and by Westathstaff. Overall, 20 percent of -

the completed guesticonnaires were validated.

A more detailed accounit of field procedures is ccntained

in Appeﬁdix B of this report.

4.5.3 Presentation of Results

Because of the nature of the sample design.used, it is
.necessary to comrent on the weighting procedures. A design using
differential sampling fractioné requires that individual respon-
dents be é&ssigned a-ﬁ@igﬁt'to account for the differences in-the
probability of selection. Houscholds in Type I and "special"
blocks (see Appendix n for dcfinition of “special" and "zero"
blocks) were selected with a probability equal to twice the.
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selection probability of the houscholds 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 Arca. In other -
words, the estimates were percentages and averages based onlﬁotals
for thc"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 thg.Type ITI and
" Wzero" blocks and a sampling weight of one to each of“the house-
holds in the other block types. Further adjustments were made to
tﬁesé two class weights to account fof nonresponse. Interviews'
'were completed w1th 521 respondents residing in Type I and.
"special" blocks; durlng the interviewing we dlscovered lO year-
round housing units that had not been llsted 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 houscholds. Taking thesg factors into account, the

responsc rates were as follows.

. Wl

. n : n . - 521 __/ q -

% Type I'and "special" blocks §57 T 10 = 34 58%
Tvype II 'and "zero" blocks - 479 = 74%
YP T S 666 + 12 - 27 6

Combined response rate - 64% .




_ Because of the difference in the response rates between
the two classes, it was decided te adjust the responses in order
to daﬁpen the possible effects due to the difference in response
rate. These adjustment factors were 1/.58 and 1/.74 in view of
the xcsponsc rates shown above. 5Such a procedure is sometimes
referred to as imputing for'nonresponse.

Considering the sampling woight and the adjustment for
nonresponse cach respondent was assigned one of twn overall
weighti~as follows:

£y

Type I and "special" blocks: WI =_—%§ =1.72
" " . . ’ _. l — .
Type I; and "zero" blocks: WII = 2 X —7 " 2.70

Estimates were constructed by multiplying the repcrted character-
istic for each respondent by the appropriate weight and summing-
over all responses. Impllcatlons of the .weighting procedures are-
evident in the figures shown in the marginal tabulations presented
in the remaining chapters. . Applying the wecights to the“l 0600
respondents, we have the following. H

v

Type I and "special" blocks: 1.72 x 521

. = 896
. Type 1I. ana "zero" blocks: 2.70 x 479 = 1,293
R Total combined respondents - 2,189

L3

The 1,000 completed interviews rcﬁresent a sample of 2,189
persons. The analyses are in terms’ of these weightedﬁsamplé.

responses on the basis of 2,189 respondents.

4.5.4 Sampling Variebility _ ‘ .

Slncp the data are bascd on a sample of the populatlo

of the Baltlmore Urbanized Area, they are subject to sampling*
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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
guestionnaire, fiecld procedures, and processing methods. The
chances are about two out of three that che différencelduc-to
samﬁling variability is less than the standard error.  The
chances are about 192 out of 20 that the difference is less than
twice thc standard error and about 99 out of 100 it is less than
two and one-half times the standard error. .
| !f .

For a complex desiun, such as was used iﬁ.fhis survey, .,
inyolving both stratification with differential rateg in the two
strata and the usec of clustcers as the .first stdge of sampling
(i.g;; blocks), a'simpie formmula 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 s*an—' L

dard errors, it would be necessary to prepare separate tabulations

and computations for each item for which the standard error is

desirédL : T .

{ . .- . .

However, the standard errors do tend to fall into pat-

terns, and.rough aﬁproximations can bec made by" the use of a num-

ber of simplifyiné assumptions that are reasonably accurate for

most statistics. The table of standard errors shown below bas

been prepared through the use of such assumptlonq (T able 4-3) ,

It applies to statistics for the total population, or subsets

of the total in which the subsets are approcximately unlformly

distributed in both strata (c.g.,lbreakdowﬁs by age, by -labor

force status, etc.). .

©

.

For attributes of uubsetspthat comec primarily from
Stratum I (Type I blocks), the stJnBRPd errors will be lower than

shown in the tablg bctaucc a higher aaﬁbllng rateswas used 1n

s ) - o
'«




Table 4-3. Approximate standard error of estimated percentage
for -subsets of the total population of the area

' Base of Percentage

Estimated |~ e :

Percentage r 100 250 500 1,000 1,500 2,189
2 or 98 2.4 1.6 1.1 0.8 0.6 0.5

5 or 95 4.0 2.5 l.@ £1.3 " 1.1 0.9
10 or 90 5.3 3.4 2.4 1.7 1.4 1.2
25 or 75 7.5 4.9 3.4 + 2.4 2.0 1.7
50 9.0 5.8 4.} 2.9 2.4 2.0

NOTE: The table above @gontains approximations to the standard
errors of percentage distributions:, 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
percentage contains persons predominantly in the Type I
stratum (e.g., low-income persons, blacks), the standard
a errors should bhe multiplied by 0.9. When' the base is
mostly from the Type IT stratum (e.g., white-population,
middle or upper income groups) the standaxq errors should
be multiplied by 1.2.

Stratum I than in the aféas as a whole. Forléych StatlSthS,_
.therefore, the standard-errors in the table should be multiplied
by 0.9. Examples of .statistics that would be predomlnantly from

the Type I stratum are the black population, low-income persons,‘

female blacks, persons 18-~24 years of age in Io&—income-housé—
.holds, etc. Convqrseiy, the standard eriors of statistics for
" population groups that will mostly "be concentrated in the Typc
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 impa?t of
sampling oﬁ the reliability of the results. They do nbt take
into account other problems affecting accuiacy, such as the
effect of imputation for nonresponse or pbe‘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 designated-personal contacts as the Lest information
source. What is the, approximate sampling‘erior associated with
this statistic? TFor a subsct of 219 peréons, we can use the
column based on 250 in Table 4-3 and find the approximatelstan—‘
.dard error given as 5.8 pcrcent across from_an estimate of 50
percent. We could then make the ctatcment thot the chances are
abqut 19 out of 20 (95 percent) that the differcnces between. our
estimate, of 49 percent and the estimété'we would have found in a
complete census using the same methodology is less than 11.6
. percent (t%ice the stardard 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 approximaté 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 ;n both Type.I and Type II blocks in
visasi:ly the same proportion as the total population. . Had our.
statistic Eeen based primarily onApergéps from Typéﬂfhgiaéﬁgllr
we would multiply the apprqximaté standard crror from Table 4-3
by the &ac£or 0.9. {

v
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5. URBAN INFORMATION NEEDS

Y

In this chapter, the research issues raiséd in Chapter
Three about .the linkage of individuals to tthr 1nformatlon nebds
will be discussed. Specifically, the Lollow1nq questlons w1ll be
addrc,assed:

o What is the universe of information needs?

® What subgroups of individuals have which needs?

¢ How do different individuals perceive their needs?
- !
The. conéept of "information need" for purposes of this
~study has been broadly defined within the context of problem-
‘solving. As such, it has becn defined as a problem or a question
" recognized by an individual for which elther information or
services are nee@ed. Thus, the termlnology used-in the guestionf
, naire to evoke responses included two Eey‘cbncepts: quéstiohs
needing ansvers and problems needing &~  itions. The reader is
‘referred to Chapter Four .for a detailc: '?nscription‘of how the
guestioning sequence was developed and ‘o the guestionnaire it-
self (appendix B). “The unit of analy e was problems/questlons"
. which were codedllnto general tOplC arcas such as education,
health, etc. and;also into more specific categories (e,g. look—
ing for a jéb, complaints aboﬁt.city services) within £gpic areas.
; , - - ¥
Two quesLJonlng procedures were used to obtaln;mentlons

’

of problemC/questlons. In the first, an aftnmpt was madc to obtaln

spontaneous or upaldcd recall" of prob]ems/questlons. In the sec-

ond, a more dlre?ted approach was used by naming top¢c arecas to .

aid the rcqpondeﬁt'v recall. Slnce the two questioning procedurcs_

vresulted in dlffrrences in the problems/questlons mentloned on

' " c. v
i .

D
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some dimensions, aided and unalded cemparisons have been provided A
v 1

throughout this chapter. . : ' 4
.fnvaadition to the freqﬁéncy'with which certain tobic
areas or specifiq problems/questions were mentioned by respondents,
an additional dimension considered in this chapter is the impor- '
tgnce of these ncads to individuals. The importance of problems/
questions has becn related to whether-the problems/ques@ions-were
aided or unaided, to topic areas and specific categorles of need,

.

and to respondent charactclnqtlcs.

. . - . o

The data have been presented in four major sections:

/ . . ) .

@ The universe of information needs (Who has informa-

' tion nceds? How many needs do they have?);

® Topic areas of need; i
\ -

o SPECJflC problems/que st:ons--and - oL /

e How individuals state thelr needs. - f
o« . : / . N
‘For the sake of brevity, some data presented in- this chapter have

>

been extracted from larger tables which can be found in Appendix D.

;- ‘ co . e
5.1 The Universe of Information Necds '
) . . ‘ ' | _ e
The universe of information needs is described in this
section with two frames of reference: ’
S : ¢ The numbers of respondcntu c1Llng one or moxe_, i
‘ problems/questions; and : : Co

o The numbers of problems/questions cited by N AR
respondents. ° :

t : : PN
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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. Alfhouqh only 49 percent of the sample mentioned problems/
qucstions spontaneously, 85 percent of the sample mentioned prob-

lems/guestions when the interviewers piobed about specific topic

areas.
Table 5-1.,  Universe of respondents and problems/questions
Percent
Number of Total
Total Resrondents : 2,189 100
Respondents citing one or more
probiems/questions : 1,945 89
Respondents citing cne 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 Problcms/Questions'
Unaided problems 1,705 19
Aided problems . 7,227 - 81

Which subgroups of individuals have information needs?
Do some individuals have morc information needs than others? 1In
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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é}l.l What Subgrcups cof Individuals Have Information Needs?

Some variations in the percentages of respondents citing
one or more problems/questions can be noted for individuals grouped
by demogranhiic characteristics (Table 5-2). While the percentages
of respondents citing problems/guestions does not vary with the
race or scx 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 profe%;
sional or manggerial occupations, and those with family sizes of
more than one person were most_likely to cite problcms/quest}ons
when compared to the overall sample rercentage of 89 percent.
Among-«all the demographic subyroups of individﬁals considered,
respondents who were white and under 25 years of age were more
likely to mention problems/questions than were elderly white

¥ . .

respondents,

Table 5-2. Percent of respondents citing one or more problems/
guestions by demographic subgroups

Highest Response Lowest Response
Demographic '
Variable . Percent Subgroup Perccent 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 -+ 1l6+-years---— - -}~ 83 0-6 years
Occupation of 97 Professional 87 Bousecwife and
respondent or managexial other noat
working
Median tract . '
income 94 $15,000 & over 86 $4,000 - §£7,999
Family incone 95 $15,000 & over 87 $4,000 .- $7,99¢
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 wére associated with
variations in the numbers of respondents citing problems/ques-
tions (Table 5-3). Following are the three measures ofAsocial

-network used to classify respondents into subgroups.

1, Gregariousness. Based on the number of contacts
with other persons in a one week period (see
guestionnaire item XII-1l, p. 16), this variable
describes the amount of personal interacticn
experienced by respondents in a typical week.
Respondents were class1f1ed into three subgroups
as follows. :

Low personal interdction = 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 leadershir {see question-
naire item III-2, p. 16). Each respondent was
asked whether his opinion on seven different topics
was sought more often, less often, or abcut as often
as that of friends. Measurement was based on a

rating of:
More cften = 1° )
Same = 2

= 3

Less often

Each respondent was classified into two subgroups

based on the sum of his ratings for the seven

topics. ;
<

High oplnlon leadership = 7-14 points

Low oplnlon leadership = 15-21 pocints

3. Membershlp in organizations. Each respondent was
further classified in terms of the number cf
organizations he belonged to (see guestionnaire
item III-2, p. 17):

‘v

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
percentaage of individuals citing no problems/questions. On the
other hand, resrondents who rated themselves high on opinion
leadership, or belonged to many organizations were more likely
to cite problumrs/questions than other respondents. Some differ-
ences may be noted between réspondents citing unaided problems
and thecse citing aided problems. While respondents citing aided
problcms are alco those showing high opinion leadafghip, and mem-
bership in thrce or more organizations, unaided problems are‘most
often cited by those with a high gregariousness index. 1n 2ll
catcgorics, resvondents with low gregariocusncss arce least likely
to cite problems. Thus, those who have many personal contacts,
those who consicder themselves opinion leaders, and those %ho be-
loﬁg to many organizations,* tend to mention information needs
more often than the typical respondents. Thes2 subgroups of
individuais 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 sﬁbgroups are ranked in Table %f4 in terms of the
percentage of respondents‘iﬂ each subgroup who cited problems/
guestions. With the exception of the sex and race subgroups
which fall at the median for the sample, all other variables show

""&r

Not all memberships have the same value in this respect. 1In
gencral, response was largest for nembers of public affairs
organizations (political, ethnic, civic, and civil ricghts),
school groups (alumni clubs, sororities, fraternitics, and
PTA), and recreational, cultural and sports associations, and
below averace (for all respondents) for members of social ser-
vices organizaticns (YWIiCa, Red Cross, youth or velunteer
groups), social and fraternal societies, and church groups.

87 .,
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Table 5-4. Ranking of principal subgroups of respondents by
percent citing one or more problems/questions

Percent Citing Demographic and
Rank Problems/Questions Social Network Subkgrcups
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 Médian tract income - $15,000+
5 : 94 Education - 13-=15 years completed
7 93 _ Membership in organizations - high
8 91 Median tract income - under $4,000
10 ‘ 90 Gregariousness - high
10 £ 90 Gregariousness - moderate
10 S0 Occupation - clerical or sales
14.5 89 Membership in organizations-moderate
14.5 ", 89 Sex ~ female ;
14.5 -89 } Sex - male
14.5 89 Median tract income - $8,000-$14,999
14,5 ' 89 Face - 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 - $4,000-57,999
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 stbgroups representing the ext:
rank above or below %fhe median). There is one reversal from th
expected pattern for median tract income with those living in t .o

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.c., have interactions with.l0 or more people in a week), and
those who belong to three or merce organizations are more likely
to cite problems/questions when compared with other subgroups of

individuals.

5.1.2 How Many Information Needs Do Individuals Fave?

Considering only the 1,945 respondents who cited prob-
lems/questions, an average of 4.59 probiems/questions weére men-
tioned overall. On the averzge, less than one unaided problem/
guestion was mentioned per respondent.* The overall average num-—i_
ber of problems/questions varied within median tract income, race,
age, ycars of education completed, and occupation of the respon-
dent (Table 5-5). 1Individuals living in tracts with the highest
median incomes, those having the most years of education, and
respondents who were employci in clerical or sales positions had
the‘highest average number of citations. On tae other hand, non-
whites, the elderly, those living in low inccme tracts, and re-
spondents who were not working (c“her than housewives) had the
lowest average number of citations. The average number of cita-

tions varied only slightly with the sex of the reSpondent or

o

If 'only those respondents (n = 1,080) citing unaided problem/
guestions (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
responcdent citing problems/guestions in these catcyories.

89
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Table 5-5. Average number of problems/guestions cited by respon-~

dent characteristics

Average Number of Problems/
Questions Per Raspondent
Citing Problems/Questions
Respondoent
Characlerigtic Unaided Total
Total .88 4.59
Median Troct Incone
Under $4,000° - .93 - 3.96
$ 4,000 - § 7,299 .81 3.80
$ 8,000 - $14,999 .89 4,75
$14,999 and over W91 5.35
Race
White .91 4.82
llonwhite - .79 3.94
Age
<25 years .85 4,87
25 - 64 ycars .89 4,70
.64+ years .87 3.48
Edﬁcation Completed
0 - 6 years .93 3.72
7 - 11 years .80 4,03
12 years .89 4,68
13 - 15 years .98 5.38
16+ years .88 5.29
Occupation of Respondent |
Professional or ﬁanager +95 ~.4.89
Clerical or sales .98 5.14
Blue collar or scrvice 71 4.33
Housewife .95 4.54
Not working .72 3.65
Family Size
1 person .94 4.31
2 Oor more persons .86 4.65
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Table 5-5. Average number of problems/questions cited by respon-
dent characteristics (Continued)

Average Number of Problems/
Questions Per Respondent.
Citing Problems/Questions

| Respondent

Characteristic Unaided Total
Sex”
" Male ) \ ‘ 77 4.42

Female . . .95 . 4.72

Sex of Bousehold Head f{

Male S _ .65 4.39
Female .98 4.98

Age by Race

P}

<25 ‘ '

White ' ' .90 5.00

Nonvwhite .77 L 4.66
25 - 64

White . .93 5.06
. Nonwhite . N .83 3.95
64+ o :

White .93 - 3.81

Nonwhite TL67 2.44

.

with family sizec. Female heads of houFeholds, however, reported
a higher average number of problems than did male hecads of

houschold.

Considering these findings in conjunctionﬁwith those
reported previously, it may be noted that respondents who were
youny or were at the highest education or income 1cveis are not
only more likely to cite problems/questions than other respondents

~but are also more likely to mentién q'greater nurber of problems/
questions. Although there were no differences in the percentages

of individuals of diffcrent race who cited problems/questions,

al
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nonwhites were likely to report feﬁer problems/guestions than
whites. Conversely, althouch persons living in larger families .
were more likely tc cite problems/questiOPS, they did not report
more problems/questions in ccmparison with those. llVlng in smaller.
families. A similar trend may be.noted for prote551onals qu,
managers. '

Social network variables werc aldo’ predictive of the
number of citations (Table 5-6). Those who reported many personal
interactiohs, who considered the'nselvec opwnlon .lcaders, or who
belonged to many organizations Clted a greater number of problems/
guestions than other respondents. On the other hand, tnose _who—
were the least gregarious cited fewer problems/questions.than the

typical respondent.

Table 5-6. Average number of problems/ouestlons cited by social
' network variables.

K2

Average Number of Problems/
o : . _ Questions Per Respondent
Citing Problems/Questions .

. Respondent .
Characteristic Unaided Total
Total | | .88 4,59
Gregariousnéss
High ) .98 5.19
. Moderate : .87 4.68

Low . : o .76 3.57

Opinion Leadership

- High = ' : . 1.00 5.3
Low L .82 4.2

N g

Membership In Organization -

High. | 1.03 5.60
. Moderate .84 4.46 -
" Low . .84 | 4.28
- , T . ‘ o
92
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When subgroups of 1nd1v1duals are ranked in terms of the
‘number of citations per respondent (Table 5-7), it may be noted
that the soci=zl network characteristies of many ﬁemberships in -
organizaticns, a high opinion léadership index, and high gregarious-
ness are assoeiated with relatively high rankings.  Young respon-
dents,who ranked hichest in terms of the® pcxcentago citingﬂprobleﬁsy
qucstions (sce’Tablc 5- 4) have olopped to ninth place in tt:ws of* °©
s the average nyfber cf citations. In-genéral, hOWCVCl, hoso sub—'
groups ran;;ﬁﬁ hlghest in terms of the percentage citing problems/
questlons also ranked hlghest in terms of the average number o‘
citations. Those who cite the fewest problems/questions on the

avepége_tend to be the elderly, those who' have few_ personal inter-

N

actiornis on a day-to-day basis, those who are not working, indi-

v1du ls- with *the least educatlon, those llVlng in tracts with
\]

"

the lowest medlan incomes, and nonvhltes.

- -
3 .

» : .
)

In summary, ‘it appears that, ironically, those subarbups
of individuals who occupy the most dlsadvantaged positions in ‘ur i
‘s001ety are the least likely to articulate information or resource
needs, and report fewer problems/questlons than other individuals.
As mentioned earller, however, it wqeld be hasty to conclude that
these disadvantaged 1no1v1cuals have’ fewer needs for information

. or, services than the more ‘advantaged segments of the populatlon.

A mcre logical explanation might be: ‘that individuals with multi-
ple unmet necds of long duratién become so accustomed toc them,
and to.their inability to solve them, thdt they no loncer con-
sciously regard them as prbblems/questlons,-and report only prob-
lers that are new.and/or urgent. 1In aaaitlon, many of these
respondénts ray well be less ertieulate or'less wiNging to
articulate their needs thin mqQre advantaged respondents.

) B A
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5.2 Topic Areas of Necd

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, coasumecr, housing and household

rnaintenance, and crime and safety. These four topic areas accounted

~

Table 5-8. Distribution of problems/questions among topic areas

for 52 pefcent of all problems/guestions mentioned.

- , Percent of
. Number ~All
Topic Area Cited . ‘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. ' 513 6
~Miscellaneous ) o 487 5
Recrzation s 47¢C 5
Discrimination ' 368 4
Financial Matters , 316 4
Legal Problems . 1 - . 214 2
Public Assistance ' 207 2

t

This section contains discussion on how mentions of
topic arcas were affected by the two questioning procedures (i.e.,
aided versus unaided), which tcpics 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 znd Aided Citations of Topic

Areas

Some topic arcas were more likely to be mentioned
spontaneously than others (Table 5-9). 1In particular, the
topic areas of housing and maintcnance, legal problems, public
assistance, and miscellancous 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 responsec

to more dirccted questioning about topic areas.

Table 5-9. Percent of citations which were aided and unaided by
topic area ’ '

‘ Total Total Percent Percent

Topic Area , Number Percent . | Unaided Alded
Total 8932 100 19 81
Neighborhood . 1440 100 18 82
Consumer } 1199 100 23 77
Housing & Houschold ,
Maintenance 1145 100 29 . 71
Crime and Safety 878 100 8 92
Education 583 100 9 91
Employment 568 100 12 - 88
Transportation 545 100 10 90
lHlealth 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 Problcns 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 houschold maintenance -- were the most freauently

cited regardless of the questioning procedure uscd (Table £5-10).
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Table 5-10.

Rank of topic areas

bv categories of response

Rank (by number of citations)

Total Unaided Aidead
Topic Area - Problems | Problems Problems
T~
. Neighborhocd 1 3 1
Consurer o 2 2
Housing and Maintcnance 3 1 3
Crime and Safety 4 9 4
Education 5 12 5
Enployment 6 8 6
Transportation 7 11 7
Health ; : 8 5 9
Miscellanecus / 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 fregquency of men-

tion overall, as well as for aided problems/questions, miscellan-

eous problems/questions rank fourth in frequency among unaided

problems/questicns.

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 I-1, p.

1).

Problems/questions

concerning the need for names and addi::ises were coded into the

miscellaneous topic area.

5.2.2

Importance of Tupic Areas to '’

nondents

All'respondents—who cited mo:» than one problem/question

werc asked tc designate the problem/question of most importance to

b
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him or her (see questionnaire item II-1l, p. 6). When only one
problem/question was mentioned by a respondent, this problem/
question was coded as most important. The percentage of problems/
guestions sclectod as most important by recpondents varied for

topic arcas and for aided and unaided responses (Table 5-11).

Table 5-11. Importance of problerms/questions by topic areas

Percent ofjPercent of |Tercent of
Total Unaided Aiced
Number of |[Designated|Designated |Designated
Problems/j| as Most as Most as Most
Topic Area Questions {Important | Important {|Important

Neighborhood 1,440 22 27 23
Conisumer 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 19
Legal Problems 214 30 .35 28
Public Assistance 204 33 82 19
Total ’ 8,932 22' 30 22

Considering all mentions of a topic area whether un ~ ed

or aided, a grezter percentage of concerns about crime and sa; iy,
1egai matters, and public assistance were considercd 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, transpertation, and housing concerns werec most likely to be
consideredvirportant among unaided responces in these topic‘areas.
Among the aidcd responses, mentions of crime and safety were the
only ones morc likely to be considered important when compared to

the percentace 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 arcas mentioned most frequently
by respondents in the sample were not necessarily those which were
considered most important by them. For cxample, although public

. assistance was the least frequently mentioned topic area, 52 per-
cent ofiall spontaneous (unaided) mentions in this topic area were,
considered most important. In general, problems/questions which
were mentioned spontanecously tended to be considered importanﬁvmore‘
Afrequently when compared with problems/questions cited in response
.to mope directed questioning by interviewers. Howévgr, some topic
areas (such as recreation and miscellanbous) were not likely to be
considered important whether mentioned spontanéously 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 differencces are presented.

100




000’7$> +000‘STS sIoj3el TRIDUYUTI
JO BwoouTr AjTwey - ST | JO swoduTl ATTwey - ¢ L PUB DoUBR3ESTISSY oTignd
uoT3IRONP uoTlRONpPD
Jo sxva& +9T - 8T JO SIL3K 9 - 0 - ¥ L uoTIeonpy
+0G00‘GTsS
JO SuwoduT ATTWReI - €T
saTes 000‘FS$> 3O Bwod
IO T®BOTXSTD - LT | -uf 30BI3 URIpPSW - ¢ TIT Iswnsuod
000’ F$> JO 2wod
-uT 3oeI3} UEBTPBW - 8
uoT3eonps
+000°'STS JO Swod 30 savdk 9 - 0 - 8
~UT 30ea13 UTTPDU - Gg | 9be JO sxesak ¢g> - g vT £39IeS puR? JWTID
(N S
000‘ys$> FO SwOd
-UT 3IDPLI3 UPIPSW ~ G¢ sIobeurw DourTuDIUTR
92 TYMUOU - gZ | X0 STEUOTSSD30Id - 9 9T pToyssnoYy pue DUTISICH
obe JO saevoA +%9 - gz | ©be JO sIEBA GZ> - ¥ LT pooyIoqybTaN

JU3DIDL

asucdsay 3S9UDTH

ay3z y3itm (s)dnoabgns

U212
osuodsoy 3IsoM0T
U3l Yyatm (s)dnoibqns

jueizxodwl 3 SO
se pajeubrsag

suoT3sond/swaTdoad

Jo jusoaxad

e2aIy OTdOoL

sTenprarpul jo sdnoxbqns oﬂﬂmmquEmﬁ Aq pue
eaxe o1dol Aq juejxoduT 3jsow se pojeubrsop suorisanb/swstqoad jo jusosasd “ZI-§ OTqel

101

Aruitoxt provided by Eic:

E\.



