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EXECUTIVE SUMMARY

The California Literacy Campa1gh (CLC) was initiated by the
Ca11forn1a State leﬂary in 1383 with federal leraﬂy Services

and Construction Rct (LSCR) funds. Fart of the campaign effaort

was to fund £7 library adult literacy programs. As part of the
Califﬁrﬁia Literécy Cémpéigﬁ,71¢ lﬁéél Béy ﬁFeé 11teracy (Btht)

mprerthan 1.1 m;1119n adu1t7111;tehates in the 14 counties,
which comprise the Greater Bay Area.

Ivi spite of their success and strong commurity support; ELE
prograf cocordiriators were able to recruit 1@ss tharm 1% of the
estinated illiterate populatiorn into their literacy programs
because of: 1) irequitable program publicity; &) confusion amang

pctent1a1 cl ents about the ava11ab111ty of 1ora1 serv1ce, u)

systen, 4) lack of uniform procedures for hamd11ng referrals and
S) s limited access to programs during off-tim=2s arnd rorn—working
hHours.

Tc address these def1c1emc1es, the 13 BALit coordinators
coriceived ard initiated the idea for a lcocal literacy referral

systen. The result was the ERay ﬁrea L1teracy Referral Network
(BACRN) funded iri October of 1985 with LSCA furnds. EBF._RN was to

test the feas1b111ty of estab11sh1ng a commercial referral

service as a Peg1ona1 neasure to improve access to literacy

assistarice arid to evaluate various elements of the raferral

systen. Eontiriuaticor of the loecal service and possible state

wide PEplICEtIOﬂ was to be dependerit upon the successful

evaluaticori of the service:

_ _BALRN established a &4-hour, 7 day a week toll=free
telephore referral service January Sy 1986. The toll=free

telephone riumber was the first step in & two—-tier process of

referral: The first tier prov1ded enquirers 1n1t1a1 referral

to a local CLE program. The second tier provided additicnal

informatiori or referral to & more appropriate agency or literacy

provider if called for, &t the local level.

- VEvaluation of the serv1ce Was based ar the performance of
the telephorie anewerlng service. This irncluded the ability of

the operators to be serisitive arnd ervicouraging to th: callers and
t?NPFDVIdE accurate ard timely referrals. Other elements of the
service to be evaluated weire its cost effectiverness; the volume

of iriquiries to the service, _and the affect of tuvrn around time

orn participatiori in loecal CLC pragrans. ,

Aralysis of .ata collected from the answering service

indicate that the program was successfiul. Based on the

performance of the cperators the ariswering service proved that



a commercial agericy w1th pers cnnel trairied ire serving and

commuh1cat1rg witk CLC c11ents is economical and can provide an

effective nethnd of referral. Furthermore the study showed that

referrals were accurate and timely and that aoperators were

sernsitive arnd ericolraging to the clierits.

Easec o feedback arnd repnrts i~ CLC cnordlnaturs, we can

alsao surmise that the project was successful at the program

level in 1rcr9351ﬁg pragrarn act1v1ty ard cliert referrals for

the majority of €ELC pragrans. HUWEVEPfrltrls difficult to

determirne at this time; what real impact the service had on

participaticor:

During the nire morith evaluaticri pericd:

o The answerirng service hardled 1071 iriguiries and made

referrals to 24 local CLC praograms.

¢ CLC programs were coritacted by 485 callers and =17 of

these ernclled in iccal ELE progranis.

) Fovty—gmgigerggrt e ébi af fher4ésrcaiiéré Qgﬁféqféd a

program the same day of weferral arnd 107 o+ S53% of these

erolleds

© Approximately 61% of the referrals who corntacted the

programs initiated the coritact within tws days.

(45%) were learﬂevs, 373 (35%) were titors and o

© The majority, €84 (64%) of the callers were woier, H
=0 (G

fn\j‘
n-\m\

warted informaticr:

o Orie hurdred ahd eleveri ﬁui% of fhose who emwolled iv

CLC programs were 1earrevs, and 31 (14%) of +he

information callers eririol led:

o  The volume of inguiries ranged from a low of 1S to 547
per month.

o Sarn Frarcisco; Santa Clara/Milpitas arid Oaklard received

S51% of the total viomber of referralse:

= Television was cited 67% of the time as the sciirce of

information about the toll-free riumber:

o The volume of inguiries 1is txed closely t= the amwirit of

advertisement abouxt the service:

¢ The majority of calis to the aﬂswer1ng sevv1ce were made

orn Mordays and Tnesdays betweeri the hours of 8am and 15
NICOT.
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& Few calls (4%) were made betweer midnight and 8am; ard

G Saturdays and Sundays (8%4).

¢ Severiteer rion—-CLC iibraries reported 146 direct

iriguiries resulting from 800 publicity and referred 68
cf these t= loecal CLC programs.

All 13 EQth coordinators decided that the establishmerit of

EQLRN successfully addressed the deficiencies that imitiated the

idea fnr & loeal literacy PeFerral system; and that it anVIdéd

a "worthwhlle" resource to their commurnities. Ori the basis of

th91r experience with the service and prelimirnary assessment of

its effectlveness, 1nc1ud1ng the efficiercy and timeliness ir

which referrals were handled; the gquality of interacticorn between
the cperatcirs arid the cllents,,ahd its' appealing costs, EBALit
made the decisicih to contiriie the service and to support it oot
uf lucal program funds. Uther programs were 1nv1ted to join the

This repurt is the Pesult of the feas1b111ty study to
establish a Peferral service to improve access to literacy

assistarice. It describes procedures, findings and insights;

makes recomneridaticrs and documents the lessons we have learned.
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CHAPTER I

BEACKGROUND, NEED AND FROJECT DESCRIFPTION

it is cornservatively estimated that cver a millicn adiilts
irn the 14 courities comprising the Greater Hay Area are

functlnraiiy illiterate. Iri an effnvt to slgﬂlflcantly Pedu“e

thggiggmbev the CallfHPﬂia thetacy Campaign spawried 12 luca
literacy projects through Bay Area libraries (BALit). Despite

remarkable initial success, by the end of the first ysar of

cperation less thari orie percerit of the estimated illiterate

populatiori were errclled in these local projects.