E

RIC

Aruitoxt provided by Eic:

Young respondents were less likely than elderly respon-
dents to cite necighbhorhood preblems/questions as most important.
This difference with ace may reflect the fact that young persons
are more wobkile ¢nd capable of leaving unsatisfactory neighbor-
hoods than are clderly individuals. Housing concerns were more
frequent among nonwhites and those living in low-income tracts
than wrong whites and those living in tracts with the highest
median incomes. Concerns akbout crime and safety were most preva-
lent among those living in tracts with the highest mcdian incones.
One-fourth of all most important citations of those living in tracts
with median income over $15,000 were mentionsgycf problems/qucsitions
concerning crime and safety. Consumer prdb]ems or guestions ravely
were most important to these living in tracts with higher median
“incomes. Meﬁtions of cducation were most freguently 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 fourtecen topic arcas discussed in the previous
section, problems/questions were coded into 109 specific categories.
These specific categories were deoveloped using a random sample of
20 pércent of the gquestionnaires. Table 5-13 gives a complete
listing and detailed description of the 109 specific categories.

A complete ranking of the 109 specific cacegories is shown'in
Table 5-14.
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Speelfic Problems/Questions ~ Toplc Arca Total Unaided Aided " "";;’:{ ,""'l‘l":)”'/'"'
Cltations Citations Citations Questions
General fear Crime and Safoty 1 54 1 : 1
Rental problems Housing and 2 3 6 3
¢ Mainterinee
Compleiats about ¢lildien Neighburhood 3 T § 3 4
Hou-ehturting Housing and 4 8 5] 2 »
Maiatenance
Inalege vte bus servies Transpoertation 3 55 2 14
Fool prices too hizh, quality inferior Consuiner 6 60 e 4 17
Traf{'c and parkin; Neighborhood 7 14 7 5 ‘
Product qaliiy bad Consumer 8 11 9, T
Complaints about neintbors Neighbarhood 9 ‘ 9 10 10
City services Neighhorheod ‘:10 2 15 11
Comyliints about school sy stem Education 11 87 8 9
Specific crime, ) Crime and Safety 12 22 12 6
Too little recreation for children and teens Recrcation 13 39 11 18
Unemployed, looking ' ‘Employment 14 25 13 8
Prices too high Consumer 15 68 14 20
Nedd infermation al:ost education Education 16 24 B 16 . 16
Other undesirable neizhborhood conditions Neighborhond 17 . 6 17 13
Lax law eaforcement Crime und Safety 18 ) 32 10 17
. Complaints about malalics !I¢.'lklth 19 33 20 15
Present job Employment 20 .34 21 19
V Rarricrs to housing chango Hou.:zlm: and 21 52 22 42
T - Mainteaance
Compl;lnts about dogs Nelghborhgod 22 35 ..25 21
Need day ¢hild care Miscellancous 23 48 23 44
Too little recreation for adults Recreation 24 -~ 19 59
Discussion of news events Miscellancous 25 15 B 29 40
Con plaints about rip-offs ‘ Consumer 26 [ 39 22
General grirln - fasufficient money Finoneial 27 61 21 36,
Matters
Need rames, addresses Miscelluncous 28 1 92 46
Need bealth Information or advice [ealth 29 12 36 24
Need housing repairs/improvements Housing aewl 30 10 40 29
Malnlenpance -
Service guality Lad Consumner J1 20 30 25
Drugs or narcotices Crime and Safety 32 62 26 23 .
Need Information on consuer services Consun.n-r 33 4 73 41
Need Information an pro-lucts Consumer 34 17 42 63
Nealth insurance Health 35 21 n 70
Rarrlers to employment Employ ment 36 75 27 R A
Hiph cost of health care Heaith 37 23 28 47
Utititles service Housing and 28 5. 10 3
' Malintenance - :
Raclal tensions Discrimination 32 55 31 66
Need lnform:tUou about recreation avajlable Recreation 40 28 43 82
Un.’n’:\H:\le/lnadcqmﬂc heaith care jicalth 41 59 - 32 a2
Complaints about rats ’ Neighborhood 42 7’ 41 57
Consumer scrvices unavallable/Inadequate Consumer 43 13 60 78
Need A(or legal services Legal 44 . 16 56 2
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P
O Rank by Nuaber of

Bamb vf Totald
Most Iinportint

Spechie Problems Questions Tople Arca Total Unaided - Alded Prohlems/
Citations Cnu;tion:'- ’(‘iun{ons Luestions
Racialdi~erinantion Biscrimination 45 u9 33 35
Need advice or tuformation on family planning/ Miscellanrous 46 19 - I 54
blrth cortrol :
Want emp bnraont Lo Emplovimen 17 80 35 ‘28
Other transg re et proslents Transportation 48" 81 . ‘38 59
n..u.--.in-,; reulition, Honsing and 19 2% 57 33
Maintenanee . ,
Togal contracts | Ehall 50 40 ) 46 37
Summer ) bs Employ ment 51. 1 %6 . 14 50
Property L tou 1k Financind 82 43 49 45
- Matters PR C o
Problems with Dopartment of Social Serviees Public i X 18 67 26
Assistinee
Firancial ald ¢ tuention Edueation 54 91’ 45 a6,
Loan or crudit dillicnities Fimnneial 5 o RE] 52 56
¢ Matters
Medical assistance - ublic 3¢ 19 54 4
Ascistance ; .
Sex discrimination Discrimination 37 82 47 --
Need more strect lichts ’ '.C‘rimc :\ml_S.)fct)- 33 95> ;IB 52
Hlacks moving in Discrimlnation 39 M a1 49
llo-uSckccplng conceras HNousing and Go C! 19 87 75
Maintenance \\ .
Food stamps Public Gl 26 7 53
Assislance
Other discrimbation Discrimlnaticn c2 96 50 62
Products unav:i;i]:mlc ) Consumer G3 a . 72 69
Blacks charzed more, poorer quality Discrlmination G4 83 55 * 68
Need information on income tax Financial 13 29. 16 65
’ Matters
Dlvorce N Legal 66 73 59 48
R Too much to. blacks Discrimination 67 ¢ - 53 85
1rublic housing . Housing z'md 683 11 71 39
Maintenance
Need lnrorun.tliun on pidlic transportation Transportation . 8 53 68 87
Parent/teacher/student conflicts Education 70 70 61 )
RBusing (cducnilr;m camplaints Fduciation 71 -~ 58 7
General care/vwell-bens of children Miscellancous 72 50 74 BG
Other employinent prohlems Employment 73 42 78 96
. e Adult education "Education 74 65 69 83
Mental kealth Health 15 45 79 73
Houslng Juans ’ tiousing and 76 78 83 67
. “Maintenance
Poor quallty recreation facilitics Recreation 11 - 62 92
Auto Insurance 'l“r;msport:l!lon 79 46 81 38
lligh cost of public transportation Transportation 79 B 65 97
Vacaat lots, abawtened ears and bubldings Neighhorhood 8¢ 85 64 76
Social security Public 81 30 96 55
Asslstinee
Fear of using public wansportation Triansportation 82 -- 66 80
Jegal documents ) Legal b3 a8 88 61
Unemployment ¢ompeengation Public 84 63 80 12
o s - Asslstance
E MC Othor miscellancous Miscellancous 85 27 107 79
.
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Cpable B5=14,  ourares T sersi e Gn Ly cr el pre o /gquas Ui
cited (Continued)
. Hark by Number of Rank of "Lolai
Specific Prohl‘cms Questions Tople Arca Tutal Unaided .-‘sith‘d-—— »\"—;:’:(Ilp'):\'.\:‘"]‘;‘}"ﬂl
. Cittions Citations | Citations Qe stdons
High costof cducation Fducation .36 86 75 --
Other education probdoms Fducation 51 66 -~ B3 71
Acquiring or selli peopertivs Financial LE 7 97 90
: Matters :
Other financial natiers l-‘lnnncinlu 49 56 90 88
v ) Matters :
Roat mainte maicee h.:xn.ix.._';: Transportation AT 57 89 81
Other housitgy problems Huu:‘;in.: and 91 51 102 G4
Mainteninee
High cost of ¢hild care Miscellineors 2 = 82 --
¢ Other cuim{im-) preblems L Consumer 23 71 95 91
' Oer rcrruu‘i‘nn preblems Recrcation 94 (£ 29 94
- Barrierg to gwe of twingportation | Transportation 2% 87 ¥ ‘93
High cost of recreazivnscultare Reercation 96 - 81 -
Lack of reercation s-upcr\-i sion Recreaticn 97 | 88 < 81 .-
Job tralning programs Employment ‘98 \_n K3 : 93 14
Other crime and safety problems Crime and Safcty 93 -, 74 100 89
Other Iegal problems Legal 100 -- 86 99
Other headth probd mis lcalth 101 - ” Y ¢4
Stock marl.cet/investients Financial 02 90 103 -
. Matters ,
-Other fanily planning/birth conrrol Miscellancous 103 91 101 -~
Car/repair linancing Transportation 104 - 98 [ -
Imadequate Cmiergeney services Transportation 105 92 305 -~
Other clild care problems Miscellancous 106 ¢ - 101 -
Other housckecping problems Housing and 101' 74 108 --
) Maintcnance
Need information on retirement Financial - 108 -- 106 95
Matters N
Other public assistance problems Public- 109 98 ~- 98
Assistance ©
s +
~ o
.
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5.3.1 Comparison of All Problems,/Questions With Unaided

Problems/Questions

Thirty-four of the specific'categories’aécounted for 58
percent of all 8,932 cititions (Table 5-15). Within each topic
areca, the suecific 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 these problems/questions désignated by respondents as
most impertant (data not shown). As can be seen from Table 5-13}
the three most freguently cited problems/questions were general
statcments of fear of crime, rental problems,.and complaints about

children in the neighborhood.

Since scme differences were noted previous 15 for those
problems/guestions mentioned as a result of differences in the
unaided and aided questioning procedures, we will look briefly at
‘the r‘pcc:Lflc pr oblems/qucstlons which were most irequently mern-
tioned spontaneously (unaided). The thlrty—three specific categor-
ies shown for unaided probloms/qugstlons in Table 5-16 accounted
fer 64 percent of all unaided citations. The four most frequently
'meqﬁloned unaided problems/questions were Conplalnts about city
:serv:c:s in the neidghborhoods, rental problems, needs for names

and addresses, and needs for information about consumer services.

In comparing, the problems/questions for all Cltai1nns
(Table 5-15) and for unaided citations (Table 5-16), there arec.
some differerces 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
dnclusion of a greater number 6f categorics specifying the need
for jnformation among unaided citations. Whereas only three
* such categorlcs were frequently cited for all problcmq/qucstlons,

seven cq}eoglles 1ndlcdt1ng a need for 1nformat10n were frequently
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cited for unaided problems/questions. On the other hand, specific
categories which might be considered "complaints" were more often
included arong all problems/questions than among unaided problems/
questions. The most probable explanation for these differences is

the kias in the questioning procedures used for aided versus

unaided problems/guestions. 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 piroblems/questions to ha considercd most important by
respondents, not all of thc problems/questions specifying a need
for information were ranked as high es complaints in terms of im- i
portance by féspondents. For example, although 44 percent of all
unaided citations concerning recreation were needs for information
about recrecational opportunities. in no case did these reséondents
consider the need for such infermaiion 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/questions that were considered most important
by respondents, regardlcss of whether they were mentioned in re-
sponse to aided or unaided cquestioning by intcrviewers. Further-
more, it will be concerned with only those spccific cutegories of
response vhich were most frequently cited as rn . % important. Of
the 1,945 problems/questions which-were design 1 as most impor-
tant by respondents, 956 or 49 percent were di: ~buted among 15
specific categoriecs (Tablé 5-17) . The four mo:si heavily repre-
sented topic arcas -- neighborhood, housing, crine and safety,
and consumer -- are¢ also those most frequently mentioned among

/
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all 8,932 problems/questions. These topic arcas also account for
the greatest number of prublems/questions which were considered -
most important by resmendents. Six topic arcas {financial matters,
public assistance, rccreation, discrimination, legal matters, and
miscellancous) are not reprasented among the 15 most important
specific problewns/questions.

Illustrative differences among domographfc subgroups
citing the 15 most important problcms/questions are shown in Table
5-18. The data presented in Table 5-18 will be discusséd below
for the cight topic areas represented by the 15 most important
problems/questions.

© Crime and Safctv: Concerns about crime and safety
varied with occupaticen, education, and median tract
incoma. In general, those in the more prestigious
occupations and with the higher levels of education
and income wvere most likely to report a general fear
of crime. Specific incidences of cr..o were, in a
similar fashion, most frequently cited among those
living in tracts with the highest median incomes.

e Housing and liouscholid Maintenance: Demographic sub-
aronpe wniclh 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. incemes. Rental problems were most freguent
among the youny and lcast frequent among the elderly.

e Neiohberhood: Complaints about neighborhood children
were riost rroguent among the olderly and those living
in low-incowre tracts. cmplaints about neighbois were
similarly correclated with median tract income. 1In
addition, complaints about neighbors were: frequent
amona thosce with little education. Traffic and
parking probloems in the neighborhoods were more
frequent among whites than non-whites. IHousewives
tended to ¢oienlain about city services (e.g., sani-
tation) morce often thon othér subgroups.: It might
also be mentioned that, contrary to expectations, .
complaints al.out city scrvices were distributed
evenly among respondents regardless of moedian

. 116
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tract income. Tive percent of each of the sub-
groups based on income mentioned city services
(data not shown). .

e Consumecr: 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. ' :

@ Employment: 5 might be ‘expected, finding a job was
of gxrcatest concern to the young and thosce who were
not wnrkina at the time of the interview (excluding
houscwives, and the retired).

Q

Educaltion: Those individuals with the wmost education
and living .in tracts with the highest median incomes
were wost likely to complain about the school system.

\ o Transportation: Complaints about inadequate bus
service werc nade mest fLrequently by individuals in
sales and clerical occupations and by these over 64
years old.

&

© Health:  Complaints about illnesses were found most
frecguently amony the elderly and retired persons.

While these data may seem obvious and give rise to many
post-hog¢ explanaticns, they dé specify precisely which subgroups
should be the primary target for the dissemination of specifie
kincs of information. For example, finding ancther place to live

" is of 1little 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 infqrmation on how to effect some

changes in their present neighborhoods.

How Individuals State Their Needs -

(92}
[i=%

) During the developmental phases of this study, pretest
data indicated that individuals differed in the ways in which they

articulated their nécds. Some respondents clcarly exprecssed a

! i
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S '
need for information or advice. Others suggested that their needs

could only Bbe met through the actual help or Bction of some ouvt-
side party. Somc respondents tended to express their needs in the
form of compia'nts while othcrs did not. Accordingly, a scheme
was deviscd for nching threoe dlchotnmuus judgments for each prob—‘

lem/gquestion menticuoed by M‘Pm"('“"'n“ :

o Doous tho resy nxont conplain about or lamant a
plou]Lm,qurs“lon of social «or porsonal concexrn?
(yos or no)

oo o Does the Lcspd%qcnt state a nced for information or
= advice? (yes or no) '

e Docs the respondent suggecst a neecd for: actual help,
assistance, or acticn in order to answer hiz ques-
tion or solve his problcm? (yes or no)

Lach [of the thrcee judgments was made independently of the Bther two
$o that all combinations of affirmative and negative ]udqments'
'coul be made for any'problbm/queqfion. Intercoder agrocment on
judg ents was sufficiently high to -allow comparisons for aided and.
unawded probleris/questions, for specific problems/qgestlons,‘and for
subgroups of individuals. 1In 1ntcrpr-_ ng these .data, it is nec-
essary to bear in mind that the judgments were made on the basis of
respondents' statcments of their necds, Egﬁ on the basis of expert

\_Judgments as to the appropriate solutions for their needs. For
gxample,_a-negd-for.information (sccond judgment) was coded only

when the respondcent specifically stated a need for information.

Iad

5.4.1 Statements of Unaided and Aided Problems/Questions

The wording of the questionraire for unaided and aided
responses decidedly played some role in the differences in the
way respondents ctated their proklems/questions. As noted earlier, .

‘probes used to thaiﬁ unaided mentions of needc emphasized an

N
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"on the other hand,

were more heavily emphasized in the wordlng used to obtain directed

interest in needs for information. complalnts

mentlo%s of problnws/qucstlons. Res ondents statements of aided

and unaided QrOblLNQ/QULSLlCHO reflected these dlfferevces in
(fable 5-19).

problcms/questions were statced as needs for 1n£ormat10n JLu contrast

questioning procedurcs Almost ha:f of the unaided

" with only 18 percent for aided problcmq/questlons.' Complaints wexe

moxa frcau‘nt among aided than unaided ncntlon Unaided problens/

qucéstions were also somewhat more likely to . be stated as nceds fox

e
- help.

/

Table 5-19. Statemcnts of total,

‘problems/questions*®

aided, and unaided . -

A

Pércent of Percent of Percent of
. " All Unaided . Aided
o : | Problems/ . | Problems/ | Problems/
Problems/Questions < | Questions Questions Questions
Stated As: (N =-8,932) (N = 1,705) (N-= 7.227)
Complainhts 87 75 89
Needs for information or o ) C
advice - 24 47 18
- Men~ds tor actual help 16 ‘ 22 15

* .
Multiple responses allowed.

5.4.2

: Stateménts of .the Most Important Probléms/Questions

To determine whether the manner in wh1ch problcmS/quest
were stated varled with specific klnds of problcms or qucctlona,~wc
looked at how the fifteen most important problems/questions were
stated (Table 5-20). 4 - ' v ”

Respondents seem to View high food prices as somcthing

they:couid do nothihg about. All mentions of food prices were .

J
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Table 5-20.

’

proh1ems/quest;on

S

Statements of the fifteen most important

or a need for help.

‘which were uniformly stated as

Percent of Problems/Questions
_ Stated as:
- /
L : e Needs Ior
Specific Problems/ C Information Needs for
Questions Complaints or Advicee Help

Total (N = 950) 93 20 17

Complaints. about the school ' :
system 100 0 30
Comnplaints about neighbors 100 0., 28
Food prices tco hich 100 ' 0 0
~ General fear of crime 100 6 16
Complaints abcut children 100 3 4
Specific crime 100 6 11
Product quality bad _ 100 9 - 42
Other neighborhood problems 100 16 17
Cornplaints about maladies 160 .13 .18
Trafific and pasking - r 29 3 15
"Rental problems . 95, 19 -22
City services o | . 93 7 - 22
Inadecguate bus service X 93 8 21
Houschunting : 70 80 - 13
Unemployed - looklng for a - : ) |
job ' 65 91 7

complaints while no .such mentions spgéested.a need for informatioh
‘The fact that no respondents voiced the -

problem of high focd prices in terms of "possible solutions'méy )
indicate a fcel*hc Bf'helplesanSQ in the: f@ce -of rising prices as
well as an inability to view this ploblcn in terms of alternatives

orx poss;ble solutions.

In contrast to high food.prices, other probléms/questions
complaints were sometimes stated as

necds for information or needs for help. 1In particular, complaints

about the school system, about necighbors, and about product guality

were often stated as needs for help or assistance. Only two

-~ ' 123



specific problems/questions were stated almost uniformly as needs
for inforimation - looking for a house or.apartment and looking for
a job. These specific problems/questions were also less likely

than other problems/uncstions to be stated as complaints.

5.4.3 lHow Do Subgroups of Individuals State Their Needs?

) Some subgroups of individyals were less likely than
others to state their problems/questions in terms of complaints
(Table 5~21). Specifically, individuals w;th the most education,
those who wecre 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 .
ma§ 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, yound respondents and students were:
less likely to complain and mo;é likely to express a need for
information. The elderly and retired persons, however, tended to
qompléin more fredquently and to express -a need for information less
frequently than other respondents. Expressions of the need for
actual help did not vary consistently for subgroups of individuals.

These data tentatively suggeét that when individuals see
the solutions tc their problcms/questioné in terms of information,
they are less likely to display negative attitudes by complaining
or -Iamenting fheir situations. tThis 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 nceds. For subgroups of
individuals, the inverse relationship between complaining and
stating a nced for information or advice holds both for unaided
and aided preblems/questions (data not shown).  Thus, the elderly

" were considcrably more likely than young respondents to complain
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Table 5-21. Statements of problems/questions by age, education,
. occupaticn, and median tract income

Percent of Problems/Questions
Stated as:

Needs for

Specific Problems/ Information Needs for
' Questions Complaints or Advice Help
Total (N = 8,932) . 87 24 16
Age o
<25 years ” _ 82 1 30 13
25 - 64 years - 87 23 18
.65+ years 92 16 12

Education Complcted

0 - 6 years 91 22 - 12
, 17 - 11 years 91 1¢9 14
12 years 87 23 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 1o
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 both unaided and aided problems/questions.

One might hypothesize that if information were,ﬁore 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 pooulation. Eighty-nine percent of the respon-
dents mentioned at least one problem/question. These 1;945hpcr-
sons mentioned & total of 8,932 identifiable needs -- an average
of 4.59 problems/questions per person.

_ Some individuals were more likely than others to men-.
tion information needs to interviewefs. In general, individuals
who were young and those with the higher levels of education and
income wé;e most likely to report probléms/questions. In: addi-
tion, a high incidence of inforpation needs was found for indi-
viduals who were gregarious, who considered £hemselves opinidn
leaders on a variety of topics, and who wefe members of a number
of ofganizations. Irénically,.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.) repbrted the fewest nceds.
Although one might concludeé that these individuals have fewer needs,
it is more logical to attribute this finding to other factors such
as the inability or unwillingneés of these individuals to articu-

late their necds or to their resignation to a poor quality of life.

The most frequently cited problems/questions fell into
the tcpic 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.
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Some variations were noted for aided vs. unaided cita-
tions of topic arcas, and appear to be the result of two factors.
First, the more salicnt or urgent areas of needs such as public
assistance, housing, and legal problems, were more likely to be
mentioned spontanccously; whercas, less pressing areas of necds
such as recrcation and discrvimination were reported wﬁen a nore
direct qucsticnine seguence was used to aid recall.  In support
of this intorpretation was the finding that a greater percentage
of unaided than aic¢ed problcois/questions were designated as most
important by rcspondcnts._ 2 sccond factor leading to variations
in aided and unaidced responscs was the wording of the questionnaire.
The questioning for unaided responscs eﬁphasized "needs for infor-
mation" wheréés "complaints" were emphasized in the more direct
guestioning of respondents. This interpretation is supported by .
an examination of the specific categories of aided and unaided
responses. More problems/questions indicating neceds for specific

kinds of information were fcund among unaided responses than among

aided responses; conversely, what might be considered "complaints"

O

- L o) L34

. ; .
were more prevalcent ameng aided responsecs However, it was the

-

a
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 moré concern to some subgroups
of individuals than to others. For example, the general areas of
crime and safety wos cited most frequently as most important among
those at the uppcr 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 arca of howusing, on the other hand, was cited most ‘fre-
guently by nonwhitecs and low-income respondents. An examination
of the more specific categories under housing recvealed that
househjnting was &»n important 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 neceds..

In looking at how respondents stated their problems/
guestions, an inverse relationship between complaints and state-
ments implying a nced for information was found. Unaided prob-
lems/questions were less frequently expressed ‘as compléints and
more frequently expressed as information needs than aided responses.
.Some speccific problems/questions (i.e., househunting and job huhting)
were similarly less likely than other problems/questions to be _
stated as complaints and more likely to be exéressed as needs for
information. 1In addition, some subgroups of individuals -- notably
the most educated, those with the highest incomes, professionals or
managers, and the young -- 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 qf helplessness)

may be removed.
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6. INFORMATION-SEEKING STRATEGIES

In this chapter, sore of the major research questions
raised in Chapter Two concerning information-seeking strategies
will be addressecd: Specifically, quesfions generated in the

" discussion of the second, third, and fourth linkages of the model:
those of individuals to sources, of individuals to sdlutions, and
of sources to neods are addressed (additional data concerning the
linkage of individuals to solutions will be presented in Chapter
Seven, Scarch Outcomes). Discussion of thé data presented in this

chapter will be .focused on the following research questions.

o What subgroups of individuals attempt to solve their
problems? :

0 How many sourccs do individuals use?

e What sources are used by which individuals?

o What are the characteristics of the sources used?

@ What sources are seen as helpful by individuals?

® What source characteristics are associated with
helpfulness?

@ What kinds of assistance are given?

o What kinds of assistance do individuals sec as
helpful? '

o What sources are used for what needs?

Since we are primarily concerned with.variations in’
search'sfrategiés for subgroupc of individuals, the data have been
displayed separately for demographic subgroupings of individuals.
In initial summary tabulaticns, 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 education completed,
annu>1l femily income, and age. 1In this chapter, however, only

those. - -o.raphic variables which were correlated with information-
scell cratecies are reported. A discussion of the demographic
varic® ! o uased din the cross-~-tabulations can be found in Appendix

C, Diu.. . cparation and Tabulation. . |

The scaxrch strategies described in this chapter were
wsed o orpondents in their attempts to obtain answers to actual
guestic 4, or soluiions to actual problems.’ Each respondent was
aske’ 1. «2lect his most important problem/question among all the

prokl. . ‘cuestions that he had mentioned to the interviewer and to
descril. » the souxces of information he had used in attempting to
get wrn waryer or a solution., The data on sources used reported in
this ol tur were collected in response to questions asked in

Sectic. 1I {pagcs 6-16) of the guestionnaire. The wordings of
some vl the guestions-used have been given in thie chapter where
netes: wry 0 clarify the meaning of the data presented. The
read’r iz zlso invited to refer to the quéstionnaire which can be

found in Appendix B, Field Procedures.

Throvghout this chapter, search strategies have been

repori.d Jjor those respondents who reported at least one
problomr/cnestion.  Of the sample of 2,189 respondents, 1,945
or 8% p..cent roported at least one problem/question.

6.1 imvels of Information-Seeking Activity

Several research questions are addressed in this section
conceraning the amount of information-seceking activity reported by
respondints. Which persons initiate searches for information or
seek to unswer their questions or to solve theirzproblems? How
many snurces are tapped? What sources do people use?

-«
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Respondents were questioned about three kinds of

sources:
@ interpersonal sources (i.e., personal contacts) ;
o media sources (television, radio, magazines, news-
papers, and books or pamphlets); and,
- o libraries.

To detecrmine the number of sources used by each respondent, each
person contacted was ccunted as one source, each use of a media
form was counted as one source, and each use of a library was
counted as one source. Since there were Qery few cases in which
respondents reported using more than one example of a media form
(e.g., two magazines), any mention of a media form was counted as
one scurce. No respondent reported using more ‘than one library.
Thus, a respondent was consideredlto have used two sources if he _
contacted two persons for information, or if he contacted one per-
sorie and obtained information from newspapers, or if he obtained

information from television and from a library.

6.1.1 What Subgroups of Individuals Attemrt to Answer Their

Questions or Solve Their Problems?

<

In order to answer this guestion, rcspondents 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\tﬁacts with the lowest median incomes,
and the clderiy. ' About Qpébﬁhird of each of these subgroups made-
no attempt to seek information. Conversely, about 10 percent or
less of the most educated respondentsband_respondents with the

highest incomes made no usc of information sources.
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Table 6-1. Number of sources used (personal contacts, media, and
libraries) by respondent characteristics

Total With Number of Sources Used

Problems/
Questions Percent [Percent Percent
Respondent With No | With With 2 or
Characteristics Number |Percent | Sources |l Source |More Sources
Total - 1,947 100 | 22 22 » 56
Years of Education 1
_/ .
l - 6 132 100 - 34 30 - 36
7 - 11 645 100 33 .26 - 41
12 . ' 615 100 20 20 60
13 - 15 : 293 100 | 11 19 70
16+ 259 100 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 $14,9998 420 100 11 16 . 73
Age . _
<25 1 342 100 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 con51stent with those c1ted in
Chapter Three concerning the linkage of individuals to solutlons
(e.d., that information-seekers are found anong the highly
educated). While the strong correlation bet ween source use and.

education may indicate a lack of knowledge and tralnlng 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 irformation-seeking.

6.1.2 How lany Sources Do Individuals Use?

-From Table 6-1, it can be seen that the most educated
respondents, those with the highest family incomes, and those
Iiﬁing in tracts with the highest median incomes were also more,
likély to use a greater number of sources. TFor example, whereas
only Eg percent of those living in tracts with the lowest medjan
incomeé\used two or more sources, 83 percent of those living in
tracts wggh the highest'median incomes used two or more sources.
Age of the\{esponﬂents aiso correlated with the number of sources -

used. AN

N\

Thus, in terms of both init&ation of searches and the
nﬁmber of sources used, the youngest respondents, those Qith 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 Reigexr and Anderson (1968) who similarly found
ﬁhat age, income, and education correlated"with:levels of

information-seeking activity.

6.1.3 What Sources Arc Used Bv Which -Individuals?

Ry
\.‘

6.1.3.1 Interpcrsénal Sources

Among those respondents with at least one problem/ques-

tion, 61 percent reported making persqnél contacts in order to get
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"information or help (Table 6-2). Agaln, the strongest predlctors

of use of interpersonal sources are median tract income, educa—
tron, 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 op the average. -

~

A corollary finding is that those who tend to be infor-

mation-seekers are generally more gregarious (i.e., mors exposed

‘to other people on a day-to-day basis). 1In Scct on III of the

questionnaire all respondents were asked "How many people have
you had conversations with in the past week°" The most c¢ducated
respondents,‘tbose with the hlghest incomes, and those ‘living in
tracts with the highest median incomes reported a greater numbex:
of interpersonal contacts oOn the average-lnhthe preceding week;
than the typical respondent (Table 6-3). The elderly'repofted“
fewer contacts than the typicél”respondent. Evidence was also
found in this study that the subgroups of individuals who tend'

'to be information-seekers are more llkely to be members of organi—

zations and to belong to more organizations on the average than
the typical respondent (data not shown).. This greater exposure
to other persons may afford these individuals more opportnnities
to gather information from interpersonal scurces than persons who
are more isolated and have fewer contacts on a day-to-day basis.
Thus, differences 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 Deople during
the past week by respondent ‘characteristics

o

ReSpondent 4 Number of - - Average
Characteristics Respondents Reporting Number of Contacts
Total o " 2,186 " , 44 -

Years of Education

1 - 6 ] 160 -\ 21

7 - 1L | 742 " . 34
12 | . 696 g 43
13 - 15 ‘ SO 311 S 55

16+ : 2 o271 7 77

Family Income

Under $4,000 335 » 18
$4,000 - $ 7,999 | 3gy 26
$8,000 ~ $i4,999 - 773 -1 .
Over $14,999 . L4445 - | 74
. a - A ¢
’ ‘Age . ? o | .
<25 . 354 .- S 43
25-%64 : ~ 1,536 . 48

65+ o 269~ . . 22

Median Tract Income

~ Under $4,000 ¢ 82 L 22
$4,000 -~ § 7,999 ‘ 391 o | 26
$8,000 ~ $14,999 |- 1,579 46 v
Over $14,999. _ ' 135 . . : 84

-

«

6.1.3.2 Media Sources

‘e
L .4

. Although media use was not as preyalent as the use of
1nterpersona sources for information, media forms wcre used more
frtquently by thooe with the most educatlon, those with the.
hlghest family incomes, and those 11v1ng 1n tracts with the-'

highest median 1ncomes..‘0verall, the most_flequently used media

Lt
W
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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 ail five media forms varied con-
sistertly with the respondent's education, family income, and
median tract income. The most educated spo?deqts, those with
the highest-family incomes, and-thiose living 1Th tracts with the
highest median incomes reported getting information from media
sources more frequently in comparison to total sample ﬁercentages.
It may be noted that, although a number of studies have‘found that
the lower sccio-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.

J

<

e

6.1.3.3 ﬁse_9f Libraries ‘for Information

Only three ﬁercent of respgndents overali used a library
to obtain informétion on their most important problem$s, (Table
6~5). .This type of library use -varied with education and occupa-
tion of the respondent. Ten percent of tgsse wifh 16 or more yéars
of education and nine percent of those in professional or manager-
ial CCCupétions used libraries to obtain suchdinformationl.

The reasons'tendered by resﬁondents for choosing not to
usc 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 reasun why you didn't go io the'library to get

1

For all purposes (to take children to get material r leisure,
etc.) forty-three pcrcent of the respondents reported visiting
libraries in the previous yecar (see Scction IV of questicnnaire).
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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 occupatiocn

Total With
Problems/Qucstions

Respondoent Percent"
Characteristics Number Percent Using Libraries
Total ' 1,947 100 3
Years of Education . |
0 - 6 132 | 160 . -
7 - 11 ’ : 645 100 -
12 ‘ 615 . 100 3
13 - 15 293 100 4
16+ 259 100 ] 10
Occupation
Professional/Manacerial - 285 100 9
Clerical/Sales 339 100 3
Blue Collar 515 100 1
Not Working 801 100 2
Other/DK/NA 6 100 -
_ . - [

information?" The two types ©or responses which discriminated

among subgroups of individuals were:

e mentions of physical barribrS'inéluding age, illness,
lack of transportation, etc., and

o statements implying the inappropriatceness of the
library as a source of information for the respon-
dent's guestion or problem (i.e., "the library
doesn't have that kind of information" or "the
library couldn't help"). ‘

Other reasons given @id not discriminate among subgroups of indi-
viduals and arc not reported herc. Low information-sceks (par-
ticularly the clderly and those with litile education) were more’

likely than other respondents to cite physical baryiers to using
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| .
tﬁe library (Table 6-6). Psychological barriers were evident in
tﬁe overall frequency of response . .that libraries were inappro-
;éfiate sources of informaticn (28 percent). There was a tendency
fér this latter response to be given more frequently by the high
information-seekers (i.e., those with the most education and in-.

cgme and young respondents) than by the low information-scekers.

b
Tlee 6-6. Reasons for not using libraries as an information
i sourcc by years of education, family income, age,-

and median tract income -
f Total. Reasons For Not Usiﬁg/Libraries
! ‘ Not Using —
- : Libraries | - Percent Saying
Respondent . Percent Mentioning Library
Characteristics | Number |Percent | Physical Barriers |Inappropriate
Total 1,890 100 14 28
Years of Education
1- 6 132 | 100 39 18
7 - 11 | ) 643 100 14 - 27
w112 - 597 100« | .. 13 ' : 27
113 - 15 , 282 100 9 32
16+ | 233 | 100 11 31
Fémily Income
‘Under $4,000 290 100. | 23 . 24
$4,000 - $ 7,999 - 332 100 15 26
, 168,000 - $14,999 679 100 11. 30
Over $14,299 393 100 12 32
Age
<25 , ' 326 100 10 "32
25 - 64 1,318 100 13 28
65+ 223 100 . 27 19
'Median Tract Income
/ .
Under $4,000 75 100 20 7.
$4,000 - $ 7,999 328 100 23 : 24
$8,000 - $14,999% 1,359 100 ' 12 - - 30
Over '$14,999 127 100 - 11 . 24
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In sum, a look at the levels of information-seeking
aqgivity 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 seceking information; and, in doing so, use
more,. scurces of information than other respondents. Information-
seekers were distinguished by greater use of all sources of
information - interpersonal scurces, media sources, and libraries.
It may alsc be noted that information-seekers are generally more
gregarious, a fact which undoubtediy increases their opportunities
to make use of interpersonal sources of information. Physical
barriers to library use were noted in particalar améng low infor-
mation-seekers and psychological barriers were found to be more

prevalent among high information-seeckers.

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 number of personal contacts made as & base for the

computation of percentages.

6.2.1 Sex of the Persons Contacted

Nearly two-thirds of all contacts made were male (Table
6—7)L The sex of persons contacted is correlated with the respon-
dent's education and family income. Hulf of the contacts of those
with the least education and the lowest family incomes were female
in comparison to the overall sahple bcrcentage of 35 percent.r More

females were contacted by those who were not working (housewives,
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Table 6~7. Sex of persons contacted by years of education, family
income, and occupation .

' Sex of
Total Contacts (Percent)
. Contacts
. Resrondent ‘ Not
Characteristics Number |Percent | Male |Female |[Available
Total 2,601 100 64 35 2
Years of Education
1 - 6 ’ 106 100 | 45 55 -
7 ~ 11 638 100 65 33 2
12 v 889 100 63 37 -
13 - 15 497 100 69 30 1
16+ 466 100 62 .34 4
Family Tncome |
Under $4,000 . 292 100 47 50 3
$4,000 - $ 7,999 ’ 428 100 63 o7 -
$8,000 ~ $14,999 1,002 100 60 29 1
Over $14,999 670 100 67 32 1
Occupation .
Professional/Managerial 411 100 71 27 2
Clerical/Sales 493 100 72 27 1
Blue Collar 619 100 70 30 -
Not Working 1,065 100- 55 44 -} 1
Other/DN/NA - - _ 14 100 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 evidcnt (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 nonwnites 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,

142




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 £€-8. Sex of persons contacted by respondent's
characteristics

Total Contacts Sex of Contacts (Percent)
Respondent
Characterigstics | Number |Percent {Male |Female |Not Available
Potal 2,601 100~ | 64 35 2
Sex
Male 999 100 73 25 2
Female s 1,599 100 59 40 1
Race
White 1,826 100 68 30 2
Nonwhite 764 100 55 44 1
6.2.2 Personal Knowledge of Contacts

For each contact, respondents were asked "Is he/she
someone you knew personally?" 1In 37 percent of the cases, con-
tacts were known personally by reupondents (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. 1In contrast,
only 15 percent 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
Total Contacts
Respondent - . Percent Known
Characteristics Number Percent Personally
.Total / 2,601 100 37
Years of Education
1- 6 106 100 39
7 - 11 638 100 35

12 : 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 - 137

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 Dexrvin, 1970; Katz, 1957), friends,
relatives, and neighbors were cited frequently as interpersonal
sources of information (Table 6-10). Among thosé contacts known
personally by respondents, 65 percent fell into these categories.
The rcemainder of the contacts known persconally were professioﬁals
serving the respondent (e.g., a family doctor), co-workers, or.
persons known in a commercial capacity (e.g., car dealers,finsﬁr—

ance salesmen, etc.).
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Interestingly, subgroups of individuals showed different
trends with respect‘to contacts known as relatives and co-workers.
The contacts made by males, the hichly educated, and professionals
and managers were less likely to be relatives than were thosé
in the overall sample. Conversely, the contacts made by those
with family incomes of less than $4,000 a vear 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. Cloée to
one-third of the contacts known‘personally by those 25 years or
younger were relatives, This-finding may be attributable to the
fact that a2 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.
Thls finding could be expected. since two-thirds of the elderly

persons interviewed were retired and not working.

€.2.3 Occupations and Orcanizational Affiliaticons of Contacts.

Occupations of persons contacted correlated with occupa-
tions of respondents (Table 6—11). For example, professionals
were likely to be ccntacted.by,professionals and managers, sales

____workers by those in clerical or ‘sales positions, blue collar
workers by other blue collar workers, and thosc 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 werc

-
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co-workers. Although respondents in the other occupational group-
ings did not report as £frequently that their contacts were co-
workers, it is likely that, at least among those contacts known
personally, friends, ncighbors, and relatives contacted would bhe
at occupational levels similar to those of the respondents. Other
studies (Dervin and. Grcenberqg, 1972; Greenberg and Dervin, 1970;
.lKatz, 1857} have also noted the homogeneity of interpersonal con-

tacts for infermation or adv1co

Other‘trends noted were that professionals were more
likely to he\contac+cd by respondepts with the most education
and thosé wntﬁ‘thb highest 1ncomes._ Clerical workeérs were less
likely to be contacLog by the most educated respondents, +hooe
with'the highest 1rcomes, and professionals or managers; whereas,
.clcrlcal worxkers were mhre likely to be contacted by nonwhites

and blue collar workers.

Some trends are also,ebident in the organizational
affiliation'of contacts (Table 6-12). Persons afflllated with
publlc schools were more likely to have been uontacted by those
with 16 or more years of education, those in professional occu-
pations, and those living in tracts with the highest incomes in
comparisén to thc overall sample percentage, éontacts employed
by governmental agencies (including the Department of Social.
forvices, the Health Departﬁcnt, the Fousing Authority, the Depart-
ment of Sanitation; the Department of Transportation, and so on)
werxe more prcvalent among those with little education, low family
incomes, those li&ing in low income tracts, and the nonwhites .
interviewed. TFor exawmple, 47 percent of the'Contacts made by per-
sSO.8 llVan in tracts with the lowest median incomes were affili-
ated with governmental agencies (excluding public schools and
police) as éompared with 14 percent of those living in tracts

with the highest median incomes.
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) In:sﬁmmary, interpersonal source characteristics varied’
for sub-groups of individuals. 1In particular, ﬁon51stenn patterns
were noted for the most educated respondents ahd those receiving
the highest incomes or living in tracts with the highest median
incomes. Contacts made by these réspondenfs wcr§ more freqventlé
males and were more llkcly to bc'éersonal acquaintances. Perscnal
acqualntanccs contacted by them for information were more often
co-workers and were less llkclv to be relatives than contacts }
made by the typical resporndent.. In terms of occupation, contacts.
of these subgroups included more professionals and fewer clerical
workers. Their contdacts were also less likely to be affiliated.
with governmental agencies (excludlng public schools and the '
police department). Thus these sub-groups of individuals who.were
foﬁnd to be active information-seekers were also found to use

consistently different kinds of interpersonal sources than other

respondents. However, a similar pattern of source characteriStics

was not con51stently found for younger re9pondent" who were also
active 1nformatlon seekers.,

- &

6.3 Quality of Sources

In this section): we will look at how individuzls rated
the sources they used in terms of helpfulness. The relationship

of helpfulness of sources to source characterlstlcs and to the

I

" kinds of assistance received from sources will also be described.

6.3.1 . What Sources Are Seen-As Helpful By Individuals?

. ; / ‘. «
Respondents évaluated the informaticn rece 1de from

interpersonal and media sources on a continuum of helpfulness,

Q g o -
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For each source, thev.were asked "Was this information very help-
ful, helpful, or not so helpful?" Respondents judged the input.
of pgrsdns contacted very hcipful for 24 pércent of the contacts,
helpful for 30 percent of the contacts, and nogjhelpful for 43
‘percent of the contacts (Table 6-13). Perceptionz of the helpful-
ness of the information'reccived varied considerably with respon-
dents’;cducation, race, family income, occupation, and mediah
tract:income. or example, 55 percent of the coniacts.made by
those living in tracts with the lowest median incomes wére reported
as not helpful as ccmpared with 23 percent of the contacts made by
respondents living in tracts with the highesi 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 witﬁ’contacts made by those living in tracts with the
lowest median incemes (six percent).

Ratings of media sources véried similarlv with- respon-
dents' education and ﬁgmily income (Table 6~14). Information
received from media"Sburces was perceived as very helpful for 20
percent;'helpfﬁl for 42 percent, and not helpful for 34 percent
':ofvthé media sourcés used. As education and family income in-

creased, perceptions of helpfulness of media sources increased.

Thus, those respondenté who tend to be active informq—
tion-seekers also tend to rate the scurces they.use as morc.help—
ful tﬁan othcrxrcgrondehts .Since the people they contacted were
also qualltatlvely dltfcrent from contacts of other rcspd%dents,
{see Secc1on 6 2:0f this chapter), the Jc1ablonsh1p of inter-

- pcrsonal source charactcrlstlcs and respondents' ratings or per-

ceptions of helpfulness is examined further.




Table 6-13. Helpfulness of persons contacted by respondents'
education, family income, race, occupation, and
median tract income

. : Helpfulness of Contacts
- - Total (Percent)
- Contacts ,
Respondent " Very Not/ |[bon't
Characteristics Number | Percent | llelpful |Helpful)llelpful |Know
Total 2,601 100 24 30 43 3
Years of Educaticn
l - 6 . 106 100 21 22 55 2
7 - 11. 638 100 2 27 49 2
12 889 100 19 31 48 2
13 - 15 ' 497 100 26 35 , 38 1
16+ 466 100 37 32 - 27, 4
. Family Incone
Under $4,000 P 292 | 100 14 28 56 2
$4,000 - $ 7,999 428 100 22° 30 .42 1
$8,000 - $14,9S9 1,002 100 23 32 42 3
Over $14,999 670 100 33 31 34, 2
LRace
White . 1,826 100 27 30 40 2
Nonwhite 764 100 16 32 50 2
dccupation
/ i
professional/ ' : )
Managerial 411 100 . 36 35 26 3
Clerical/Sales 493 100 25 28 44 3
Blue Collar . 619 100 19 30 1= 51 -
Not Working 1,065 100 ¢/ 23 31 44 . 2
Othex/DK/NA , 14 100 - 14 - 86
Median Tract Income
Under $4,000 ' 79 100 6 37 55 2
. $4,000 - $ 7,999 | - 85 100 .22 25 50 3
$8,000 - $14,999 434 100 ° 23 ¢ 31 - 43 3
‘Over-$14,999 . 105 100 | 41 35 . 23 1
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Table 6-14. Helpfulness of media sources by respondents' educa-
tion and family incomne

Helnfulness of Media

Total Media sources (Percent)
Sources Used T
Responde:rit very Not Don't
Characteristics NunL%r Percent | Helpful (Helpful {Helpful [Know
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 1 21 6
Family Income
. Under $4,000 146 100 e 35 56 1
$4,000 - $ 7,969 - 213 100 25 42 31 -2
$8,000 - $14,999 601 100 17 . 47 34 2
Over 514,999 © 595 165 25 42 27 6
— {
.6.3.2. What Source Characteristics Are Associated With
| Helpfulness? - '

Perceptions of helpfulness were found to be rclated to a
number of source characteristics including whether or not the con-
tact was known personzlly by respondents, tc basis for personal
knowled§e of contacts, the occupations of ¢ tacts, and organiza-
tional affiliations 6f contacts}v.Thc sex o. ‘rsong contacted
was the only source characteristic consider: :reviously (Section
6.2.1) that was not corrclated with percepti: 'z of helpfulness.

: . :
. Contacts known personally by respondeﬁts were perceived
as helpful more often than contucts not kncwn personally (Table
6-15) . Whereas 64 percent of contacts known personolly by respon-

dents were 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

Percent of Contacts
KXnown Not Known Don't Know

llelpfulness Total Personally Personally 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 2,603 850 1,618 25

Contacts who werc friends or professionals serving the
respondent were more likely to be rated very helpful than the
On the

other hand, neighbors and persons known in a commercial capacity

typical personal acquaintahC¢ contacted (Table 6-16).

were more likely to be perceived as not helpful.

o <

Perceptions of helpfulness varied consistently with only
two occupational categories: professionals and managers/
(Table €6-17).

be rated very helpful than the typical contact made by respondents.

adninistrators ‘Professionals wexre more likely to
In cohtrast, manacers and administrators were more likely to be

perceived as not helpful. 1In fact, 55 percent of the contacts who
were managers or administrators were rated as not helpful in
. !

comparison to 43 percent for the'typicél pefSonal contact made.
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Table 6-16. Helpfulness by basis for personal knowledge of

contacts -
Total
Y.nown Helpfulness (Percent)
Basis for Personally
Personal Very Not Don't
Knowledage Nurler {Percont | Helpful {Helpful {lelpful {Know
Total 963 100 31 33. 32 4
Fricnds 197 100 38 38 23 1
Relatives 200 100 27 36 33 4
Neighbors | 223 1000 | 21 30 43 6
Professionals | 104 100 47 24 24 5
Co-workers 147 100 31 | 35 31 3
Commerical 53 100 23 32 45 -
Otherxr/Don't ' .
Know 38 100 .47 34 19 -

.

Table 6-17. Helpfulness by occupation of persons ccntacted

Helpfulness (Percent)
Total Contacts
Occupation : - very Not bon't
of contact Number |Percent | Helpful |Helpfuljilelpful {Know
Total , 2,610 100 24 31 43 2
‘Professionals 615 | 100 | 37 33 29 1
Managers and . . ]
Administrators 502 100 21 23 55 "1
O:her 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 percontages for all contacts made.

Table 6-18. Helpfulness by orvanizational affiliations of contacts*

o Total Helpfulness (Percent)

-Organizational, Contacts '

Affiliation of , Very Not Don't
Contact Number|{Percent | Helpful|Helpful [Helpful|Know

Total : 2,375 100 24 30 43 3
Government 996 100 - 24 29 44 3
ﬁeligious/?rivate

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 Jd8 - 29 51 2
Financial/Realty 356 100 17 30 52 1
Other 260 100 20 32 43 | s

F i - i J

*Excluding contacts not working.

In considering these findings in conjunction with the
characteristics of contacts mude by sub-groups of individuals
(see Section 6.2 of ‘this chapter), it may be noted that some

attributes which characterizaed 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 werc known personally by them and proportionately
more of their contacts were professionals. In addition, personal
acquaintances and professionals vere also more likely than other
persons contacted -to be perceived as helpful. Thus, the qualita-
tive diffcrences in the contacts made by the active information-
scekérs contributes to the finding that their contacts were
typically perceived as more haelpful in general than the contacts
made by tho less active information-scckers. 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 inforﬁhtion—seekers. . Next, the question of whether the
assistancc provided by persons contactced varied for subgroups

of indivicduals will be considered.

6.3.3 What Kinds of Assistance Are Given?

/ For each personal contact, rcspondents were asked "What
information or suggestions did he/she give you?" Responses were
classified as to whother or not the contact made a referral, said
he or she could not help, offered to help, and/or gave advice or
information (other than a referral). »More than onc respoise vas
allowed; for example, a contact may have offered to help the
respondent {(by making a phone call, writing a 10£ter, or taking
some other action on his behalf) and the porson contacted may also
have given the respondent'somc inforﬁntjon, such as information

about zoning regulations, etc.

Whereas fcw contacts made referrals or said that they
couvld not help, 29 percent ofifered to help the respondent and 53

percent provided seme advice or informaticn (Table 6-19). llowever,
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there were marked differences in the percentaéés-of contacts offer-
ing to help and giving aﬁvice\or'inforﬁ&tion for various dembgraphic
suBgroups. Contacts made by thosc with the léa;t edﬁbation, lowest
family incomes, and the elderly offered help more frequently than
was typical for those in the -sample as a whole. Conversely)tqd—
vice or informétibnwﬁas less likely to be givenuto these subgroups
and more likely to typify the contacts made by thosé.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 incomnes)
werc 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 ".ssistance Do Individuals See as Helpful?

The types of assistance provided byhpersons contacted wa:
not strongly related to how respondents rated their contacts in
terms of helpfulness with one cxception (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 adviéé to belperceived as not .
helpful.

., The question remaining is why those individuals whose

contacts werc most likely to offer them help (thc lcast educated

-
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Table 6-20. Helpfulness of contacts by types of assistance

provided
Total Helpfulness (Percent)
Contacts 0

Types of " Very Not Don't

Assistance* Number [Percent | Helpfulfilelpful {lielpful {Know -
Total Contacts 2,602 .00 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 thosg.wiﬁh tﬁé Towest incomes) were also more
likely than other rcspohdents to-perccive their contacts as not
helpful. A“possible explanation for this finding may be-related )
to the séarch outcomes for individuals (i.e.,lindividuals who ?
.have not obtained satisfactory dnswers or solutions may percei&e
their contacts as not helpful mcre often than individuals who have
been successful). 1In the follcwing chapter, search outcomes will

be discussed for sub-groups of individuals.

\v

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 percenﬁagcs of respondents using the-major,types
of sources (personal contacts, media, and libraries) are displayed

for the 15 specific prdbloms/questions most frcquontly dosignated
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bykrespondents as most important. These 15 specific problems/
questions account for 49 percent of all problems/questions cited

as most importqnt and, by definition, 49 percent of those problems/
. questions abocut which source data were collected.

Two specific problemns/questions -- "general fear of crime"
and "food prices tfoo high" -- were associated with a patterxrn of few
personal contacts and high media use. TFor these two problens/
questions, newspapers ranked highest in frequency of mention among
sources used by these respondents; whercas, 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 & high
incidence of interpersonal source use was found for threc specific
problems/questions: "product guality bad," "complaints about the
.school system," and "complaints about maladies." - "Complaints about
the school Eystem"'was the only specific'problem/question associated
with a relaleely freguent use of libraries (14 pércent)'when
compared with the sample percentage of-2 percent.

Relatively low levels of use of.all types-of'sourCQs

were associated with two specific problems/questions: "traffic

and parking” and "other neiqhborhood problems."” High interpersonal
source use and how.mcdia use were found for "rental problems,"
w"complalntﬁ about chlldlen in the nelcthLhood " and "complaints
about nelghbors\

It.appears that, when the causc-or genésis of a specific
problem/question \is volatiVe’v’tangibl:,(i.e., an illness, the
school system, rental problems), rCSpondLan are nore aggrcssave
about making personal contacts;.however, whcn 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,

IS
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‘'respondents are less likely to make personal contacts;J:Onmthe .
other hand, since media use is more paselve than maklnq personal
contacts, , levals of media use are probably more dencndent on the
frequency with which issues arc discussed’'in the media (e.g., food
priccs,'éuality of the school system, product quality, etc.), rather
than associatcd with active attempts by respondents *o obtain in-

formation from media sonrces. 1t is also interest.ng to note that-

~.

‘the percecentacns of respondents uglng newspapers waere unexpectadly ;
"low for two specific problems/qucstions about which'newspapers /
regularly publish information: "househunting" and "unemployecd,
~looking for a job." Only half of the respondcnté having these

problems/questions used newspapers for information.

6.5 Summary and Digcussion

To summarize, anﬂexaminatibﬁ of the lev-'s of informa-
tion-seeking activity has shown that certain subgroups of indi-
_v1duals clearly emergc as 1nf01mat10n sechers The hlghly
educated those with hth famlly 1nc0mea, those living in Lrac‘r<~

-with high-~ median incomes, and young respondents are more .

likely to attempt to solve their problems by seeking information;
and, dnﬁdqing g0, use more sources of information than other
respondents. - Informat%géﬁseekers were distinguished by greater
use of all sources of information~interrorvonal sources, media
sources, and librarics. It may be noted that these flindings are
conéistent with thosc of other studies which have reported a.
correlation between information-seeking and education, income,
and age. Active 1nform tion~gscckers were also shown to be more
grcg@riouo‘Lhan other individuals, a fact which increases their

opportunitics to make use of interpersonal sources of information.

I

) Although ofth/é;e tendency is to conclude that low.
levels of Jniormatlon—/ﬁu}lng .can b\ attributed to a lafk of cdu-

cation, othor barriers/ to 1nto;matlonfsecking with respect to one
o 163 .
Q ,

RE [ B PR

Aruitoxt provided by Eic:



LA

information source--libraries--were noted. Phy51cal barriers
(e.g., lack of transportation, e%c.) to ]1brary use were more
previ:lent among the low information-seekers than among other
individuals. Psycholégical battlvrs were also noted among those

sub~groups who were found o be active informatiori~seekers.
: N . R .

o

The characterictics of the personal contacts made also'
'varlcd with subc10ups of Jnd1v1dualt.‘ In paltl ular, con51stent,
patterins were noted for the most tcucated lQSpOﬂd“ﬂLS and. those
‘receiving the highest incomes or llVln 1n tracts w1th the nghest
median incomes. Contacts made by hcse 1nd1v1duals aere more
frequently males and more likely to be’ personal acqualntances gﬁx
Personal -acquaintances contacted by tnem for 1wformatlon were more

often ro—workexsqand werc-less- likely to be relatlves than con—

tacts made by the typical rcspOHcont Th011 conLacts Were also
less likely to be affiliated with qovernmental agenc1es (excludlnq

'.publlc schools and the pollce depar tment) V ﬁhuo,vﬁ;ne sub roups‘

of ‘individuals who were found to be actlvellnformatlon seekers .
were also found‘to use coiisistently dlfferent Plnds/of 1nterper-

sonal sources than,other'rcsoondent Howevcr, a- 51m11ar pottern
was. not consistently evident for younger lespondents who were also

found to be active 1nformatlon seekers - <fﬁz¢ J i

Inde1duals with: the. highest levels of educatlon and ‘tf

income also rated the c¢ontacts they made and the medla sources”'

//'

they used as helpful more often than-did other reSpondents That

these subgroupa poxcelved their contacts as more helprul was found

‘to be rmlated to the fact that their contacts were. moxe often per-”}r*
‘sonal - acqualntanccs and profe551onu]s than vere the contacts of 4
the typical res non lent. These flnﬂlngs maj 1nd1catc that 1ndl—i "
v1duais with move .educaticn and income have more 1nflucnt1al : :
QAcquaintances +o turn to for information or help than do other I

respondents.

. ‘ \‘1 o . . ' ) . | N - " / . . 7 " N “_” T “-
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The kinds of assistance received from persons contacted
also varied for subgroups of individuals. Whercas relatively few
contacts made referrals or said that they could not help, many
contacts oflered to help the vespondent or gave some advice or
information. Offecrs to hely were more typicai of contacts made
Ly those with the lecast education and family incomes, while infor-
maticn or acvice was mere oftcen provided to those with the most
educzation and incoinn, Although_perceptioﬁs of helpfulggss were
related to whethér a contact made a refcerral or could Hot help,
contacts previding the two major kinds of assistance (information/
advice and offers to helr) werc »not rated diffcrently in terms of
helpfulness. It was noted thdt perceptions of helpfulness may be
more depcndent upon scarch outcomes than the types of assistance

provided; that is, those respcndents who have been able to answer

‘their guestions or to solve their problems may retrospectively
perceive their contacts as more helpful) than other individuals

.who have been less succersful., Particularly when v-source needs

are involved, contacts offering information or help in obtaining
necded services (e.g., emergeney 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 major ,typecs of sources uscd varied for
specific problems/quoﬁtions. The usc of interpcersonal gources
apﬁcars to be associated with the specificity of the target of

concern.  PFor exarple, personal contacts were more froguent among

‘those who had problems with their landiords than those who com-

plained clsout high fced prices. . On the othexr hand, media use

aypears to be more derendent upon the freguency with v ch issucs
are discucsed in- the nedia. {e.g.,sfood prices, crime : s, etc.)
vather than associnsted with active attenpts to obtain iif{ormation

irom redia sources.  Indeed, rmentions of cbtaining informaticn

O
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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. ' i

) -
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7. SEARCH OUTCOMES

The linkage of individuals to solutions is the primary
topic of concern in this chapter. What subgroups of individuals

P PP

solve their problems or answer their questions? Is the success

of individuals rclated to their particular necds or to the search

strategics used? 1s there an optimal scarch strategy for all sub-
groups of individuals? Do unsuccessful individuals plan to con-

tinye 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

7

. terms of three scts of variables: respondent characteristics,
their specific broblcms or gquestions, and the scarch strategies
they used. A statistical rodel devecloped to predict success bascd
con respondent characteristics and scarbh sirategieshis presented
in the second section of this chapter. Finally, the stated future
strdtegices of subgroups of individuals whose information searches
were unsuccessful are preséntéd in the third séction of this

chapter.

7.1 Successful and Unsuccessful Problem—-Solvers
) €

There are at least three scts of variables that one
would esxpect to be related to success in problem-solving. These
include respondent characteristics, the specific kinds of prob-
lems to be solved by individuals, and the seanch stratcgies used.
Although intecractions awong these sets of variables undoubtedly
contribute toe successful problem solu@ion, in this secction we
will examine, scparately, how cach sct of variables is rclated

to success. In the 1 xt scction ,of this chapter, intcractions

o : . 167 .
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bectween two sets of variables -~ respondent characteristics and

scarch strategies -- will be discussed.

"The critcrion of success used in this éhapter is bascd
¢ responses to the fel lowing question asked of each respendent
concerning the problem/guestion which he or she had designated as
rost dmportant:  "In your opinien do you feel that you have
cotten a satis factery answer to your question or solution to
youlr problem at the present timn?" Responses were coded into
four categerics: "yes, definitély," "ves, sort of," "no, still

working on it," and "no." However, for this analysis, the codes .
have been collapscd to produce a1 dichotomy of those who were
definitely or at least sbmewhat successful and those who were
definitely, or at lcost 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 Iov, with onl; 26 percent
of the sample reportino that thev had been deflnltcly or at
least somewhat successful in obtalnlng answers or solutlons
(table 7-1) . The success rate for subgroups of 1ndlv1dual=x
increased with education, family income, and median tract
income. The nost dramatic range in success rates was found for
subgroups boased on median tract income. Thése livihg,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 nedian 1ncow es. Pro-
fessionals and managers were also more successful as a group
than all -other respohdcnts who werc either empleoyed or not

E)

woriting.
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" Table 7-1. Success in obtaining answers or solutions by respon-
dent characteristics

Total . -
Respondaont Percent Percent
Characteristic i % Successfuljlnsuccessiul [DK/Na
Total with
problems/guestions 1,9451100 26 73 1
Years of fdﬁcation
1 - 6 132|100 20 7 3
7 - 11 6451100 23 76 1
12 615j1¢" 25 75 <1
13 - 15 2931100 32 68 -
16+ 2591100 35 65 -
Family Incomre
Under $4,000 296100 18 81 1
$ 4,000 - $ 7,899 3386100 22 76 2
$ 8,000 - $14,999 6951100 .26 74 -
$14,999 and over 4201100 37 63 -
Occupation , .
Professional/ J/
- managerial 285|100 34 66 -
Clerical/Sales .39;100 26 74 - -
Blue Collar 5151100 26 73 1
Not Working 801]100 25 74 1
Median Tract Iﬁcome «
Under $4,000 : 751100 10 90 . -
$ 4,000 - $ 7,999 351100 23 75 2
$ 8,000 - $14,999 1,407 lOQ 26 73 1
$14,000 and overx 130{100 35 65 -
o 169




7.1.2 The Relationship of Success to Specific

Problems/Questions

Setting aside the issue of the nature of the solutions
or answers that were acceptable to the respondents, iﬁ_may»be
noted in Table 7-2 that respondents with complainﬁs about
maladiecs were very successful as a group when compared with

Table 7-2. Success rates for the fifteen most important
problems/questions

-Total .
: Percent Percent
Specific Problems/Questions # 3 Successful |Unsuccessful
Total 947|100 26 74
Complaints about maladies 381100 60 33
Complaints about the school ' ' ’
system ' 501100 40 60
Complaints about neighbors 481(10¢C 38 62
Specific crime | 62100 35 . 65
Traffic and parking 691100 33 66
Food prices too high 4 401100 30 . 70
Product guality bad 581100 28 72
General fear of crime = 7 1331100 27 73
Househunting 105100 24 76
Rental problems 851100 24 76
Complaints about children 711100 23 77
Other neighborhood problems 451100 -9 - 91
Inadequate bus service 401100 8 92
City services ' 451108 -7 93
“Unemploycd - looking for a job 581100 7 . 93 .

/
respondents who had other kinds of problems. Those who com-
plained about the school system, about their neighbors, and -
about spccific crimes also experienced relatively high success
rates whch comparced with thé sample average. A.sharp drop in
sﬁcqcss rates was fourd forx those wh6.c0mp1ained about other

neighborhocecd problems, inadequate bus service, city secrvices,
—
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and difficulties in finding jobs. Looking at these data in an-~
o 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 successinl respondents.

7.1.3 The Relaticnchip of Success to Sources Used

Successinl and unsuccessful respondents were clcarly
differentiatcd in ter.as of their use of interpersonal sourcces

. for information or help (Tuble 7-3). Seventy-four percent’of

Table 7-3. Success related to source use for the fifteen most
important problems/questions

Total |Successful |Unsuccessful
Sources (N = 947)1 (N = 247) (N = 700)
Personal Contacts
Percent making personal . .
contacts 59 74 54
Average number of personal
‘ contacts ‘ 1.23 1.66 : 1.16
Media (use in percent)
Television 126 26 .27
Radio 14 1z 14
Noewspapers 38 40 37
Magazincs ' 15 22 12
Books : 7 8 7
lhibraries (use” in percent) 2 2 3

the successful respondentss as comparcd with only 54 percent of
the unsuccessfiul respondents made personal contacts,  Those who
were successful also made more contacts on the average .than

Lthose. who woere not successful. The only other source uscd which

o | . | | 171
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differentiated among the two groups was magazines -- a sémewhat
puzzling finding. ‘There were no appreciable differences hetwcen
successful and unsuccoasful individuals in terms of their use of
telovision, radio,,héwspapers, hooks, or librarics as information

souxXCcis.,.

In summary, success rates were scen to be related to
cort“xn respondent characteristics, the Ilnnj\of problems/ques-
tions that individuvals were attempting to resolve, and to the
nature of searchstrateygies used. The most success was exp011-
enccd by the most educated respon unnts, those with pighaincomcs oWy
or living 1n "high income tracts, and those vwhose pp@&%ations- '
were professibnal or managerial. Respondents who had certain
spec1f1c proolemS/quc tions (e.g., an 1]1ncss) were more success-—
ful than those attempting to resolve other p@c1f:c proble,/
questions (e.g.; finding a joh) + Finally, those who were suc-
cessful in solving their problems or answering thoir gquestions:
were more likely to make-personal contacts and to use magazines
than the less successfiul respondents. In the next section, we
will look at how well suéées ln problcm- olv1nc can be predicted
by the analyéis_of re pondent cnaractell stics and scarch strategies.

3

N . / .
/ ’ - .
4// 7.2 Predicting Success in Problam-Solving ,
. - s
'.f, !
7.2.1 Multiple Finecar Rearesgsion : .

In an attompi to gain a better understanding of “the

viriables which contribute to successful problem-solving, o step-
irat,

v

wige regression program with three sets of data wao run.

cortain aspecls of the search strategics used by renpoendents

were examined to delermine whether theve would explaan the o~

. g s g ls - ' RES 1 . s BINTEE
ance in outccfies for individuads. A set of 25 variables wiieh

_ - 172 . . .
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described search strategies (e.g., number of sources used, per-
cent of contacts known personally, oqcupation of contacts, use
of necwspapers for information, etc.)‘was selccted as indepen-
dent variables for the rcaression model with the dependent
variable being success or lack of success in problen-solving

as defined ecarlier in this chapter. The model developed using
these data on source usc cxplained only six percent of the vari-

ance in successful problei-solving.

A second regression model was developed using the
demoqraphic characteristics of respondents as predictor
variables. Fiftecn demographic variebles (e.g., family income,
sex, race, oécupation of the respondents, educ-tion, age; etc.)
were entered in a stepwise‘fashion, resulting in a model which
explaincd only four percent of the variance in successful

versus unsuccessful problem-solving.

Both source data and respondent characteristics Were
used to devéiggva third rodel. The 10 variables of each class
which 'had contributed the most to explaining the variance in
the two previous models wviere selected for usc as indcpendent
variables in the third model. Eighteen of the twenty variables

2 or .0966; that is, explaihing

were entered witih a resultant R
only 10 percent of the variance (Table 7-4). The variables
which contributed the most to the prediction of success were
those describing the rcspéndent's income (mcedian tract income
and family income) and the method ofihaking personal contacts
(in persor or by phone).

The third regression model, although explaining more
of the variance than the two previcus models, was still unsatic-
factory in contriluting to an undcerstanding of the variations
in search outcomes. A major disadvantage of Lhis type of re-

gression modeling with survey data is the assumption that there

Q 173
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fitted with an additive,

linear model.

On the other hand,

Table 7-4. Results of regression model to predict success using
search strategy variables and demographic vharacter—
istics of respondents

Variables Entered Multiple R |Multiple R2

(D = dettographic, § = scarch strategy)' (currulative) | (cumulative)

D - Median tract inconme .1732 .0300

S - Percent of contacts made in person .2112 .0446

D -. Fawily income .2288 .0524

S - Percent of contacts made by phone .2429 .0590

S - Percent of contacts known person-

ally who were professionals .2525 .0637

D - Race of respondent .2611 .0682

S - Magazine use + 2683 .0720

D - Occup Flon of respondent ~~ blue

col’ .2737 .0749

D - Sex of respondent .2800 .0784

D - Respondent not working .2869 .0823

S - Percent of contacts Kknown person-

ally who were relatives .2918 .0852
" § - Occupation of contacts ~- perccnt S
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 betwcen variables and that the data can be

an-

other modeling approach, multiple classification or tree

“analysis, makes fewer restrictive assumptions about the data.

Prescnted in the following section .is a morce explanatory model,

using tree analysis.
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7.2.2 Tree Analysis Using the AID (Automatic Interaction
Detector) Proaram

The AID procram seguentially performs , two-way splits
of‘the.sample, with each splft resulting 1 the greatest reduc-
tion in variance. The ATD program, thercby, makes a decision as
to which veriable and which brcecakpoints will maximally reduce
the unesplained variance. No further splits are made (a) when
no variance is left tnexplained, 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 ceardlg\s*“ratccles whlle the remaining six

variables described dcmocrﬁphlc charactcrlstlcs of the respondents.

However, only 11 of these variables were useful in reduc1ng the

ﬁnexplained variance. 1In comparison with the regression rmodels

which ‘explained little of the variance, the model developed with
AID explained 52 percent of the variance in successful problem-

so.ving. A compietc listing of the 30 variables is presented

bclow. The eleven variables used in the final model are starred.

A. Search Strdategy Variables .

* 1, Number of sources usecd -

2. Number of personal contacts made
*# 3, TIecrcent of contacts who were malce
* 4, Percent of contacts who were known

personally - R : . .

5. TPercent of contacts.known personally’ who
were relatives )

6. Pecrcent of contacts known personally who
were neighbors .

7. Percent of contacts known personally who
were profeusionals : >

8. DTecrcent of contacts known personally who

- were co-workors '

o

!
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9. Percent of contacts who were social workers
10. Percent of contacts whc were .
- managers/administrators ' .
1l. Percent of contacts who were professionals
12, Pecrcer+ of contactse who were clerical
workeors P '
13. Percent of contacts who were hfue collar
or service workers o '
14. Percent of contacts who were not .working
15, 7 rcent of contacts who were employed by
public schools '
16, Percent of contacts who were -employed by
other covernmcnt agencics
*¥17. Percent of bonuacts made by phox

. | 6*18 Pcrcent of/contacts made in peérson
Totdl. number of times all contacts were
contacted

20. Uscd television as a source

21, Used radio .as a source

22, Used newspapers as a source

. o *23. Used magazincs as a source
24, Used a,library as a source

B. Demographic Variahl=3

%25, Resreadent's. race

26. Fuspondent's occupational prestige
*?. . Median, tract income
. "<8. Respondent’s sex

*29. "Respondent's occupation (profe551ona1
manaccr/adminlctrator, clerical/sales, blue
colilar, service, houqu1fe, retired, other
not working) : s

o " * %30, Family income o

The tree dlaqram representing the model developed by
AID is-pfesentca in Figure 7-1.".As may be'nOted in the figure,
the .first box of the tree'rcpresonts all respondents who repliad
to-the guestion conccérning the success of their searches (1,933

responsés)y ﬁaving an overall success rate cof (26 percent. The sam-

ple was then split on a search era;egy variable -- percent of

contacts, made in person -~- with 1,/
30 percent of their contacts in person and the rtmaining 888 re-
spondents making 30 norCLnt or more of .their contacts in person.

Success rutﬁ‘ for these subgrour" were 21 percent-and 33 percent

O o , .. . ' -~ 176 . ) X
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respectively, so that making contacts in person appears to be an .

advantage.

In general,

the upper part‘of the Giagram represents

the more successful respondents; however, this is not always the

case.

a success rate of 54 percent,

part of the diagram with a success rate of 57 percent.

sccond only to group 25 in the

Each

For example) group 22 in the lower part of the diagram has

upper
of

the final groups in the diagram is unigue and must be considered

in terms of its membership in all qrbupE precedinﬂ it in the

diagram.

In Table 7-5,

rank order by average rate of success.

‘Table 7-5.

»

Successful outcomes :

final (trﬁncatcd)

rank order by the average rate of success

cach of the flna] groups is deSCllde in

groups in’

Group

. Numbher’

Number
of Cascs

Average
Rate of
Success

Characteristics of Respondents
Scarch Strategies

and

25

22

- 27

s A

ERIC

-

118

83"

89

57%

54,

)

Respondents who made 30 percent or
more of their contacts in person,
were professionals,: manaqcrs,;or ser-
vice workers; and had family incomes

of $6,000 or more;

and’

and krew 20 percent

or more of their contacts. personally

Respondents” who made less than 30
cent of their contacts in-person;
made 90 percent or more of their con-.

tacts by phone;
cent of their

espondents'who made
rnore of their

all d lce
contacts VLTC male

cCES Lhan

30

per-
and;

Jer-

. D
30 percent or

were clerical/sdles worlers,

collar workers,
or uncmploved;

median incomes of
-and who did

with

formation;

retived,

orx

who know le

cdntacts perny
of inf

sources
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not use
and
bluc.
th: 1]1
somal lv;

55

housewives,
and livod

who were

$8,000

and who

n)mutlon

centacts in person;

bluce

oxr

uscd

and

retired,
in tracts

more;

magazines for in-
heousewivaes,

collar workers;
50 perceint of: their

and
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Table 7-5.

Successful outcomes: final (truncated) groups in

rank order by the average rate of success (Continued)

\
\

'

Group
Nunbex

Numnlhaor

of Cuwoes

\

\

i

Average
R:.lt\‘ Of

fuceess

Charactceristics of Respondents
and Scarch' Stratcgies

11

24

20

O

ERIC

Aruitoxt provided by Eic:

76

77

60

84

73

£56%

319

Respondents ywho made 30 percent or
morce of their contacts in person; and
who were clerical/sales workers, blue
collar workers, houscwives, retired,
or uncmployed; and who lived in tracts
with median incogpes of $6,000 or more;
and who uscd nagazines for information

Respondents who made 30 percent or
more of their contacts in person; and
who were professional, managers, Or

| service workcers; and who knew less
than 20 percont of their contoacts
personally '

Respondents who made 30 percent or
more of theinv contacts in person; and
who were professionals, managecrs, or
service workers; and whose family in-
come was less than $C¢,000 .
Respondents who made less than 30 per-
~ont-of their contacts in person; and
who wade 90 percent or more of their
contacts by phone; and 30 percent or
more of thc:r contacts were male; and
who were professionals, clerical/sales

|workers, hdusewives, or retired

ERCSpondchtS who made less than 30 per-

cent of their centacts in person; and
who made less than 90 percent of their
icontacts by teclcphone; and whose

ifomily incomcs were $15,000 or morc

|
Respondents who made 30 percent or
morc of their contacts in person; and
who were clerical/sales workers, blue
collar workers, houscwives, reolired,
or uncmployed; and lived in tracts
with median incomes of $5,000 or more;

and wheo did not usc magazines; and who

v
\
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Table 7-5.

. . k4

Successful outcomes: fipal (truncated) groups in
rank order by .the average rate of success (Continued)
Avcrage i
Group Nurdeer, | Rute of Characteristics of Respondents
Number |of Cases | Suxccess

and Scarch Strategics

31

19

15

. 28

ERIC

Aruitoxt provided by Eic:

106

141

492

70

24%

239

18%

were housewives, retired, or blue
collar workers; and who knew less than
50 percent of thzoir centacts personal-
ly, and who uscd 0-2 socurces of
information -
Respor.dents who made 30 percent or *
morce of their contacts in person; and
who were clerical/sales workers, blue
collar workers, houscwives, retired,
or uncmployed; and who lived in tracts
with median incomes of $£8,000 or more;
who did not use magazines; and who
were vnemploved or clerical/sales
workers; and who were white

Respondents who made 3. percent cor
more of their contacts in-person; and
who were clerical/sales workers, blue
collar workers, housecwives, retired,
or uncmployed; and who lived in tracts
with median incomes of $G,000 or more;
and who did rot usc magazines; and who
were housewives, retired,; or blue
collar workers; and who knew 50 per-

cent or more of their contacts

personally

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 uncimployed '

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.

Succes

sful outcomes:

final (truncated) groups in

rank order by the average rate of success (Continued)

Group

arber

Nurrker
of Casaes

Average
Nate of
TuceeEeEs

Characteristics
and

of Respondents
Scarca Strategies

33

30

168

89

59

[e2]
ce

vho were.managers, blue collar
workers, ccrvice workers, or
anmployc -

nes oonocnt .who mad~ less than 30 per-
cent of their contacts in verson; and
lcess than 90 percent of their contacts
by phonc; arnd whose family incomes
were less than $15,000; and who were
‘profecssionals, managers, or blue
collar workers; and who were male

Respondents who made 20 percent or -
more of their contacts in person; and
who were cT:Llcal/ ales workers, blue
collar worke houscwi--es, retired,
or uncmploycd and who lived in tracts
with median incommes of less Lhan
£8,000

AJ’

Respondents who made 30 percent or
more of their contacts by phone; and
who were cldrical/sales w)zk01s,\blue
collar workers, housewives, retired,
or unemployeced; and who lived in tracts
with median incomes of $8,000 or more;
and who did not use magazines; and who
were clerical/sales workers or unem-
ployed; and whe were non-white

espondents who made less than 30 per-
cent- of theiricontacts in person; and
who made lees than 90 percent of their
contacts by phone; and who had family
incomes OF less than #15,000 and who
were proicessionals, managers, or bluc
collarvauLLLrs, and who were female

ERIC

Aruitoxt provided by Eic:
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In interpreting the %rce, only the major findings

which contribute to our understanding of scarch outcomes will
be discussed. TFirst, it is interestina to note that the first

« variable which discriminated best among respondents was a search
erthgy vari:ble, the percentage of contacts made in person.
Thics variall. ﬁhs not cnpected to be such a good discriminator,
althouch a yost-hoco cnplunation readily cemes to mind (i.e.,
face-to-face confrontulion tends toe lead to results wherees the .
strotegics of 1aking Lolephone qallg’or writing letters are less

effective in producing the answers).

An onious conclusion which can be made based on this
modcel is thal' no cne strategy works best and that demographic
characteristics interact with scarch strategies resulting in )
some stratcgics being rore effcctive for come demographic sub-
groups of individuals than for others. To illustrate this
point, let us examire groups 25 and 27 in the uppcr portion of
the tree diagram. TFor group 25, which includes primarily pro-
fessionals who do not have low incomes, a particular advantage
accruds to contacting personal acquaintances for information or
for help. However, for perscons in other ochpational categbries,
coatacting 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 lcnd crédcncc
to an earlicr hypothesis (sec Chapter TFive) that profeséionals
and persons at the higher incowe levels are more successful in
problem~solving because they krow influential perﬁons. 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
these persons, the most effective strateay appcars to be that ¢
using a greal number of sources (perhaps a "shot gua" approach) .

rather than turning Lo personal acguaintances.

Q 182
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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-
prone rather than in perseon and whose contacts were predominantly
female. At a minimum, this may indicate that making tclephone
contact is the sccond best method of contact (followed by letter
writing or making no contacts at all). The recason ' {or the diffcr-
ences in success rates based on scx of the perseons contacted is
unclear, cspecially since there is no indication that females are
congidered helpful more frequently than males (see Chapter Five).

Turning now to group 11, é';ajor factor entering into
the success of this group appeérs to be the use of magazines '
for iiformation. Similarly,'in.Section 7.1.23 of this chapter,

a relationship was found Between success and mragazine use. A
question which cores to mind is whether these individuals
actually obtained helpful information from magazines or whether,
magazine use is a proxy yariéble for some other characteristic
of thcse 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/questicns. It was found
that for three specific problems/guestions (complaints about
maladies, high focd prices, and a general fear of crime) success-
ful respondents were morc likely, by a factor of two, to have
uscd magazines thaﬁ'unsuccessful rcspondents (45 percent to 22
“percent). It is conceivable that articies relating to»theée
problems/questions such as doctor's columns, low-cost recipes,
or how to protcct one's home against burglary, etc. may have

provided useful information to these respondents.

A final comment on the tree analysis concerns the

Ancome variables and their positions in the tree. 1In all but

183



&)

E

“tacts in person, using many sources, etc.).

'y

one of the four major branches in the trce, either family in-
come or median tract income centered 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 generallvy hiqhér success rate for those at the
higher levels of income regardless of which scarch strategy is
uscd. Novever, the breakpoints are considerably lower in the
upper porticn of the tree, indicating that being at the very
highest levels of income is not.necessary‘to success, provided 7,

~

that an cffective search strategy is used (e.g., making con-

oWy
)
-

7.3 Future Strategies of Unsuccessful Problem-Sclvers

" .
" 1ndividuals who indicated that Ehey were not com-
pletely satisfied with the answers or solutions +r~2y had ob-
tained wore asked what else they plannced to do (questionnaire
item II-15, p. 15). The reply that "nothing can be donc"

increased with median tract income and age (Table 7-6). Only

" 13 percent of those living in tracts with median incomes of

O

RIC

less than $4,000 séid that nothing could be donc in comparison
to 33 pecrcent of those living in tracts with the highest median
incomes. The clderly were almost twice as likely te say that

nothing could be done in comparison with younger respondents.

Converscly, those living in low-income tracts and youny roespon-
dents (less than 25 years) were more likely than the typical
respondent to indicate that they planned to make contacts. . ¥
lonwhites and professionals also tended to give this response

more frequently when comparcd to the sample percentage.

These findings with respect to the nonwhite and low

incoma respondents are intceresting since they appear to contra-

ict the findings of others (see, for cxample, Caplovits, 1967)
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which point to apathy and'feelings of ineffectiveness among .
these subagroups. On the éontrary, nonwhites and, morg particu-
"larly, the pdor reSpOhdcﬂté in the sample were most likely to
 have plans to.make furthor contacts and were least likely to
-~ say that nothihq could ke done. The elderly, on the other hand,
more ncarly f{it the characterization of apathy so frequently

‘used to describe the poor.

C 7.4 Summary and Discussion

&
Succesg in problem-solving was fouﬁd to be related to
' demographic characgeristics of respondents. In particular,
those with the highest incomes ,and at the highest educational
"levels had higher success rates than other respondents. These:-
subgfouos, it may be rccalled, tended to make more active
‘searches and to make qualitative]y different kinds of perébnal
contacts than the typical respondent (sec éhapter Six). 4Tﬁe
information or help obtained by these subgroups of individﬁals
was albo 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 helpfuvl in retrospect pre-

cisely becausc they were more successful than other reéspondents.
L <Y : ) . < )

N - w

Different problems/questions were associated with
different success rates; however, no ﬁnitaxy concept was formu-
Jlated to account for wvhy sone problems/questions tended to be

, resolved with greater frequencies than others. A dimension of
the information system which has not becn a major focus of this
_study may explain some of thege variations -- that of resources
being availablc in the community to meei the particular nceds
i ‘of residents. Thg‘complcx issuc of which problens or questions
-arc "solveable" also hinges on the?acccptabilizy-of alternative

~
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solutions to dindividuals. What may be acceptable.to one indi-’

vidual may k¢ unacceptable to another. Where resources are

“.limited, success depends on the ability of individuals to

generate and/or accept alternative solutions.
' I

»

Scarch stratcgics were alse related 1o success in

that those vho made poroonal contacts and ‘thosc who used maga-

zines were wore likely to be successful than those who did. not.
Interestingly, the ucse of newspapers, televisién, radio, books,.
or libraries was not reldted to success at this gross level of

amalysis. ' A '

. A number of interesting flndlngs resulted from the AID

model which was devclowed to predict success based on respondent

chdracterJCtlc and search ctlatcglos._ In particular, 1nterprc-,

tation of thé model leads to the conclusion that different
ﬂstrategles are effective for different subgroups of 1nﬁ1v1dual§}
Contacting one's personal acquaintances is an effective strategy

for proféssionals and managers.. However, for other occupational

groupiﬁés,'thiS'is an ineffective strateqy, presumably because
the pcopie that nonprofe551onals krnow personally are not likely
to be- pOVﬁrful or influéntial. For nnnprpfessxonals, the better
approach is not to turn to friends or relqtivés but to Lse as
many other scurcés as poésible.' Although this alternative
strategy is cffective, it remains a fact "that the best resources
are accesséd_more cffortlessly by the mpfe advantaged merbers of
society.. | ' '
While the income ICVﬁl of thc respondent or of the -

tract in which he or she llvcd was hlthy predictive of success,
X

some search strategies seemed to mlthate this offect. .Spec1f1c—'

ally, making contacts in person resulted in more success than

other methods of making contact. Consistent with.findings re-

pofted carlicr4 magazine usc Wwas anothcr strategy related to

success.

- . . 187

O ' - . - . . PR

RIC

Aruitoxt provided by Eic: - .

g



-

Finally, with respect -0 the stated future stxategies
of unsuccessful respondents, it was encouraging to note that tlre

. 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-ﬁb apathetic about dbgﬁinuing their searches.

‘Nonwhites, while not-characterized by a lower than average

success rate, also cowié‘ngt be described és apathetic based

on their resbdﬁses. ‘liopefully, the stereotype of the apathetic
poor and black population in the 1960'5; will be a myth in thé
1970's. On the other hand,’ the ;ésponscs of the eiéerlyain our
sample were noﬁ as cncouraging with~a1most half of them saying

that nciviiing could be done and only & thi.rd planning to make

-furthe: contacts.

. . 188
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’87" EXPLORATORY TESTING OF SELECTED FINDINGS
By '
Edwin E. Olson*

o~

~

8.1 " Objectives

. ’ .
The purpose of LLJS final phase of the study was to
develop a methodology for uqq0551na the capablllty of library

. and information agencies to deal w1ph‘the kinds of problems and
queétions identificd by residents of the Baltiwore Urbanized.
Area during the survey pﬁése.: It was desirable to consider the
usefulness of such a methodology, if it could be: developed, as

a £ool for library and infbrmatioﬁ service planners. -Because of
limited rcsources and the restrictions of the Projectwto one
urban arca, efforts in this phase\m@st ke cons.dered only explor-
atory; but, hopef ully the findings &nd implications of this

phase/W1ll be a useful guldc for future efforts.

.

A

ﬁ8.2. _ Approéch— o ' L | ‘ .
oo . .

The approach in this phase was analogous to previous
studies de.igned” to develop methods for measuringaa library%s
capability\fdr meeting the,necds of its ﬁsers for materials. By
drawing sarnles of the matcrials cited by medical sqhobl faculty
in their research and attempting to obtain these-materialg;'a
library's. capability to deliver materials was.calculated. After
gauging a nurber of librarics witH this docungnt delnvely capa- :
bility test, 'a qL“ntltatlvo score for cach llbraxy was cbnstruct—
cd using the methomg}ogy dcycloped by Orr, ect. ali (19C8).

N
. ’

* . . L . : . ¢
Principal investigator, exploratory testing phase.
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analogy, the plan for this phase was .to gcnerate a pool of spe-
cific problems/questions that were identified by urban residents;
sample this pool, and then dctermine what kind of solutions or

' answers to these problems or yuestions could he provided by in-
formation focilities in the Raltimore Urbanized Arca, The
agssunption was that the infcraation u:nn01ns have the capcbility
‘of preoviding soluticns/answers to resident's problems/questions
eithcr'from their cwn gesourcas or by'tapplng the resources of
other institutidns in the arca. It Was &lso hoped that a begf;—
ning could be made in developing a méaﬂr of mecasuring, in the
aggregatce, the capability of the urban evea to rcspond to resi-
‘dent prbblcms/quostions. The ppbl of rocidents problems/ques-
tions‘which wils used in this pnase was nade up of items previously

identified by the varicus residents as "wost ,important" to them.

The methods for prescnting infor matJon agencies with
a sample of these problems/cuestions wore developed in a pretest
with .two informaticn facilities in Prince George's County (not
4in 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 Public Library system and (2) a
regular branch llhgary in the same syuL<m. . _ i
From available lists of agencics in the. Baltimore = °
Urbanized Arca which claimed geoneral in mation and referral
activitics as a major functicen, eight ~ acies to approach for
the experiment werc idcntifgcd. RBetausce of the requirdd commit-
nent of vwell over cone day's staff tine,<only five agreed to
cobpefatc in this experiment. These wore: (1) Anné Arundel
County Public Library, (2) Baltimore County Public Library,
.(5) Enoch Pratt Free Library, (4) Hcalth‘and Welfare Council
of Central liaryland, and (85) Lighthouze (a "hot]jno“ in

‘Baltimore County). : ’

ERIC .
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8.3 : Mcthodoioqy

-
: o /5"
7wo samples of the "most important" problems or qjes-
tions identified in the survey were drawn: (1) a random sémple
of 100 and (2) a sample of 26, which was a subsct of the sample
of 100. The sarple sizes of 100 and 26 were‘deteémined in the.
brétest to be the maximum number that information agencices woﬁid
handle in & test situation. The second sample (Subset) was
selected from the 100 in the following steps: (1) the-.most
prcdominan® topic catcgories of problems/questicns in the 100
items were identified, yie}ding"a”subseé of 41 problems/ques-
tions; (2) all of the quéstioné‘which had been previously coded
4s requests for information wercrselected from the subset, yieidf
ing 10; items; (3) an additioral 16 problems/questions were
sclected Lfrom the subset of 41 (léss the .10 al:?ady seleccted)

e}

to arrive at a sarmple of 26 cuestions.

8.3.1 Professionals' Ability to Perceive beblems/oucstions

One major task was to determine the ability of infor-
mation professionals -- representing the agencies -- to perceive

the information needs of rosidents L

In an interview information professionals were asked to_
rresent a listing of their own perceptioné of subject areas which
frcqucntly come up in the lives of pecople living in their adencieé'
service arcas. Then upon probing (giving the respondentéMB list
of topic categories which had been given to the residents of
the sﬁrvey), the respondents were asked to list the subject
arcas of nrcblems/questions which came into their facilities
regardless of whether or not thece were topics they had previ-
ously mentiondd. .The intent was to be able to contrast the
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latter listing with the. problems ﬁérceived'to exist in the com-
munity-but which did not come into information facilities.
After this opening scction of the interview, thé information
prof0551onals were asked to respond to each of 100 prohlems/

rd by residents in the earlier sur-

gquestions which had been pos
vey by placing the sheet upon which the problems/questicns had
been recorded into a pile according to how they would respond

to them if cy came into their agency during the normal ‘course
of business. The problems/cuestions as given to the information
professicnals were exactly as recorded in the field, including
any miscpellings or omissions of connecting words by the

intervicwers.

Along with a cateccory 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

nceds; quite sure we can handle it; (2) can rcfer but uncertain
if referral will mcet the person's nceds; (3) necd 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 intervicw respondents were

- instructed to detail their resnonscs to the _sample oif 26 problems

or questions which were left behlnn for thls purposc. The respon-
dents were asked to deal with the qucestions or problems just as
they would if they had been phoned in, or if the persons had come
inte their agency. For ceach question a'recordinq form was pro-
vided@ for recording behavior in dealing with the problem/question.
This form was desiogned to be similar to the intefview schedule
used in the survey of residents.  The response record asks the

information prokc,ulonal to describe for each problem/question

the information—,C(}lng bclav1or of those in the agency dealing

192 ' :
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with the issue (usually only the one professional), including any
contacts made with any person durina the search. A sequence of
questions on media probc& for any rcdio, TV, ncwspraper, magazine,
book, ramrphlet, or other media or institutional sourccs which were
used in the infcormation-socking cclivity., Finally, the informa-
“tion professionals were asked to contrasit the variouvs sources used

and sp

)

rculate wiiether thoy obtaired satisfactory solutions/ancwers
G

to recidents' problems/quostions.

8.4 Findinus

Throuaghout the present scction, the five participating
agencies are referred to as A; B, ¢, D, and . The various
analyses reportced herein do not neccessitate the identification
of the zpecific agencies. The "findings" outlined in this scc-
tion arc not ir any way cgeneralizable but arc rep rted only as

a means of illustrating and asscssing the methods used.

8.4.1 ' Perceptions of Regident Problems/Ouestions
_ , !

Table 8-1 comrdres the brcad toch areas of problvmu/
guestions which the rpclrcnts in the qamnlo and cach of the five
inforwation professionals considorad te be most: important. . For the
citizens these problers are the ouss they had been attempting to
cope with -- problems of changing neighbcihoods, maintaining a
houssheld, consumer affairs,; cte. Interectinaly, Lhere was no
apoarent corrciation betireen thesco and the profcssionafs' '
perceptions., TI'or coxample, the wvﬁulcm/qHH"tlor topic area
most frequently mernticnced by the residents ~--neigblos hood -

was mentioned by only one informatlon professional.

Q ) 1 9’3
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Table 8-1. Major information problem/question topic catcgories
cormparison of residents' necds and information profes-
sionals' perceptions of residents' needs

Information Prcfessional's
Perception of Residents!
Rank Crder ‘
Topics Most Tolal
Frequently Menticonroed | Residonts! Times
by kesidents Rank Oxder | A B C D I Mentioned
Neighborhood 1 9 1
Consumer 2 3 7 1 3
Housing/Maintcnance 3 5 5 6 4 4
Crimc and. Safety ‘. 4 1 1 10 3
LEducation 5 8 4% 8 2 4
Employmant 6. 6 7 3 3
Transportation 7 : 2 4 5 3
Finance/Public .

Assistance 8 1.5%* 1
Health -9 7 2 2
Miscellancous 10 5%¥ ) 7* | 6 5* 5
Recrecation 11 3 12 2
Discrimination 12 4 6 ' 2
Legal . i3 a 1 11 6 4

*
Average rank derived when agency listed one tOplC category

under two Or more names.

T&e grcat amount of variation emong the five profes-
sionals themselves also indicates that information professionals
lack any tvpe of common perception of the most important;needs
as indicated by the residents’ problemé/qucstions. This isg possi—
bly becausec, as revealed in -the analysis of survey data, these
needs arc seldom communicated to library and information facili-
ties (sce Sections 6.1.3.3 and 6.2.3). 1In addition there might j:
have been a better correlaticn if the comparison to the rank __u}
order of residents' problcms had been restricted to respondents .\Q\
living in the area served Ly information professionals. However,
the size of thle sample did not allow this.

¢
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8.4.2 Response to Resident Problems/Questions

Vhen asked to meke a quickh judament about the sample
of 100 infcrmﬁtion prebliems/questions, the information spoecial-
sts on the averace feolt thalt they covld deal with 46 porcent of
tue items (U ble 8-2). £ those approrimately half were items
they could rofer to onother agerncy and half were items with which
thoy couldar not deal. Almost half were items thot requirced more
infermaticn trom the 1o pon\nnt about hlf request -- ‘either the
problem or ¢uestion was amblcvuuf or the specialists necded more
information about the resident's situation. This could reflect

a weakness in the methodology.

When given time to work with the subsct of 26 broblems/
questions, it appcars from Table 8-3 that the professionals
carlier guick judgments on the subset of 26 among the sowple of
100 were cither nearly accuralbo or wore undercstimates of their
capacity to respond. In thrce jnstances -the institutions sigx
nificantly underestimated their ability to deal with thesc prob-
lems, while in two cases they slightly overestimated. The

. method of sorting proklem statements in this test would appcar

to pl ¢dict a mlnlmum capability.

The differcnces among agency responses were not SO pro-~
nounced when assesoing enly the quick-judgment sort of 1060 sheetx'
as opposed e actually dealing with the preblems/guestions (the
sample of 26). At tha exticiics the difference among the five
agencies for the initial sort was 27 porcentage points, whereas
for.the sample of 26 it was 5¢ percentage points. This suagests
that the agcncies' ability Lo dceal with typical residents!
problems/guustions can best bLe determined in actual (or possibly

simulated) work sitvwations.

ERIC
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Table 8-3. Information agency response to resident information
: ' needs: intrasample comparison of problems/questions
dispositions ' o '

-Poreent of Probten: /uostions Which Information Profes-
sionals or firencicos could Dandle (Categories 1 and 2)

hgency .Qr5¢x Jud;xsnté (N-+ 2C) Actuhl Colutions/Answers (N = 26)
—.l.--...m~s—-... - . - -
A 46% 629
n 19 . 26
D " 42 46
B 46 ' . 85

Wien the infermation professionals' responses were
analyzeca by topic arxea (Tablce 8-4), the mean responses for
the:agcn:ioﬁ showed that recgardless of topic area, profes-
sionals conid deal with over one-third or close to one-half of
the problens:i/questions. Major areas with the lowcot scores were
crime and safety, consumer matters, and cducation. Further, the
range amorg the individual agency scores revealed that generally
there was not closc agreement amdng the agencies as to whether
‘or not a 1opic area could be dealt with. For prdblers/ques-
tions whi 'h agencies Felt they could handle, either by using
their own resourcés or by referral, there was greater consensus
-in the subjcct areas of housing and financial and public 1
assistancs. The drca of hezlth showed a large awount of dis-
agreement and erime and sdfcety, edncation, and miscellancous

aiso revealed high variation amongy agencies.

‘ ‘Overall, it appears thot institutions nay- be judged
individually as to particular subject-area strengths and weak-

nosses; but it is difficult to:make a general statement hecause’

of a high degree of variabi® ity.
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‘ Table 8-5 indicates the degrece of consensus among the
informaticn professionals' judagment with respect to their insti-
tutions' capabiliityv to dezl with the problems/questions of the .
residents (eithoy through thedr own yesources or by referring
them to enother informatien disseminating ageney within the
cemmenity).  The pumber in the lefthinnd colwn significs the
number of agencices which could handle the sane individual prob- -
]gﬁs/QUu:Licns listed in thoe righo-Laend coluwn. Yor instance,
only 11 poréent o all of the problams could be handicd by all
five information agencies (zee Figure 8-1 For the list of these
11 problews/gucstions).  Four agcncies could handle an addi-
tional 21 percent and less than half (44 percent) of ihe resi-
dents' individual problems/questidiis could be handled by the
srajority of the information agencices. The large portion of tho
problens/cuestioss which counld nét be answércd by aﬁy of the infor-

maticn agéncics oy be explained by the fact lhat the unsolved

problems /questions stated by the .residents were generally vague

and unspecific (sce TFigure 8-2).
B & .

Table 8-5. Degrce of consensus among information-professionals
on the capability of their institutions to handle
citizen questlons/problpms

Kumber of Professicnals Strting Numler of Casces Where There was
They Could Hiaadlao Preblem Aarceement:

5 - 13
4 ’ 21
3 12
2. ' , 22
1
0

12 : .
. 22
otal ™ . 100
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Nunber of Profes-
sionals Vho Could

nower Refer

5 0 Ve like to know if there is a day care
center here in the neighborhood.

3 2 fhere are rats in the bacl alley. Three
‘ or fouy recple bove calied Hhut.no onc has
. come to do anything about them.

3 2 I am conccrpéd ahout theése boarded up

) : houscs noxt o me. Is tho government or
city going to renmodel or tear them down
because sowetines people brealr in the rear-
of thew, and clind on the roofs over there
and on minc, too.

3 2 Iy back alley is all brole up from dunmp
trucks when they built up out here.

3 2 “Javing troéuble actting medical care card
for wife and for wyself from Welfarc.
-3 : 2 We had muddy watcer coming from the spigots.
' We get in touch with our councilman. Ve

- . - —_thought he could talie care of it. We just
i wanted to know how to make the water
cleancd up.

3 . 2 * The union to which I helong was taking out
- .mcre woncey than then should have out of my
check. I wanted to find out why.

2 3 vhy can't we have wore policemen walling
the beat in our ncighborhcod? ’

2 3 A placc ko live, I have to move out of
this hcll hole. %he pipes leak ~-- there
"is a hole in the roof from that storm
Agnes and water leaks on nwy sofa. ‘The
toilet wvon't flush right, I have to koep
a buclzct under it to keep the urine from
going on the flcor. The place stinks.

& .
Migure 8-1. Residonts' problens/questions which all information

profcennionals could answer or refor (from somple of
100 "lMoot Impeortant” problems/questions. '

.
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‘Number of Profes-
sionals who Could

Ancwer . Refer

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. - . :

2 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
,live here anymore, but I have to pay in-.
surance “for him. He never drives the car
any. : ‘ v

2 | . 3 Bought air conditioner.  Sometimes it
drips in the front. -Have to keep'a little
‘plate under 'it. Drips insi” the house.

- Figure 8-1. Residents' problems/gquestions which all information

professionals could.answer or refer (from sample of
100 "Most Important" problems/questions (Continued)

A Figure 8-1 lists the 11 specific problems/questions
which all five information agencies could answer either with

- their own résources or by referral to another information dis-
seminaﬁiné agency with the assurance of that agency's dealing
with the referral. = The problems/questions have certain simi-
lér}ties among them in that residents are stating problems/
qﬁestibhs which require direct factual resbonses. " For example, -
finding information on day care centers is a specific question
which can be answered effectively by each informaéion profes-
sional using information sources physically present in his or

her agency.
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Category 1l: Five : ' Examples

Could Handle Prokblem '
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 leep a little
plate under it. Drips-inside the house.
Category 2: Four ' ‘
Could Handle Problem v o
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 1 know they have English
Labs and Nath Labs and I don't understand
them.
.I'd like to know where I can _get info on
them here. I am going-to be a elem.
school teacher in music.

¢
We need sewerage in this area. Our septlc
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 €xperience in middle.
class areas in changing nethbOrhoods in
Baltimore County -~ Community. I'd like
to know what extent the white people are
_ moving or stlcklng it out.
- Category 3: Three
Could Handle Problem- “
' ” My son filled out a letter at school for a
summer jOb and he hasn t heard anything
yet. He's 16 and he' goes to Robert poole

/

Figure 8-2. Information professionals' responses to citizen
~ problemc/questions- Random examples of problems/
questions from six categories acccrding to how many
profe551onals could handle problems/questions
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Jr. High School. I called the place he
worked last summer. The Self Hous1ng
Project and they said they didn't have
any positions. He also tried sdme othér
places but I-don't know where.,_ e

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
t ey are making it so mlserable thae he
‘'his gang will gquit. He a
are dlsgusted with the€ir tactics

company
Increase in drug traffic. ' e,
Crime ~-- some man stole narcotics from

At
M

.local store and raids in nelghborhoodﬁ

. ' afrald it will hurt my children.
Category 4: Two
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 pollce they
don't do'a thing about it.

Defective couch not taken care of to my .
o satisfactiorni. I had to go to court twice.
Category 5: One , , - ' ' -
Could Handle Problem ) o .
: 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

f

Figure 8-2. Information profess1onals' responses to c1tlzen
problems/questlons- Random examples of problems/

- questions from six categories according to how many
professionals could handle problems/questlons
{Continued) .
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vague ;and unspecific -- a lament more than an actual proulem. -

¥

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 do not go
out casually (for a walk)

N o My wife has arthritis -- 1sn 't able to do
. much.
. Category 6: None
Could ‘Handle Proolem
o . I have a lawyer at- legal aid who's taking
care of my problems, financial and bill
' problems. I Wwon't go into this because

(. it's confidential. and in his hands now.

Gathers that they are some sort of genfeel,
covert discrimination against blacks.
Seems to me that it makes it a little
uncomfortable for him to llve\around here
in that sort of structure. »

Look for 1- 1/2 years for house and good
S neighborhood; just moved into new house,
- but forced to send children to private
school. .

Figure 8-2. &nformation professionals responses to citizen
« problems/questlons Random examples of problemS/
) gquestions from six categories according to how many
profes51onals could handle problems/questlons ’
(Contlnued)

Flgure 815 llStS random examples of the reS1dents

2

Iproblems/questlons £rom all six categories (i.e., all five in-

formation professlunals could handle, four could handle, ...
none could handle) - The oroblems/questlons 1n Figure 8-1 were
ones that required direct factual answers; thls is the probable
reason for the successful handling of the problem/question by -
all five agen01es. 'Goi g'down the listA it can be seen that

when only one or two 1nformat10n professlonals could handle the . .

problem/questlon, the - actual problem/cuestlon 1tself is ﬂenerally

<
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~
The problems/qﬁestions that none of the five information prefes-
fionals could ahswer are even more general. 1In addition to the
examples listed, there are many others ih'the same category which
are basically complaints about the high cost of...(everything), a
general fear {(such as crime or living in a deteriorating neighbur-
.hood) , or lamenting the fact that an expressway has already been

lbuilt through one's backyard.

8.4.3 Agency Modes of Dealing With Problemsz/Questions

Tahle 8-6 indicates the modes of dealing with resi-
dents' prcblems/questions byAcomparing the information agehcies
to each other and to the residents. ;The sample of 26 prob;ems/

o éuestions*is divided into two madjor units: (1) those with which

¥ the agencies and‘citizens could not deal and (2) those with which

: they could deal, which are furthe: divided into three main cate-
gories based on whether reSpondehts used their own resources,
used cqntacts with persons and I"’V/radlo or used a comblnatlon
of these two. ;hls aind otherx analyses revéal the great differ-
ences 1n the manner in which agencies, when .compared to each
other,and to the residents, gathered lnroqyatlon in oxder to
solve the residents' problems/questions. ' '

.For example, Agehcy E is radically different from all
other agencies and the residents because ‘it reliecd heaQiiy on %\\
the files, books, pamphiets, newspapers, and magazines within
the agency's physicai facility.' Agency E dld not have any need
for contacts with persons or TV/radlo and. yet had the hlghest
number (22) of problems/questgons answered Agency C and the
re51dents seem to be 31m11ar in all cateqorles, and both were

able to deal with 21 of the 26 problems/quesflons. It is
- © G .

-
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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 pfoblems/questions.-
Agency A, which dealt with 19 problems/queétions was successful
by using primarily contacts with persons and TV/radio; and this
‘agency was the .higdliest of all groups that used these modes. On
* the whole, agencies B and D were nct 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
rnedces. M

As can be seen in Table 8-7, in contacting Porsons 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 frequehtly contacted by the residents in the same’ subset.

Table 8-7. ' Occupation of persons contacted by agencies and

residents .
Number of Persons
Contacted by
‘Agency:
Occupation 12 1B |IC |D |E |Mean |Residents
Caseworker, referral worker, agent | 5 19 |5/ 3.9 0
Policeman o 111]5¢§3]1}2.2: 3
Head of program, government
official, city planner 1114 1(21]1.}]1.8 1
Clerk, salesclerk, secretary, ’
programmrer 1 (2|4 1.4 5
Housing inspector, investigator 1 6 1.4 0°
Landlord, maintenance man 2 0.4 7
Lawyer _ ' 1|1 0.4 0
Teacher, librarian 1 0.2 4
DPW worker 1 0.2 0
~Friends 0.0 3
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Other freguencies-~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, particulerly those with a community-service orientation
‘(data not shown). A pcssible explanation for this is that among
iﬂformation specialists there is a greater knowledge of cvail-
able relevant services and an acquaintance with individuals
attached to then.

In connection with the use of print and other media
scurces, the information specizlists relies most heavily on
books and pamphlets, primarily in the problem/question areas
of housing and crime; whercas, residents made minimal use of
these sources, although they did place a heavy reliance on
newspapers. Each group placed some reliancei(on a recall basis)

< upon TV and radio talk shows, news programs, and sbecials (data

not shown). -

Both groups seem to make use of the print material
most readily available to them -- information agencies having
gensrally easisy access to books and pamphlets; residents to

s

newspapers.

- 8.4.4 Satisfaction and Helpfulness s

The information specialists felt that they had dcfi-
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 éearch for solu-~

i tions/answers to the same problems/questions (Table 8f8).

/
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Table 8-8. Estimation of adequacy of solutions/answers to resi-
dents' problems/questiocns: agency and residents

compared
.Was a satisfactory solutidnyanswer
"obtained?

Number of | No, Still

Agency/ Responses Yes, 1 Yes, Wlorking
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 findihg satisfactory solutions/answers/to resi ._.nts' problems/
questions; but, considering that one agenéy 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/questicns. -

_ Personal contacts made by agencies in their quest for
soiutions/answers were perceived bv them to be vefy 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 pecrsonal contacts were
very helpful and 38 peréent helpful; neafly half (44 percent) of
their personal/contacts were perceived as ﬁ&f'so heipful (Table
8-9). In one sense, then, residents‘ information-seeking with
respect to personal contacts may be more_"harhazard"/than that of
the professionals who appear to know the right people to contact

:
»~
-
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Table 8-9., Perceptions of helpfulness of personal contacts: com-
parison of agencies and residents

Helpfulness of Information or Sugges-
: tions Obtained from Personal Contact
Number of
Agency/ Persons very Not So
- Residents Contacted Helpful Helpful Helpful Total
. 9 228% 67% 1% 1002
B 5 60 .40 0 100
C 18 78 22 0 100
D 9 0 100 0 100
E 0 : 0
Mean 32 . 46
. 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 éample survey of households
in the Baltimore Urbaw.ved Areéa. By asking information special-
ists in five agencies to sort 100 sheété, each listing a problem/
~question, we were able to arrive at an apparent minimum capa-
bility in dealing with actual resident probléms/questions. A
subsequent problem-solving exercise using a subset of 2£ problems/
questions provided more exact tentative megsures for the overall
performance of each agency in providing solutions/answers through

Q@

their own respurces 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 hacd been liniked 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 centér, 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 ?rofessionals' information~seeking
behavior pointed to an apparentvlank of cooperation (perhaps by
omission rather than cesign) 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 expdnded testing program, involving more agencies
and drawing upon the.repertoire of information needs provided
by this or future studies, might be pursued in the Baltimore and
other urban areas. Outcomes might be assessed with a view to
dealiny with needs through the most effective and efficient con-~
figuration of agencies, strengthening each of the participating
agencies, better utilizing heretofore uhderutilized or unused
agencies, allocating resources among population subgroups or
topical areas of need, etc. Moreover, the data obtained and’
methodology suggested herein have obVious_impiicationS'for the

training of information specialists =-- in terms.both of respon-'

sivenéss and affirmative action. ‘ _ -

Because agency recsponses may vell have been influenced
- by the conditions of testing (e.g., a "Hawthorne" effect), fur-
ther work should scek to measure theseleffects, perhans hy means

‘of unobtrusive measuring.
) . 211 ,
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We recommend further experimentation in the directions
suggested herein, and lcok to the modification and refinement of
the methodology thus far developed. At the least, the applica-
tion of these and similar methods with fecdback to participating
agencies will allow both a more meaningful evaluaticn by those
‘agencies of their own capabilities and a means of generating data
for planning increascd cffectiveness. '

{
i

212

ERIC

Aruitoxt provided by Eic



BIBLIOGRAPHY

Ackoff, R. K. Toward a behavioral theory of communication.
Manaqemert Science, Vcl. 4, 1958, pp. 218-234.

Alexander, C. et. al. A pattern lancuage which generates multi-
scrvice centers. Berkeley: Centexr for Envircnmental Structure,
1968. ’

Allen, T. J. Sources of ideas and their effectiveness in parallel
R & D projects. Cambhridge: kesearch P’rogram on the Management' of
Scicnca and Technology, Massachusetts Inst&tutn of Technology,
July 1965 (Report No. 130-65). : ) '

Ascroft, J. Modernization and communication: Controlling
-~ environmental chance. (Doctoral dissertation, Michigan State
University). East Lansing: 1969. y

+ Beielson, B. The library's nubllc, ‘New York: Columbiz
: University, 1949.

Bernard, S. E., Kurtagh, E. and Johnson, H. R. The neighborhoed
service organization: specialist in social welfare inncvation.
Social Workx, Vol. 13, No. 1, January 1968, pp. 76-84.

Block, C. E. Communicating with the urban poor: An exploratory
inquiry. Journalism Quarterly, Vol. 47, No. 1, Spring 1970,
pp. 3-11. ) i .

Bowes, J. Information control behaviors and the political
effectiveness of low~income -irkban adults. (Doctoral cdissertation)
East Lansing: Michigan State University, 1971.

Brownson, H. L. Research on the handling of scientific
information. Science, Vol, 132, December 30, 1%62, pp. 1922-1930.
- : . [ 3

Bundy, M. L. Urban information in public libraries. Library
Journal, January 15, 1972, pp. 161-169. o .

Campbell, A. and Metzner, C. A. Public use of the library and-
~other sources of information. Ann Arbor: University.of Michigan,

Cangelosi, V. E.; Robinscn, D. M., and Schkado, L. L. Information‘
and rationale choice. Journal of Communication, Vol. 18, June
1968, pp. 131-143.

Caplovitz, D. The poor pay more. New York: The Free Press, 1963.

Clark, X. B. Dark ghetto: dilemmas in social power. Neéw York:
Harper, 1967. :
213 -

| 'EKC

wll Toxt Provided by ERIC



BIBLIOCRAPHY (Continued)

>

Cohen, A. K. and Hodge, H. M. Characteristics cof the lower blue
collar class. Journal of Social Problems, Vol. 10, lo. 4, Spring
1963, pp. 103-131. :

Cole, S.-and Cole J. Visikility and the structural bacsis of
awarencss of  scientific rosearch. American Sociological Review,
:Vol. 33, 19638, pp. 397-412.

Davies, J. R. The problem of information exchange.and complecte
information center concept. The Information Scientist, 1970,
Vol. 4, pp. 39-45. T ‘

Dervin, B. and Greenberg, B. S. The communication environment of
the urban poor. In Kline, Gerald and Philip Tichenor, Current
perspectives in rass communication. Beverly Hills: Sage
Communfbatibn'hesearch Annuals, Vol. I., 1972.

Dervin, B. Communlcatnon beheviors as related to LnFormatlon
control behavicre of black low-income adults. (Doctoral

dissertétion) East Lansing: Michigan State Unlver51ty, 1571.

Dervin, B. Report on informaticn needs survey —-- Seat tle and
Syracuse. Seattle: School of Compunications, University of
Washington, January 1973. .

Ddrdick, H. S., Chesler, L. G., Firstman, 5.,I., and Bretz, R.
Telecommunications in urban develovment. Santa Monica: The
Rand Corporation, July 1969.

Eisenstadt, S. N. Ccmmunication systems and social structure:
An exploratory ccmparative study. Public Opinion Quarterly,
Vol. 19, Summer 1958, pp. 153-167. -

“

Etzioni, A. Toward-a theory of guided\societal change. Social
Science Quarterlv, Vol. 50, No. 3, December 1969, pp. 749-754,
: S

Frey, F. Political develdpment, power, and\communications in
Turkey. -In L..W. Pve), Communication and Pcolitical Development.
Princeton: Princeton University Press, 1963, Chapter.1l7.

Furman, S., Connell, S., and Goldmaﬂ, J. The indirect values of
information and referral services. “Social Work Practlce. New
York: Columbia University Press, 1962.

Furman, S., Sweat, L., and Crocetti, G. Social class factors in

the flow of-children to out-patient psychiatric ciinics.

American Journal of Public Healrh, Vol. 55, No. 3, March 1965,
= _ )

pp. 12-18. _ 7

214




BIBLIOGRAPHY (Continued)

Gfeenbergt B. S., and Dervin, B. The use of the mass media by .

the urban poor. New York: Praeger Precss, 1270,

Greenleigh Associates, Inc., Diac¢nostic survey cof tenant house-
holds on west side urban renevald arca of Mew York city. New York:
Greenleign Assoclates, 1965,

Grunig, J. E. Conmmunication in community decisions on problems
of the poor. Journal of Communication, March 1972, pp. 5-16.

Havelock, R. G. Planning for innovation: throuch dissemination
and utilization of knowledge. Ann Arbor: . Institute for Social
Research, 1971. :

Health and Welfare Council of Central Maryland, Inc., Description
of operation of the information and referral service. 1962-1971,
Baltimore, Maryland: October, 1971.

Heidt, S. Knowledge and its conséquences: The impact of informa-
tion on a family planning prcgram. Arerican Behavioral Scientist,
- Vol. 12, No. 3, November 1968, pp. 43-47. .

Herzog, E. Some assumptions about the poor. Soc.al Service
Review, Vol. 38, No. 4, December 1963, pp. 389-402.

i#1ill, R. Judgment and consumership in the management of -family
resources. Sociology and Social Research, Vol. 47, 1963,
.pp. 446-60. o .

Hiltz, S. Black and white in the consumer financial system.
American Journal of Sociolcgy, Vol. 76, May 1971, pp. 987-98.

Hirschleifer, J. Private and sociél value of information and the
reward of inventive activity. American Economic Review, Vol. 61,
Spring 1971, pp. 561-74. :

¥ahn, A. J. et. al. Neighborhood information centers: a study
and some proposals. New York: Columbia University School of
Social Work, 1966. . : : ' :

Katz, E. The two¥stép f16w of communication: An up-to~date .
repcrt on an hypothesis. Public Opinion Quarterly, Vol. 21,
Spring 1957, pp. 61-78. ' - '

Katz, E. and Lazarsfeld, P. ?.v Personal influence. ~Glencoe
Free Press, 1955.

215




. BIBLIOGRAPHY (Continued)

Kilpatrick, P. Source Book of a Study of Occupation Values and:
the Image of the Foederal Scrvice. The Brookings Institution:
1964, vp. 20-24.

¢
!

Kline, G. F. Media time kudgeting as a function of demogiaphics
and life stylc Journalism Quartexrly. 1971, Vol. 2, Sumner,
PpP. 211-221 .~

Rurtz, N. R. Gaiekeepers: Agents in acculturation. - Rural
Sociology, "Vol. 33, No. 1, March 1968, pp. 63-70.

Levin, J. and Taube, G. Bureaucracy and the socially nandlcapped
a studv of lowcr-class tenants in public hcusing. Socidlogy and
Social Research, Vol. 54, No. 2, January 1970, pp. 209~219. S

Levine, S. L., White,‘P E., and Paul, B, D. Community interor-
ganlzatlonal problems in providing mealcal care and social
services. American Journal of‘Rublrc Pealth Vol. 53, No. 8,
August 1963, pp. 1183-1195. N R , - *

Levine, F..J. and Preston, E. Community resource orientation
among low-lncome groups Wisconsin Law Raview, Vol. 80, No. 1,
1970, pp. 80-115.

" ! >

McIssac, H., and Wilkinson, H. Clients talk about their
caseworkers. Public Welfare. Vol. 23, No. 4, July 1965,
pp. 147-154. - 7

Mendolsohn, H. 'Operation Gap-Stop: A study of the application
of communication technicues in reaching the un_-eachable poor.
University of Denver, Communication Arts Center, February 1968.

. Menzel, H. The information needs of current scientific research.
The Library Quarterly. vol. 24, 1954, PP 4-19.

-

- Morris, C. A proposed taxonomy for communication research
Department of Communication, Mlchlqan State University, Fast
Lansing (mimeo), 1969.

Naticnal Citizens' Advice Bureaux Committee. Advising the Citizen,
London, National Council of Social Services, 1961.

Noble, 5. H., and Wech°1er, H. Obstacles in eé ablishing cormunity-~
wide 1nformatlon systems in health and welfare. Welfare in Review,

Ogg, E. Tell me where to turn: the growth of information and
referral services. New York: Public Affairs Committe€, 1969.
- ——— . e ) ) /

216

ulText Provided by ERIC . N



BIBLIOGRAPHY (Continued)

Orr, R. H., Pings, M. Pizer, H., Olson, E., and Spencer, C.,

"Development of Methodologic Tools for Planning ‘and Managing

Services: . II, Measuring a Library's Capability for Prcviding
Documents," Bullctin of the Medical Librarv Association. £6:

No. 3, 241-267, July 1968,

Parker, E. B., and Paisley, W. J. Patterns of adult information
Seeking. Stanford University, Institute oi Communicatiions
Research, 1966. :

Pratt, L. Level of sociological knowledge among .health and social
workers. Journal of Health and Social Behavior. Vel. 10, No. 1,
1969, pp. 59-65.

"Price, J. L. The use of new knowledge in organizatiosns. Huhag'
Organizaticn, Vol. 23, No. 3, Fall 1964, pp. 224-234,.

Rainwater,/L. Comment. . ,looking back and looking up. - Transactien,
Vol. 6, No. 9, 1969. ~

Regional Health and Welfarc Council, 5,400 inguiries and those who
made them. Kancas City, Missouri: Regional Health and Welfare

" Council, |December 1965. -
ot - s T

Rieger, H,.,, and Anderson, R. C. Informathion sources and need
hierarchies of an adult population in five Mighigan counties.

Adult Education Journal, Vol. 18, 1968, rp. 15

, IR . . ‘ ‘ .

. Roe, A. | Communication’ resource centers. American BRsychologist,

Vol. 25,-.1970, pp.- 1033-1040. -: :

Rotﬁer,{J. B. Generalizeéd expectancies for internal versus
external control of reinfcrcement. Psychological Moncaraphs,
-~ Vol. 8C, (1, whole no. 609), 1966. '

G B ‘ ' . ; : . ‘ . :
Scott, R. A. The selection c¢f clients by social welfare,agenc1es:>
The case of the blind. Social Problems, Vol. 14, Winter 1967, ’

pp. 248-257. :

Seeménh L. Alienatioh, membership, and political knowlcdge.'
" Public Opinion Quarterly, Vol. 30, 1966, pp. 353-367.

Sjoberg; G., Brymer, A., and Farris, B. Buréauqracy and the
lower class. Sociology and Social Research, Vol. 50, April 1966,
pp. 325-336.

~
~

217




. ™
BIBLIOGRAPHY (Continued) .7

Spitzer, S. F. and Denzin, N. K. Levels of kn%wledge i an
emergent crisis. Social Foreces, Vol. 44, 1965-66, pp. 234-37.

]

Stark, F. B. Barriers to client-worker communication at intake.
Social Casewori. Vol, 48, aApril 1959, pp. 177-183.

~Tichenor, P. J. et. al. ‘Mgss media flow and digferential growth
in knowledge. " Public Ooinien Quarterly, Vol. 34, Summer 1570,
pPp. 159-170. - :

Udell, aJ. G. Prepurchase bechavior of buyers of small 2lectrical
appliances. Journal of Marketing, Vol. 30, Hc. 4, 1966, pp. 50-52.

3]

Voice of experience, Wilson Library Bulletin, September'197g,

pp. 45-53. ’ <
Voos, H. Information needs in urban areas: A summary ofresearch
in methodology. New Brunswick: Rutgers University Press, 3969.

Wade, S., and Schramm, W.-  The mass media as scarces of pupnlic
affairs, science, and health knowledge. Public Opinion Quart
Vol. 33, No. 2, Summer 1969, pp. 127-209.

Waisensen, F. B., and Durlak, J. T. Mas media use, informaltion
source evaluation, and perception of self and nation. .Public
Opinicn . Quarterly, Vol. 31, 1967.

0 ”

Westley, B. H., and Severin, S§.”J. Some correlates of medta
, credibility. Journalism Qua-terly, Vol. 41, Surmer 1264, pp.
4 325-335. | N : :

~ -

' gucker, M. Cjtizen's Advice Dureaux: The British Way. Social
Work, Vol. 10, No. 4, October 1965, pp. 85-91.
— : . . 3 - .
Zweizig, D. Predicting librarv use: an empirical study of the.
role of the public librarv in tne life of the adult public.
(Dissertation prcposal, Syracuse University Sd¢hool of Library
Science); June 1972. : : .

e

. S218 /o

J219




!

o

ERIC

Aruitex: provided by Eric

"
- -,
<
. .
¢
.
L
. *
AY
e ¢
.
~
.
.

220

C e e ven ey



APPENDIX A

SAMPLE DESIGN

A.l Population Description

gThe geographical area chosen for study was t@e Baltimore -
Urbanized Area as defined by the U.S. Bureadjof the Census. 1In
1976 épe porulation of this Urbanized Area was 1,579,838 peréons;
Other geographical boundaries considered were Baltimore City (1970
population - 905,757) and the Baltimore Standard Metrcpolitan. |
Statistical Area (1970 population - 2,070,668). An objective of
tha study was tosinclude 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 -
respondants, a probability sample nf households was desired.
Data were available from the Third Count Census Summary Tapes on
1nd1v1dua1 blocks within the urbanlzed area. Information items

useful for sample design were available for each block (e.g.,

number of year-around hou51ng units). The Urbanlzed Area con
tained about 512,000 year-around housing units. ’\y

L 3
A.2 Sample Methodology

\ An important design consideration was the need for a
Jéamplé that would be representative of certain classes of the
ovefall population. Low-incoﬁe blacks were of particular
interest, which required certain sampling procedures to insure

the sample'includéd an adequate number'for interviews. The study_
specifications called for interview attemptS'with-l,SOO households

with éxpected completed interviews for about 1,000 respondents.
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y . ‘
'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, followedé by a sample of households
within blocks and ultimately a sample of individual residents
within houscholds. 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

o In order to assure.ourselves of a representative sample
of blocks in the Urbanized Area, several factors wure considered
.important as stratification variables for each individual block,
viz., size of block in tgfms of yeariaround housing units,’ per-
centage of block population that is black, and estimated median
family income for a block. Except for the income'estimates; these
data were available for cach block on the Third Count Summary Tape
from the 1970 Census.' A Westat regression model waé used to
estimate the median family income for each block. Each block was
alsc 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 levels of income and the columns were 6 levels of percent
black compdsition. Tahles 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-1l. In
Table A-1 the number ofﬁlevels for ingbme and black composition
have been reduced. The heavy line in the table‘indicétes how™ the
total number of blocks in the urbanized area was divided into two
segments as follows: ' |

S
. Type I - all blocks with less than $8, 000 estlma;ed
famlly income and all blocks where the black
composition was 30 percent or more.

Type II - all blocks w1th estimated family income of
$8,000 or higher and less than 50 percent
‘black population.

Table A-1l. Percentage of housing units for Urbanized Area of
Baltimore as a function of income and black popu-
lation composition

, Black Composition
) Estimated Medlin Less Than | 905
. Family, Income 10% 10-49% 50-89% 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 2 ol 4 16.0
$ 8,000 - $ 9,999 | 16 2 2 -7 27.0
$10,000 - $11,999 14 12 9 1 17.9
$12,000 - $15,999 | 24 1 .2 C.2 . 25.4
$16,000 - $19,999 3 .2 . 3.2
$20,000 and over .4 .008 | .4
Total | 1 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-1l, 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 d?sign that produced
reasonable numbers 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 particularlinterest in
the low-income prédcminantly black areas, such a design required
oversampling of Type I blocks.

In the paraéraphs 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 hcuseholds the data
on the housing units were suppreséed so as not to reveal in-
formation on specific individuals or households. Two kinds of

1. Blocks specified on summary tapes with 1nformat10n
 suppressed (127 count on tape).

2. Blocks not on tapes but designated by Census
Bureau and shown in the publication, Block Statis- .
tics, Baltimore, Marvland Urkanized Area, U.S. -
‘Bureau -of the Census, Final Report HC(3)-106.

e

In order to sample the second class of zero blochs 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 becn omitted by efror 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 houéing units per
block for interviewing. Furthermore, assuming a 65-70 percent
response rate, a samplec 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 yéar-
around housing units located in Type I blocks (lower income and
black) and approximately 350,000 housing uniﬁs 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'l/520 for Type II housecholds 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'f
Type I blocks and about 650-700 year-around housing units (350,000/
520) in Type II-blqcks. Consequently, the Type I blocks were over-‘
sémpléd by a factor of two or twice their actual proportion of the
Urbanized Area. This type o:Z 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 f}pesbbf bldcks.

Another important stratification variable within €ach
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 samﬁle
individual blocks. Blocks were selected within each size
group in such a fashion that the overall sampling fractién 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

-
il

fraction of blocks sampled
£, = 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
sampllng fractions by size of block - Type I (low-
income and black)

. : Fraction of Fraction
1 Number of Number of Housing Units of Blocks
Block Size Blocks Housing Units | Sampled (fz) Sampled (fl)
<10 : 828 3,297 1 1/260
10 - 19 601 8,716 C 172 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 /12 1/21.7
160+ N 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 biocks, year-around housing units, and :
sampling fractions by size of block - Type II (upper
income white) '

_ Fraction of Fraction
1 Number of Number of Housing Units of Blocks
Block Size Blocks Housing Units | Sampled (f2) 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 Y 63,131 | 1/12 1/43.3
160+ 261 78,397 1/4 x 1/8 1/16.2 -
Total 8,896 352,060

ltYiear-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
 §ach size class the blocks were sampled at the rates (fl) shown in
Tables A-2 and A-3. For example, in the first size class, less
than 10 yvear-aroung housing uhits, Table A~2 shows that 1/260 of
‘the blocks were arawn'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 houscholcds in "z%Fo" 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 reiease 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
withiin the/Baltimore Urbanized Ar.a 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 ke a
list of individual households. ' To arrive at such a sample re-
quired the listing of househvlds for each of the sample blocks.
The actual listing operation is discussed in Appendix B,

Field Procedures. The listing opera£ion entails sending inter-
‘viewers or other personnel into the sample blocks and recording
each address located in the block. Large blocké, 160+ year-
around housing units, were segmented into quarters for listing.
For example,_a'block wi.th several large apartmént 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, fz,
for ‘large blocks.

{
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To accomplish the listing, interviewers and profes-
sional staff of Westat identified the éample blocks on Census
maps and explored the blocks rgggrding addresses. This'pro—
duced about 15,000 listing unigs in the 205 sampleABlocks. We
were then ready to sample the individual listing units or
households. Using the sampling fractions, f., shown earliet
-in Tables A-2 and A-3, a sample of individuai households was
drawn for interviewing. This resulted in a sample of approxi-
mately 1,600 housecholds. | ‘ |

Just as the iﬁterviewing operation was commencing, we

'discovered that certair sampled blocks (24 of the 205) were out-
side the Urbanized Area according to maps being used. This led us
to guestion the data on the census summary tape and we found that
approximately 50,000 year-around housing units wére'én the tape
that didn't appear in the publishéd reports for the Urbénizgd 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'Baltimére, the
‘Urbunized 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-ieplace the 200 sample housing units in-
the 24 blocks. Using the sample sampling fractiéns'(fz)_és shown
in Tables A-2 and A-3 a supplementary sample of 132 year—-around
hdusing units_Was drawn. This resulted in a sample design with
somewhatxmore 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
1,593 total year-around housing units

Dur@ng the actual interviewing operations 22 addttional'housenolds
were\discovered that had not been previously listed; hence, the

final ‘sample size was 1,615 houscholds.,

\

A.5  Respondent Sample
N

\\

Once\ a household was identified as being in the samole;
procedures were\used that prOV1ded a random selection of respondent
within the household The 1nterv1ewer completed a screening form
listing each member of the houseﬁold 18 years of age and‘over in
a specified order by age. Each household was as51gned a sueclflc.
pattern of random dlqlts for respondent selection 'that identified
the specific individual for interviewihg. In almost all cases
only one respondent per household was selected. Hoﬁever, in
households with more than four persons 18 years old and over,
more than one respondent could be selected with known probablllty.
1nterv1ew attempts, uslng up to three callbacks, at eechtof the

1,615 households resulted in 1,000 completed'intervieWs.
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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 apprcxl—
mately 15,000 households or dwelllng unlts and that an ayerage
of eight households would be selected for interview per block.

A dec1s1on was mdde\to prellst the selected blocks
rather than to use a colisting procedure in whish the interviewer
s1multaneously lists dwelllng unlts, randomly sa2lects households
for 1nterv1ew, and conducts interviews all in one operatlon. Pre-
listing was preferred because it would provide the opportuniiy to
validate the listings before 1nterv1ew1ng was begun and to main-

taln'tléht control over sampiing of. households for interview.

t

B.1.1 Listing Procedures and Materials .

Maps of ail blocks to be listed wére 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 units, all trailers in trailer.parks and other trailers;
‘which had a permanent foundation cr permeneﬁt utility tie~ins,
and all residential hotels.: * Those addresses which were .to be
excluded were: .any seasonal hous1ng, tranSient hotels, mllltary
basrs, institutions (hOSthalS, prlsons, etc.), and group quarters

t
&
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(dormltorles, boarding houses, etc.).  The listers were ins*ructe&

to list all hous*ng unlts on a block which met the requlrements as

- stated %bqve
g For blocks with more than 160 housing units, a sub-:

segmenting érccedure was used. The lister cruisea the entire

bibdk.opcey‘counting the total number of housing units. * He then

. subdivided the arca into caual 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 ﬁor_listing of large blocks.

The listing of blocks of less than 160 units was carsied
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 2 Listing Results and Validation

/ .
. - . / . .
In a number of cases, there were discrepancies between

thearesults of our liStings as compared to the 1970 Census figures
of the number of housing units for the sampled blocks. Whenever
differencées of more than 10 percent ‘occurred between our listings

" and Census figures seyeral methods wer'e used to®verify the: accuracy
of our listings., First, of. course, all maps.and figures wexre
checked for acCuréey; We then consulted the Baltimore'Geographic
'Base File, an address codlng guide show1ng the range of street
addresse% on each Census hlock face. However, this method of
validation was abandoned when it was found that- the fﬂ]e con-

tained many errors. .
/ “t
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We then referred to the Criss CrObS Dlrectdry for
Baltimore which lists addresses and elephone numbers by street.
Since cross streets are not always llsted 1n the dlrectory, it
was not possmble in aJl cases to determlne which addresses marked
the boundaries of a block flace. This method of validation was
also found to be unsatisfactory since residences without tele-
‘phones are not listed in the Crief Cross Directory.

The final validation technique uscd was a relisting of
the blocks which showed the largest dlscrepancles, by an 1ndepen~
dent«1nterv1ew1ng service. In the. 16 blocks that were relisted
" no 51gn1£1cant differences were found between. the orlglnal listings

~and the rellstlngs

'

Overall, there was a seven percent difference between
éthe'l970 Census figures (15,786 =nits) and our listings (14,193
‘units). In 108 blocks out of the total of 205 blocks listed,
fewer 1isting"units_were'found than indicated by 1-/0 Census data.
In 62 blocks, moye units were listed. These latter blocks in- '
cluded 13 blocks for which the Census, Bureau reported nc housing
unlts. 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 llstlngs, we can,only hypothesize"
_that the differences were due to other fictors beyond our control
"such as changes which have occurred during the two years that have
élapsed since the 1970 Census, Census Bureau ¢oding errors (1 e.,
errors in a551gn1ng housing unlts to blocks), or actual errors in -

'taklng the Ceneus.v - S !

As a further check against the oossibility of under-
'1isting, during the interViewing~phase‘of the study ihterviewers
were instructed to check for addltlonal housing units at all
bapparent 31ngle famlly dwellings. If a housing unit was "dis-
_—

" covered,™ interviewers-conducted an interview with an eligible
2 N ) . . ¥ )




. a .
member of the discovered houschold. A total cf 22 discovered

households were found using this procedure.

B.2 Interviecwing

The questionnaires were administered to 1,000 respcn-
dents @n the Baltimore Urbanized Arca which included the City of
Baltimore, and urban portions of Baltimore County and Annc Arundel
County.* The persénal interviews ranged in lenéth from less than
a half an hour to as much as twc hours, averaging, as expected
from pilot study results; about 50 minutes. The wide rahge in the /
length of the interview was due to variatious in the number of in-

formation needs ;dentif%ed per respondent.

‘B.2.1 Interviewing Staff

The interviewing phase of this project was scheduled
for a six-week period bedinning in July, 1972. ILottier-Nixon, a
locally bacsed interviewing service, conducted more than half of
the iﬁtefviews. This interviewing service had conducted several -
studies for Weé;at in the past and was particularly experienced
at inner-city iﬁterviewing. Since our sampling plan included ‘
oversampling in:the:low—incoﬁe and predominantly black areas of
the city, experience <in inner-city interviewing was a major
factor in’selecting an interviéwing service.u The interviewing
st;?;\conéisted of 37 experienced iﬁterviewers, approxiﬂately )
“half of whom were black and 25.of whom wexre 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. 4 -
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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 perceht
or more of the population was black. Interviewers were instructed
te notify their supervisors if they encountered households of the
opposite race in their arcas so that an interviewer of the same
‘'race as the respondent could be substituted. However, this
situation arcse infreguently 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 given
bonuses for completed interviews. The amount of the ponus in-
creased with the number of interviews satisfactorily completed
by an interviewer. ' The bonus system was de51gned 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 bonus system,dthe interviewing service had some diffi-
culty retaining interviewers. The difficulty appeared to stem
from the screening prccedure (more fully described below) - ‘which
often resulted in many callbacks to find the selected respondent
at home.

~ In addition to attritiocn among the interviewing staff,
the interviewing service also had a shortage of white 1nterv1ewers
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 sﬁpervisor who recruited a staff of 10 white
interviewers from Westat's files and from Census Bureau lists of
intervicwers in the Baltimore area. Working with the records from
the flr t 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 the initial 1nterv;ew1ng
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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 proportionétely

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 procrdures were used for the second staff of interviewers.

The first part of the session consisteé of an introduc-
tion describing the purposes of the study and an explanation of’
procedures for screening, random respondent selection, and
~callbacks. The scréening proccduré 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 houschold WOuld be -selected.
However, in households with more than four persons 1€ years old ox
old2r, there was a chance that mdre than one respondent would be
selected for interview. Since each household had been assigned

a specific pattern of random digité for'respoﬁdent selection, ‘'we
"were able to verify to some extent that thé 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, th~ random
respondent selection and callback procedures resulted in . :e |
frustration among the interviewing staff since no substitutions
were allowed if the randomly selected'réspondent was not found at

hone.
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The second half of the session consisted of a detailed
queStion-by—quéstion review of the questionnaire itself, followed
.by a mock interview, in which all of the interviewers took part.

In previous studices Londucted by Westat, the mock interview had
been found to be a successful training technique. Prior to the
training session, the person responsible for éondﬁcting the train-
ing makes up answers to an interview. Answers are carefully
selected to illustrate skip patterns, probing techniques required,
and other proccdures 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 procédure, importént roints 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 allctted for conducting a practice interview
which was reviewed and approvea by the supervisors of the inter-
v1ew1ng serv:ce before interviewers began the actual field work.
Including the trulnlng session, study time, and time spent praﬁ-
tice interviewing, a total of elghL hours was spent by each inter-

V1ewer in preparation for the field work. -

' Upon approval of practice interviews by‘the superﬁisors,.
interviewers were assigned séveral selected areas based on prox-

" imity to their own homes and racial make-up of the areas. TWO
'supefvisors worked full-time during the field period supervising
the interviewing staff. The supcrvisors were in contact with
their staff frequently by telephone and 1nterv1ewers followed a
weekly check-in schedule to receive addltlonal assignments and

individual corrective instruction based on an edit of their work.
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"B.2.3 Validation

°~ All interviews were edited for compléteness and con-
sistenéy’by the supervisors of the interviewing service and by
Westat staff. ?hroughout the period of field wdrk, 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.c., to determine whether
he or she had actually conducted an interview in the houschold
selected for validation and to ascertain whether the- screening
procedure had been followed properly). Secondly, validation was
used‘to correct interv}ewing 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 Loreening Form
and Questionnaire have been reproduced.
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FGZs7 ' ' NUSTAT HUSLantn. Tob.
11000 hebel Styceet
Rockville, Maryland 20857

SCREENING FORM -
- BALTIMORE INFORMATIOM STUDY

INTERVIEWER'S NaME

SeGMeENT Mo, TracT o,

BiLock No. HouscHotd Mo,

RESPONDENT'S ADDRESS

City or CounTy

TRIS SCREEHING FOR“ SHOULD BE TAKEN WITH A RESPONSIELE ADULT
AGE 18 OR QVER KHO IS A FENMEER .OF THIS KOUSEHOLD,

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_}his househo]d?'

RESULT OF CALL Result of Call
DATE TIME (Specify) ' Legend

) I - Interview
Ist CALL - A - Appointment made
NA - No responsible,

2nd CALL . adult at home
, NH - No one at home .

3rd CALP V - Vacant

ath CALL R - Refusal
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In order to know which question tv ask of whowm, I need to know a
little bit about the members of your househoid. Could you tell ne:

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 th2 number
you gave me? ' '

I IF NO, CORRECT ABOVE

2. Now I wonder if you could tell me the first names and
ages of the (give number) persons who are 13 vears of
age and older starting with the youngest.

RECORD FROM YOUNGES[ TO OLDEST HNAMES IN COLUMN A
B

AND AGES TH COLURN B OF SCREENING TABLE.

COLUMN A , COLUMN B COLUMN C
Names of Persons ‘ Selected
- 18 and older Age ~Respondents

O N O N AW N

o

-—
o

——
——

p—
N
L] L]

USE RANDOM RESPONDENT SHEET TO SELECT RESPONDEMT AND PLACE A
CHECK MARK IN COLUMN C BESIDE EACH SELECTED RESPONDENT.
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INTRODUCTION

Hello, I'm ' from Westat Research doing a study for
Regional Planning Counc17 We are talking to people living in'all
areas of Baltimore. 1In this study we want to find out what kinds of
guestions 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 pcople like yoursell can give the information we need. Everything.
you savy will Lo }ept strictly confidentijal; in fact, we are not asking
for the last name of any rﬂrson we intexrviicw. If I could have a few
minutes of your time, I'd like to explain a little more about what we're
doing. ' '

SECTION 1

1. 1I'd like -you td thirk back 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 scmething and you found it dlfflcult to get.
Can you think of somethlng like that?

/ 0 NO—»PK(QBES: We're interested in questions you've had on
any subject.

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 sone 1nfo*mdtlon. ‘

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,AGO T0 Q.2 ON PAGE 2

A. DESCRIPTION OF GUESTION OR PROBLEM: (Get a thorough descrip-
tion using prokes suen as: What information did you need?

What elce dtd you need to know about this?)
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Dadbdy Can o you thisi ol onyadng else like thel - an instonce
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 deserip- -
tion using probes such as: What information did you need?
What else did you need to know about this?)

PROBE: Anything else?

C.  DESCRIPTION OF QUESTION OR PROBLEM: (Get a thorough deserip-
tion using probes such as: What information did youw need?
What else did ycu need to. know about this?)

e

INTERVIEWER: 1F A TOPIC AREA WAS PREVIOUSLY MENTIONED BY THE
SO RESPONDENT, INSERT WORDING IN ITALICS FOR Q.2-6,

NE 1GHBORHOOD ‘ : ;

Let's talk for a minute (a little more) about your neighborhood.
Some other people we've talked to in Baltimore have ccmplained
about problems in their neighborhocds. Think about your own
neighborhcod - can you think of anything in this neighborhood
that you perscnelly or menbers of your family have had questions
or concerns about recently (that you haven't already mentioned)?

e

0O 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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Today prople reed to make every dollar go a long way. Sometimes
they have quebtlons about what products to buy or complaints about
things they've bought Have you personally or members of your
family had any questfons or concerns like this recently (that you
haven't already mentioned)?

ONO—> o to @.¢

Could you tell me about it? (Get a thorough description of a
SPECIFIC problem/question.) ‘ '

HOUSIHG

Let's talk (again) about housing. Some other people we've talked
to are looking for another place to live or are trying tc improve
their current housing. Have you personally or members of your
family had- any questions or concerns about hou51ng recently (that
you haven't alreada mentioned)?

ONO————>Go to @.5

Could you tell me about it? (Get a thorough deseription of a
SPECIFIC vproblem/question.)

/

-

EMPLOYMENT o

Now let's talk (aoazn) about jobs. Has anything come up recently
where you have had questions concerning a job or employment for
yourself or members of your family (that you haven't already
mentioned)?

0 NO———>¢Go to next page

‘Could you tell me about it? (Get a thorough description of a

SPECIFIC problem/question.) ' ' . o

nA4




ADDITIONAL TOPICS ¢

We've talked about neighborhood condltlons, hous1ng, employmenut,
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 Baltimore 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 pr°onally}0r have any members
. of your family had any quostlons or concerns .about (EACH TOPIC)
lately (that you haven't already mentioned)?

Education and schooling . .
Health. . . . « . ... . . .
Transportation. . . . . . .
- Recreation and culture. . . . .
Financial matters or assistance
Discrimination. . . . . . . . .
‘Day Car@. .« o o o 4 o o Qe . .
Pamily planning/birth control .
Legal problems. . . . . . . . .

goooooooooo
Al A A A A A A A A A
QOO0 OOQO0OCCO

Crime and safcty. o . o . . .

Anything else?. ... « . . .

-FILL IN A SECTION BELOW FOR ANY TOPIC RESPONDENT SAYS HE HAS HAD
QUESTIONS ABOUT, MARK “NO” TO EACH TOPIC IN THEMLIST THAT-RESPON-
DENT HAD HO QUESTIOHS ABOUT ,

!

A. Topic:

‘What were these questlohs ox concerns° (PROBE for a SPECIFIC -
problem/queutzon ) : . ' ' '

a




SECTION II

Yyou've mentioned several questions that you've had recently - (Name
problens/questions mentioned.by respondent in Q.1 - Q.6).
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 concerncd about most during the past few days or

,Weuna , .

(Deseribe problem/question)

B. And which one would you say has been the second most important
question you've had in the past few days or weeks?

(Descrzbe problem/questbon)

‘1'd llke to discuss one of these questions in a lltt]e more detail with
you. Let's take (problem/question mentioned as most zmportant)

2. How long has it been since this problem/question first came up?

. or or - or-
. # days # weeks # months - § years

3. lLave you tried to get-information from anyone about this?

0O YES———>Go to Q.5 in the middle of page 7 :
3O NO——>PROBE: For instance, have you talked to anybody
i about. it or have you done anything to get’'an
answer to this question or solution to this’

problem?
0 YES——>Go to Q.5 in the middle of page 7
(0 NO———>4sk'Q.4, top of page 7 ’ ;
N
/
/ ...
6
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Y

‘ Topin:

What were these questi ons or concerns’
problem/questzon J

(PROBE for a SPECIFIC -

; ; ' >' 7

1
/ .
" g

Topic: : -

hl

What were these questlons or coﬂ"cerns'>
problem/question. )

s’(1‘?’1?0315’ for a SPECIFIC

N

Topic:.

What were *hese questions or con corns?
problem/questzon )

(PROBE for a SPECIFIC




4. A. Do. youu thﬁk there is. anvone .who would have information
about this?

'O YES——> Who? (Specify)

How do you know that (person/organzzatzon
entzoneu above) might have thls information?.

" [1 NO——>Go to page 12

[

B. Is there any particular reasor. why you haven t .tried to get
thls information yet?

-

O YES—————9What reason?

O NO————>Go to .page 12

5. Could you tell me how you 've qone—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"MEI“TIONS PERSONS HE CONTACTED (INCLUDE PERSONS- COHTACTED
| AT ORGANIZATIONS, FRIEWDS, RELATIVES, CO-WORKERS, ETC.), ASK Q.6.
1 OTHERS 60 T0 Q.7 OH PAGE 12,
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érd

6. You mentiuvs d some CondaCts you made to got ialurmziion arcut 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 1ittle about each contact you made. Llet's
take the first person you contacted. (Ask A-J in the table for cach
person contacted. ) : ‘

A B C _ D E

Is this Is he/she Ii Yeoc to B: How do | What is nhis/ If Percon Works:

person & | someone you happen £0 know her occupa- What kind Qf a _

male or | you knew him/her? " (Speeify tion? (Speciyi{ place dces he/she

female? personally? | jriend, recative, alse not work- work in? ;(Probe
co-worker, Ffomily ing, house- for nome of
doctor, ete.) wife, student,| organizalion and

M F ] YES NO retired) type of inductry)

nd
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J

F H I
What information or{ Was this in- Hov: did you How many How did you know to -
suggestions did formation contact him/ times have contact this person
he/she give you? very helpful, | her - by you con- about your question/
(Probe for specijie| helpiul, or phone (PH), . tacted him/ problem? (Prole for
information given. not so help- in person (P), her about how respondent hcard
or solutions ful? or by letter this ques- or knew that thic
recommended. ) - (L)? (Check tion/problem? | person might be abie
' all that apply) | (Record num- | to help.)
: ' ber of times)
VH { H HH PH P. L '
L 3
o
o
/
9 /



. 6. (Continue asking A-J for each person contccted.)

A B : C D O
Is this Is he/she If Yes to B: How do | What is his/ If Person Works:
person-a | somecne ‘you happen: to know her occupa- What kind of a
male or you knew him/her? (Specify tion? (Specify | place does he/she
female? personally? | friend, relative, also not work- work in? (Probe

: co-worker, family ing, house- for name cf
doctor, ete.) wife, student, organization ard
‘M F YES NO retired) type of industry)




F G H I J
What information or | Was this in- | How did you How many How did you know tr
1 suggestions did formation contact him/ times have contact this perscen
he/she give you? very helpful,} her - by you con- about your questi .n/
(Probe for cpecizic | helpful, or phone (PH), tacted him/ problem? (Fror. o
informat ion jivzn not so help- | in person (P), her about how respordent -.:iod i
or solutions ful? or by letter this ques- or knew that tils
reconmen.dod) (LY? (Check tion/problem? | person might ic alic -
all that apply) | (Record num- to help) !
ber of times)
VK { H NH | PH P L
|
!
i
[
Q 11
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ALL RESPONDENTS

Now I'd like to talk about some other ways you may have gotten some
information about this question/problen.

7
TELEVISION

o]

RADIO

9
NEWSPAPER

you seen anything
television pro-
gram concerning this
kind cf ‘question/ -
problem?

0 No
0 vyes

Have
on a

> (GO T0 8)

HYave you heard anything
on the radio about this
kind of question/
problen?

[J no
(0 vES

Have you read anything
in a newspaper concern-
ing this kind of
question/problem?

0 No———> (60 T0 10)
O vrs

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:

Very helpful?. . . 1
Helpful? . . . . . 2
/Not so helpful?. . 3

Was this information:

Very helpful?. . . 1
Helpful? . . . . . 2
Not so helpful?, . 3

» 1 » l :
Was this information:

Very helpful?. . 1
. Helpful? . . . . . 2
Not so helpful?. . 3

/

12
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10 11
MAGAZINE ! ‘BOOKS

Have you seen any*hlng in a Was there anything else you saw or |
magazine concerning this klnd read in a book or in a pamphlet
of question/preblem? about +this kind of question/problem?
(J No > (G0 T0 11) 0 ~o > (G0 70 12)

. vES Q ves
What magazine? What kind of What book/pamphlet was it?
article? .
- £
What was said about this kind of What was said in the book/pamphlet?
question/problem?
Was this information: ' Was this information:

Very helpful?. . . 1 o Very helpful?. . . 1

Helpful? . . .« . 2 ' Helpful? . . . . . 2

Not so helpful’. . 3 Not so helpful?. 3

13
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12. Did you use a library to get any information or materialsiconf
cerning this question/problem?

O vEs D wo
Which library? Where is - B. Is there any particuler
- it located? reason why you didn't go

tu a library to cget
infcrmation?

ASK C

GO TO NEXT PAGE

What kind of information or materials? (Specify whether
books, newspapers, magazines, or other.)

Did you find this information:

Very helpful? . . . . . . . 1
Helpful?2. . . e e e s s 4 e & s 2
Not so helpful’ e e e o o a 3

In getting this information, were you assisted by a.librarian
or other staff member?

NOo. « « « . « (GO TO NEXT PAGE).
Yes [ [ a - - [ ] L ] . .

[\

F. Was this assistance:

Very helpful2. . . . . . 1
Helpful? . . ... . . .
Not so helpful’> .

14
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Hivi ity - REFER Dok 10 0, b 12 AND CHECK ONE:
[} RESPORBENT USED NO SOURCES OF IHFORMATION. GO TO G.14,
(O RESPONDENT GOT INFORMATION FROM ONLY ONE SOURCE (E.G., FROM ONE
PERSON ONLY OR FROM A MAGAZINE ONLY). GO TO Q.14.
[ RESPOHDENT GOT IKFCRMATION FROM THO OR MORE SOURCES (E.c., FroM
TWO PERSONS OR FROM A PERSON AND A TV PROGRAM). .ENUMERATE
EACH SCURCE RESPONDENT USED IN LEAD-IN AND ASK Q.13.

LEAD-IN:

We've talked about varlous ways ycu've tried to get 1nformat10n -
each person contacted from Q.6

television from Q.7

radio from Q.8 '

newspaper‘?rom Q.9

magazine from Q.10

books/pamphlets from §.11

library materials and/or library staff from Q.12

00000O0O0

13. Which one of these thlngs 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 solution to this problem?
{Specify the source of information, i.e., the partzcular person
spoken to or the specific newspaper article and so on.)

14. 1In your opinion do you feel that you have gotten a satisfactory
" answer to your gquestion or solution to ycar problem at the present

time?
Yes, definitely . . . .« (GO TO SECTION III, page 16). 1
Yes' Sort Of [ . [ [ [ [ [ [ ; [ L) [ 2
No, still working on 1t © 4 s+ e o 4 s o s e s s o o o 3
NO L] L] L] L] L] L] L] L] L] . L] L] L] L] L] L] L] [ ] . 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 I1I

Now I would like to ask you a few questions about your day-to-day con-
tacts with other people:

T 1.

Please think for a moment of the people you've seen and talked to
in the past week. low many pcople have you had conversations with

. in the past vweek who are:

A. Relatives and in-laws not living in your household?. . . .
B. Your present neighbol's?. . ¢ ¢« ¢ ¢ o« o o o o o o s e s e . :
C. Friends or personal ocquaintances? . « « « + ¢ + o o o o .

D. People you work with? (PROBE - onlx the ones you had
convcrsations with last week.) . . e e e e e e e e e

E. People who are not friends, relatlves, nelghbors, or
‘ co-workers - just other people you had conversations
Wlth° . . . L] . . . . . . . . e . - - . . . . - L] . . L] .

Compared with other pecple that you are friends with, would you say
that you are more or less likely than most of ther to be asked for
information or adv1ce about:

A. Things that go on in the neighborhood?

More . . 1
Same .. . 2
Less .. . 3

B. Local politics in Baltimore? - =~

More . . 1
Same . . 2
Less . . 3



cC. Where to go to buy things?

More . .

L
. . Same . . 2
. e - ‘ Less . . 3
D. Financial matters such as getting credit, filing taxes, or
questions about insurance, or investments?
N . o :
More . . 1
Same . . 2
Less.. . -3
E. 'Health problems such as what to do when people are sick or
where to get the proper care? \ _
' More . . 1
Same . . 2
- ' : . Less . . 3
F. Making home repairs?
More . . 1
Same . . 2
Less . . 3
G. Bringing up children? .
More . . 1
Same . . 2
3.

. ' _ Less . .

3. Are you a member of any organlzat}ons, clubs, or other groups’
These might include church groups, unions, professional associa-
tions, school organl/atlons, nelghborhood ‘groups, and soO on..

O NO——~————>Go to SECTION IV on page 18
O YES———>Could you please give me the names of these groups’
(List names below)

17
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SO

Next -1'd like to ask you some questlonb about other ways people some-
times get 1nformat10n such as by going to libraries,’ readlng magazines
and newspapers, and so on.

-

1. A. When was the last time you went to a lerary or contacted’ a

llblary°
Less than a yecar ago. . . . . .(GO TO ¢.2). 1
A year Or mOre ago. .« « o ¢ o o o o o o o . 2
B. 'I? A YEAR OB GORE 450 Is there any particular reason why

you haven't used a library since then?

GO IO Q.4 ON PAGE 19

2. A. CouId‘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.) v o '

B. For each library: BAbout how many times have you been to (eaﬂh
library) 1n the past year? (Record in Col. B of table beZow

C. For each Zzbrary What means of transportatlon do.'you usually
use to get to (each library)? (Specify. private automobzle,
public transportatzon, taxi, walk, ete. Record in Col. C of
table below. ) '

/

D., For each library: Did you ever contact (each Zzbrary) by tele-
rhone in the past year? IF YES: About how many times?
{Record in Col. D of table Lelow.) '

A ) B o D

{ Times [ . .|  Times

Name Libraries and Location Visited | Transportation | Phoned
1
2

13
3
& |
5 )
6
18 -
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. 3. What do yoﬁ usually go to or contact a library for? (Check all that
apply) ~ . .

{

P

To take children. . . +. . ¢« +« & o « &0 o
To get materials for leisure use. . . . . .
To get information. . . . .. .« e e e, e s
To use as a place of study or work e e .
Other (Sp001fy) ' :

Ooooo

4. Are there any maga21nes that you read regularly (that 15, spend
: 20 minutes or more with” most issues)?

.

‘OO NO———>CGo to Q.5
O YES ———> Which ones? (List names below)

ll

b’

19
260 . o




/
*

5. Are there any newspapers that you read regularly (that 1s, spend
10 mlnutes or more with most issues)?- . N

0 NO———>Go to Q.6
0O YES———>Which ones? (PROBE also, for neighborhood or
communztj newspapers) : ‘

@

1.

6.

/

6. A. Suppose you had to get some 1nformdtlon about your 1ncome tax
or about some personal matter or somcthlng like that and the
only time you conld call to 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 yecu‘to ure a telephone

1 to call during these hours or WEEKdd}S7 Y

' ’ R . ’ YeS'.. '&' e ca o a - . l .
& . s . . :"‘NO P - . (GO TO .C) .O 2

B. IF DIFFICULT: Why would it be difficult?

" C. When would be the most convenient time for you to make sich -
: a phone call? (PROBE for times qnd'days of the week)

. 7. Do you have a telephone in working order here at:home?

St . ',. 1‘. YeS- . . 1
‘ s _No .', . 2




. A.

B.

9.

10.

Do you have any radiocs?

Do you have any television sets in working order?

YES. How man&'? . — * * ; * * * * - » ..
NO . o e . . . ).'o . . ¢ o .(G TO Q.Q)-
IF YES: Is any set equipped to receive UHF broadcasts,
that is, channels 14 to 8272 :
Yes. .
No . .

(Include car radiosg)

L4 »

NO . . . .

Do v'pu or members of your family own any cars?

A.
) YES. How many?
No . * .' * . *

B, What is your major means of transportation?

YES. low many? __

1
2

A
N
[
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SECTION V 3

We need to get some bachground information about all the people we're
interviewing. I1'd like to ask you a few questlons about yourself and
your family. -

.
"

{

1. A. How many members of your family are living here including
' yourself? (Include only persons rclated to respondent.)

(If only one member, go to Q.2 on page 24)

f 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? R |
No L] L] L] L] L] L] . L] L] L] e L] 2

f
c. Are there any persons 65 or older in your famlly 11v1ng
"here with you? (Ezeclude respondent)

YES. How many? R |
NO . . . . . . . e "o o . .'2

/

; 22
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D.

Who is the head of this faﬁily?

Respondent. . . . . (GO TO Q.2 ON PAGE 24),
Respondent's spouse « « ¢« « ¢ ¢ o o *
- Respondent's mother or father . . . .
, Respondent's brother or sister. . . .
Other related to respondent (Specify)

bl

. . . L]
U WN

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.) : Lo

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?)

IF WORKING: What kind of place does he/she work in? (PROBE

for type of zndustry )

23
264



e e

A. What is your occupation?  (PROBE for job title. If not
working, retired, student, or housewife, specify and go
to @.3.)

B. IF WOoRFING: what kind of work do you do? (PROBE for specific
kind of work, fjor ezample: What are your most important
duties?)

/

C. IF WORKING: What kind of place do you work in? (PROBE for
type of indusiry.)

Are you married, widowed, divorced, separated or have you never
been married? .

Married. . « . . .
Widowed. . « .« « .
Divorced . . . .
Separated. . . .

Never been married . .

s o o @
.
Ut W N =

What was the highest grade in schoo;ﬂxgg_ggmpleted?fﬂfciﬁbZe'WiEWV
for‘gwggg,nghigkischoo%“equiﬁﬁi@ﬁﬁy degree.)

Elementary: 1 2 3 4 5 6 7 8
High School: 9 10.11 12
College: 13 14 15 16
Post Graduate: 17+

24
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5. A. Are your 1living quarters owned or rented?

Ownéd (or bheing bought by family) + . . . .
Rented, v v v v v 6 v e v e e e s e s e e
Qthex (Specify) . i

B CHZCK BY CREIRVATION (L8R I JECISSARY):

One-family hOUSC, « ¢ & ¢ ¢ « & o o ¢ o o o
A building for two or more families . . . .

C. How long have you lived in this house (or apartment)?

or _ (If less than § years, ask D.
¥ months # years (thers go . to Q.6.)

-

.

D. How many times have you moved in the last five years?

‘Times moved

W N~

e

N e

———67 " What is ycur datc of birth?

25
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7. I necd to know approximately your annual family income before taxes.
(Show <necoms cara) In which or these brood groups does vour total
family ircome {raoa ul] sources fall. Just give me the ietter ‘Cin the

right. Be surc to IncCiluc your own income as well as income of
members ol your family who live with you,

I veepondent Sives vascws A. Under $2,000. . . . . . . 1
base ! on a wewkly, mentiily, B8 2,000 - $ 3,999 ., . . . 2
or vihap Liwa period wiateh C. $ 4,000 - $ 5,599 . . . . 3
18 rot annual w.d has no D. §$ 6,000 - § 7,99 . . . . 4
other sourece of jum Ly ti- 3 E. $ 8,000 - $ 9,999 , , . . 5
corie record grose Luages and F. $10,00¢ - $14,992 . . . . 6
tim pertod poLov: G. $15,000 - $19,95% . . . . 7
- H. $20,000 and over. . . . . 8
$_____ per
round to time )
nearecst period
doliar ;
8. 1Is thcre a telephone nuwber where you can be ree ..ed so that my
supervisor can verify that I was. hcrc’ 4
Telephone Number
INTERVIEWER COMPLETE AFTER INTERVIEW:
ll Sex . Male' . L] L] . L L] L] . . . L] L] . L] l
: ) Female. . . « ¢« ¢ & & v ¢ o & & o 2
2. Race . White . . . . ¢ « ¢ o ¢« ¢« o v o o1
’ Black « ¢ o « o o e s e e e b . oa 2
Other ethnic (Speeify). « « « . . 3

O
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APPENDIX C

DATA PREPARATION AND TABULATION
c.1 Coding

C.1l.1 Codcbook Dovelonrent

The task of coding was one of turning the cuestionnaire

data into nuimber codoes so that they could bLe punched on standard

80-~colurn JTLI. cards for machince tcading and manipulation. Since

more than half of the guestibnnaire/items were opcn-ended or

free~response questions, preparation of the codes for these items .

was a lengthy end timc—consumiggMPEOCGSSr«~For“éééﬁdfféé:ieséonse
ﬂqustion,wa“ccnteﬁfwéﬁﬁly5ié scheme had to be developed so that
trained coders could analyze ¢uestionnaire responses and assign
numerical codes to the data. Altogether, 26 content analysis

schemes were developed.

There were several major considerations which guided

the dev- -+meent of the content analysis schemes for free~responcgce

question . First, we realized that the codes must emerge from
the resvy- 5 but at the same time had to bear a relation to the
objecctiv 1d hypotheses of the study. TFor example, in coding
the ques . or problems identified by respondents, had we only
been con -d with thosce ouestions which could be answered using

print me: ..., an entircly different set of code categories wouid
have becen dz2veloped. Instead, we were primarily interested in the
frequency with which kinds cf prdbiéms or questions were mentioned
, irrespective of the means to answer or solve them. Thercfore, we
developed & content analyvsis scheme based on subject or topic

arcas. Ve were also interestcd in how the respondent perceived

ERIC | | | "
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the answer or solution to his problem/question (i.e., in the form
of inforraticn or in the form of active intervention or assistance
by seme outside partv). A sceccnd content aralysis scheme was
develoned fov ceding this aspoct of the questions or probklems

ment ioned by respondents. Ead we been interestod et this point

in an informuticn cxrori's porcention of the answer or solution

—— e

rethey then the resnordent's yerception, diffzrent code calcgories

and procecure. would have been develoved.

A second consideration in developing the content analysis

schomes was the specif{icity of the code categorics. For example, o

in developine the codes for the qucstiopg/pxoblcmé7“w€“fdﬁﬁﬁ that

certain specific.guestions such as "how to get loans" were fre-

" quently mentioned by respondcnis. Rather than simply assign one

code to .all Iinancial questions, we decided to develop a highly
specific classificaticn system which wculd allow for separate

codies for freguently mentioned cuestions or problems. However, we
knew that such a content analysis scheme would be too lengthy and
complex for usc in many parts of the final tabulation and analysis.
Therefore, we used a collapsing coding system in which specific
codes were grouped or clusterc§ into a smaller number of cate-
gorics which were morce inclusive and less sspecific. . We would then
have the opticn of either tabulating to the level of specific ques-
tions (e.g., "how to gct loans") or to the more inciusive level of
topic areas ({a.g., "financial").  The ‘final result was a coding
scheire with 109 specific codes clustercd into 17 major topic areas
such as education, hecalth, employment, ctc. A collapsing coding
system was used fofﬁscveral'othpg content analysis schemes when

we were interested in specific responses as well as broader
groﬁpingSaof responses.  For example, by assighing each public
library branch a unique ccde, we could tabulate the number of

times each branch iibrary was mentioned as well as group branches

within larger systems (i.e., ¥ncch Pratt, Baltimore County, ctc.).

> 2
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Another consideration in developing the codes was com-
parability of coding among the responses to different questions.
For examplo, in eorder to make direct comparisons among sources
(both persoenal centucts and media sources) used by respondents
the same w.iing schone was used for guestions pertaining to the
informaticn receivaed from these sources. Similarly, the occupa-
tions of hends of houschelds, respondonts, and persoral contacts
wore coded using one content analysis scheme for compacison

purposes. e T

The proceduire used for developing the content analysis
scheres: was as follows. FPirct, we drew a sample of 200 completed
gquestionnaires {20 percent of the to.al). These queétionnaircs
vere referrecd to as the Content Analysis Develolmevt Subsample
(CADS). Of these questionnaires, 150 were used to.develop pre-
liminary codc categories and 50 were put aside as a test sample
.(CADS~T)‘£0¥ later uze in testing the adequacy of *he preli mlnary
codes developed. The CADS questionnaires were then reproduced
and the pages containing the free-responsc'items were cut up and
scparated into batches by question. Two people, both thérpughly

.acquainted with the aims of the study, conjointly sorted, com-
bined, and recombined the guestionnaire responses to obtain sets
of categoriec: for cach open--er.ded gueccstion in the’questionndire.
In order to develop the content analysis scheme for classifying
the guestionc ok.problems, nnroxlmatclv 600 rosnonses vere sortcd
in this manncr since there was an averacge of four guestions or
problems por rcc“ongbnt. Lfter a set of preiiminary categories
were developed for an owen—ﬁn lcd question, the codebook developers
used the 50 C“DS~T gquestionnaires to test the adequacy of the pre-
liminary coding schene. Adjustments were made as needed and the
content analysis scheme was finalized. This process was recpeated
for cach opcn-erded item in the questionnaire. After the 26 con-

tent analysis schewes were finalized, a codebook of more than 100

270
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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 codebool: and card lavouts has been. provided to the U.S.
Office of Education as part of the initial Draft Final Report.

Mahy of the procedures Lor codebook development were
Gesiyroed for us Ly Drenda Dervin of the School of Communications
at the Universily of Washington (formerly of the Library School at
Syracuse Univercity). Because of her previous experience'{n devel-
oping centent analysis. scheomes, she was asked to assist us in this
imporinnt phase of the study. Without her cxucellent contribhtions,

our tack of crecating the cedes would have been extremely difficult.

C.1.2 Coding Procedures

- Assiqnﬁént of code rumbers to responses was performed by
four coders who were at the colleyge or graduate student 1evel.‘ The
four coaders werce trained and supcrvised by the two codebook '
develcpers. 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 questionnai:e'at end of Appen-
dix ). 2All coders participated.in the coding of all sections of

the gu.stionnairce. Before coding was tbegun on any scction, the

—codehook. developers. conducted a training scssion which consisted

primarily of cxplanations of codes using examples drawn fféq;the
CADS questionnaires. Altogether, coders sbent a total of 72 hours
in training for the cdding operation. -On the.average, each gues-
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 resvonses, 10 percent of the questlopnalres were ran-
domly selected and coded by the codebook'dcvelopers and subse-
quently coded independently by tue coders. Thus, approximately
-every 10th cuestionnaire coded b; the coders was uscd for checking
the amount of agrécment between ihe eoder and the codebook
developers. Coding was checked daily and percentages .of agree- . -
ment were corputed for individual c::derf~ as well as cumulatlvbly
for the totul coding staff. The results of the chccllng operation
were fed hack to the coders as a group daily. Every disagreement
was discusscd so that problems of interpretation and judgment
vhich would ¢therwise have ¢ontihued throughout the coding were

corrected immrediately.

. E T
.

In Table C~1 guestion-by-question results are given in
the form of percentages of agrcement, when agreement is defined
as the assignment of the same code to a response by the coder
and the codebook dgvelopers, In. addltlon to perccntages of
agreehent on exact codes, the percentage of agreement is also .
presented- using a "relaxed" criterion for some questlons For {
exarple, considering the ClaSSlLlCdtlon of questlono or: prob ems, \\
assignrent of a response to the same topic area would be counted”
as an agreement even though the coder and codebbok.developers
dis agreed on the ex act coae for that response. When ﬁhe percentage
of.7agreermcnt has been ﬁresented in the table using a rélaxgd
criterion, the definition used for an agreement has been explained
in a footnote. . '
Ovérall, wve weie very_pleascd with the intercoder
agreement. There were only six content analysis_schemes where .
the intercodér agrceient fell bele 80 percent. :For two of these ~
- (sce CA A3 and CA G in Table C-1), a relaxed critégion of agree- .
ment brings the percentages of agreément above 80lpercen£. The

variation in'agreemcnt is accounted for primarily by the
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differences among -questions in terms of the precision with which"
the coding categories could be described and differentiated. For
example, in the content analysis scheme for recasons for not using
the librar§ (CA R), the distinction between tho use of two codes
(06 and 07) was difficult to make. 1{ these two codes had been
originally creatcd ag one ccde, the percentage of agreement would
have been gbove 0 verxcent. Ik analyzing and interpreting the
tubulated regults. it is liportant to keep in mind that not all
questicens can be relicd upon to the same degree. We have tried

to exercise prorer caution in our analysis.

C.2 Editin¢ end Xeypunching

c.2.1 Manualuyﬁitggg

All coding sheets were manvally -edited before keywpunching.
The consiﬂténCy of skip patterns was checked by simply gcanning
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 abplicable
. and the field for this code was checked to see if it was left
blank. Thehching shects were also scanned for number of entries
(i.e., if a total of elevgn questions,/problcms was rccorded,'thc
‘editor checked to sce tha¥ cleven problem fields were used). When
an error vas found, the editcr, who had previously pérticipated
in the coding operation, rcferred to the originél:questionnéire.

“in ordor to recode the columns that were in error.

o ' | 276
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c.2.2 Keypunching

Once the manual edit was completod,\the coded responses
to all the questions were punched onto stancard 80-column IBM
cards. Tn order to reduce hoypunching error, the coders had
coded directly onlto coding sheets rather than in the margins of the
guesticnnaire. Kegpunching from the questionnaire is wore effic-
ient for precocded fixed-resvonse guestionnaires but rusults\%g
many crrors when gucstionnaires contein complex coding systemé
for open-onded questions. A complcete verification of all key-
punching was performed. Fach questionnaire required nine IBM

~cards to record a2ll the information; hence a total of 9,000 cards

was uscd.

Cc.2.3 Computer Tdit "

Before any tabulations.werc made, a 100 percent com-
puter edit of all cards was performed. The numbers and kinds of.
checks nade were similar to those made in the manual edit but
were much more extensive. Some of the kinds of checks made are

descriked below.

Range checks were made on every fiecld to identify non-
allowable codes. Tor exanpls, since no respondents were younger

than 18 years of age, the columns for.recording age were checked

to see that no values of ‘less than 18 werce coded. Jd
Where possible, consistency che«'s were made. The

fields for coding respondent's and head o. ~usehold's occupa-

tions were chechied for consistency. Occu;  ion was coded in two

ways, ornce using an occupaticnal prestige . cale and sccondly using
the 1970 Census Rurcat classification system. . Comparable codes

were used in beth instances for respondents and heads of
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households who were rot wofking. If, for example, a respondert
was assigned a code of 23 for housewife in the columns provided
for occunationer] prestige, a code of 400 sheculd have been used

in the colurns allotted Ior occupa tional classification. Whenever
a match did not occur.on the various not working codes, an error

messace was vrintod.,

Ancihicr irportant consistency Lhcck was mnade on the

‘coding of the rost impertant question/problem.  The cards used

“dor coding gucestions/problers from Section I of the guestionnalre
wore ccarched for the exuct code usced to designate the most impor-
“tant of thesc probleoms/cucstions in Section 1I of the queétionnaire.
1f there was nét a match on the identical three-digit code, an
erroxr mésSsage was printed.

Whencever there wvere skip patterns, logic checks were
made. Yor exemple, 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 he left blank.
Whenbver any fields were left blank to indicate that a guestion

.

yil

was not a?pllCab]G, thls was checked in the computer edit.

The co?er who had performcd the manual edit of the
coding sheets hefore keypunching was- responsible for tracking
down all error mcssages from the cowpdter edit by gcing back
to the criginal questionnaires, rccoding the columns in error,
and having ncw corrected cards punchéd. The edit program was
then rerun several times until no error messages were printed

and the data bLase was considered clean for tabulations.

<
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c.3 Tabulations

C.3.1 Response Rates and Veiughting Procedures

' Before discussing the sumeary tabulations, it is neces-
sary Lo corment on the response rates and weichiing prochvi,s
Housenolds wvere dravan into the sample boscd on two ovorall |an-
pling fractions as follows:

Type I and “special“ blocks - 1/260.

Type IT and "zero" blocks - 1/520.
A sample design using differcential sampling fractions requlr es.
that the individual respondents be ass1gncd a weight to acc -ount
for the diffcrence in the probabilities of sclection. In one
casc the houscholds in Type I and "special" blccks werc qcloctea
with a probability equal to tw1ce the selection: probablllty of
the houscholds in the oLner blOCn . Consequently, deh houschold’
in Type' II and "zero" blocks needs to be weighted by a- factor of
2 in order for the two groupa of block types to be in the proper
proportion.

was to investigate the information needs and infofmation~toekiﬂq
behovior of respondents, it was not neccssary to project the sam-~
ple to the total populati9n in the Baltimcre urbanized arca. In
otlicr words, our estimates werc percentages and averages based on
totals for the sample. ThlS ‘4llowed a weighting procedurc that -
put the samples from tho two groups into the proper proportlons .
but did not project to population totals. An example will make
this clearer. Assumc that X rcspondénts in the sample had a

characteristic of intecrest. Now, if we wanted to estimate the

o . C ’ 279
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actual number of persons:in the total pdpulationﬁof the urbanized:
area, each of the xkrcspondents would be assfbnéd a weight of 260
or 520 depending on +Qp typc of block the respondcnt resided in.
Furthermore, assume only Sutlel rcspondents (X = 2) had the charac-
teristic and one was qolcct >d from each of the two block groups.
One respondont would ¢ reprecsenting 260 persons in the population
while the cther respondent is reprcsentlﬂq 520 persons .“ In the
cage whcrohhuc-anal5a+u is only interested in an estlmate of the
pcrccntago.of persous having the characteristic, it is not neces~ -
'gary to weight by the actual sampling weight-as long as the'
‘difference in the ovcrall sampling weichts is handled properly..

9 , : :

For our purposes of analysis, it sufficed to assign a
sampling weight of 2 to each of the households in the Type -IT and
“zero" blocKs and a sampling weight of 1 to each of the households
in the other block types.: A further adjustmert was made to these
two class weiyhits to account for nonre"ponae. Interviews were’

" completed with 521 rcspondents resldlng in Type I .and "special"
-blocks and 479 intefviews from fype II and "zero" blocks. The
initiaiAsémple'includéd 927 households in Type I and "special"
blocks; during the interviewing we discovered 10 yeafféiouhdw
housing. units that had not been listed and also found 34 vacancies,
In the case Qf Type 11 and "zero" blocks we'sEarfed with 666
housing units and we found 27 vacancies and 12 discovered -
houscholds. - Taking these fac*nrq 1nto account, the response rates
were as follows:'

" Type I and *specidl" blocks - §77+I§%%"5731 = 58%

T e " " ' - 479 = 9
. . Type II.andv zero" dlocks 66T 10 =37 = 74%

Combined response rate - 69%

280 -




- Due to the dlfference in the response rates between the
two classes, it was decided to ‘adjust the responses in order to.
dampen thg prossible effects due to the glfference in response rate.
These adjustrent factors were 1/.58 and 1/.74 in view of the 4

response rates shown ahbove. 8Such a procedure is sometimes

referred to a5 inputing for nonroesponse.

T Copsidoring the sampling weight and the adjustment for
ronresponse eacth respondent was assigned one of two overall weights
as follows: : : :

!

N ) Ty o " 1r s ~'\:’ S et =
. N .ﬂjpg 1 and ‘sL ial" blocks ‘I ~5g 1.72

Type II and "zero"“ blocks - V.. = 2 X% 3. 2.70 )
, - , II .74 |

y -.} B .
Estinutoes were coanstructed by multiplying the reported characteris-
tic for each respondent by thg appropriate vweight -~ summing over
all responses. Tmplications c¢f the weigliting procedures are evi-

’ . & ' .-

dent in the figures shown in the marginal tabulations discussed
in the next scction. Applying the weights to the 1,000 respon-

.dents, we hage the following:

Type I and "spacial"” blocks - 1.72 x 521 = 896
Type II"and "zero" blocks - 2.70 x 479 = 1,293

. " Total corbined respondents ) 2,189

The 1,000 conplated interviews are representing a sawrnle of 2,189
persons. The tabulaticns are in terms of these weightcd sample

responses on the basis of 2,189 respondents.
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Cc.3.2 Summary Tabulations

The first tabulations produced were a set of marginal
tabuliations for 21l questions in the qucstionhaire as a funclion
of dewographic vavriablces.  Responses to each qguestion were tabu-
lated against the :ollowiny i>anficrs : ‘

: . .

Totel 211 Respondents

Race of Respondent

thite
wonwhite

Occupation of Respondent -

Pro,e551onal/MQn*gcr
Clerical/Salcs

Blue Collar
Houscwife/Uncrplovaed
Other/Don't Enow/Hot Applical lc

Geographical Residence of Respondent

. Baltimore City
Baltimore County Outside- Cluy
Anne Arundel County

Median Income of Respondent's Census Tract -

Under $4,000
$4,000 - $ 7,999 ‘
: 38,000 - 514,999 ‘ .
' ver $14,999

Sex of Respondent ) =

: Male
o . Temale

Years of Education for Respondent

1 - 6
7 - 11 '
- { 12 - <
ST 13- 15
, o 16+
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Median Family Income

Under 54,000
$4,000 - $ 7,999
$8,000 - $143999
Over $14,999

Ave of Respondent

<

64

oY Mot
(€4 BEen W 07
i

. The summary tdbulations were included as part of th%ﬁ
* initial Draft Report to the U.S. Office of Education. Numerous
other cross—tabulaticns and marginal tabulotions werc produced
. for the analyses prescnted- in the report.
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