- Qchxevxrg max imum part1c1pat1un ir the CLC programs
requires that pntentlal clients throughicit the Hay Area are

provided with referral to the appropriate lmecal project, and
that Peferral are txmely awd accurate., anal aﬂd hatlnhdl

t: leflcuity ir advertxsing local pPO)ECtS because of the

advevtxsxng medIa, which selectlvely chooses information

about where to caii for 11tevacy assistarice. The project

which successfniiy gets itgs message dissemiriated to the

public threough telev1s10n, radico ard riewspaper adVEPtISIHQ,

urwittirigly beccmes the referral agernt for the other

projects:

Confusior among poteritial clierits by the advertisemert

T

of "local programs” which are ir fact, loccated too far

away. For example, viewers ocutside the an Area may

see T.V advertxsenertsrfov the Sari Franc1sCU pruoject.
Assuming a toll call ard travei to Sari Franc1sce are

required to get help, some viewers will be deteried

from seekirig available assistarce:

Misdirected cllertsiggg pro unged delays iri CEﬁFirmiﬁg

referrals by the Coritact Literacy Ceriter (Naticrial
Hotlire); resultivig ivi the loss of puteﬂtlal clients.

E_s]w

4. Lack aof a urifaorm system for handlxmg iriguiries arid o
moriitorivg the guatity of iriteractiori ard acciuracy of

referrals.

Y. Limited access to local prngvamsruperatlﬂg ori a Wio K~ week

schednie and walk-ir eriroillmert poilicy. Clierits are nost

affected by these 11n1tat10rs wher irterest gerierated by

the media aired durivig late everiirig ard early morrnivg hoidrs

is high and programs are rict accessible berause of theii
regular cperativng hours:



To address these deficiervicies, 13 Bay Area CLC project

cordinators (Eﬁtigziggggexved the idea of creat1ng a rnew
referral service desigrned to meet local rieeds. The re:ult Was

a nine month project; the Bay Area titeracy Referral Network

(BALRN) ; a contract awarded to the Ray Area Library and

Informatloh System (BALIS) by the Calzforn1a State Library us1ng

funds from the fedgf@i txbvary Services ard Construct1on Act.
Its purpose was twofold: 1) to establlsh and test the

feasibility of a commerc1a1 referral service in improvirng access

to local literacy programs; arnd &) to evaliate the methodology

of the project and the effectiveress =f its various elemerits for

possible statewide applicaticonss

The pro ject utilized a commercial agericy to pr ide access

=% houvs, 7_days a week to a toll-free teiephcﬁe referral

service_to local CLC programs for residents of the Greater an

Area. The telephone arnswering service made 1n1t1a1 referrals

enly to libraries participating in the ELE program. Orice the

caller was referred to the paktxczpatlng 11brary, a secord level

referral to non—-CLC libraries or cother 11teracy pragramns was

made if appropriate. Second level refervais were made for

callers when there was no EEC progvan in the cmmmunity i when

the caller rieeded a prugram at a more apprapriatn skill level

{e.g. an ESL pPOQram for a rion Ehgi:sh speaking c11ent, o an

REE preogram for a client reading above a fourth grade level).

A proposed media component to devpiﬁp an advewfisiﬁg piéﬁ

for the project was rot funded: The plan was toc have identified

the appropriate advertising media arnd methods to achieve the

broadest cove»age af pubiiEiEy for the ClIEﬁt group: Wh1le

anrncuncements to highlight the 800 riumber, the impact fell shnrf

of what would have beer accomplishecd with a plarnred media
campai gl’l.

The 800 referral system was or1gxha11y iriterded to serve

oniy the BRALit library programs which were 1ucated alaong the

northwestern border of California: However, exparisicrn was

necessitated by the bourndaries of the DacBeii toli—-free service

areas. This included all 27 CLC 11bravy programs ivi Northern

California. These fell within the service area froh Fireswys to

Del Neorte Counties along with 60 rion—~CLC public libraries. For

purpcgses of data collectiori these 87 libraries were separated

into the following three groups:

1. The 13 BALit libraries in the Greater Bay Qrea whnse

caordinators corceived and iviitiated the idea foir the
service.
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area, arid would autcmatically receive inguirvies from
clients.

3. The 60 publlc libraries whu were nut part1c1pat1ng iv
the Ealifornia theracy Canpaign _ (CLC) but whao

receiven secorid-level refeirrals from CLC programs or
direct irquiries gervierated by advertisemert of the BOO
viamber.

The overaii gnai of the 1iteracy referral service was tu
substaﬁtxaiiy increase partic1pat10n ir the liocal programs by

the illiterate pupuiatluﬂ of the RBay Area. The guality of

service to be provided was also ar 1mpurtant pw1nc1ple of the

project:

A second guai of the pPOJECt was ta explure the fea51b111ty

of Ixﬁkages, both proceduwal arid technlcal, between the existing

ratxunai tuii fvee service (Contact Literacy) arnd the regional
toli-free service arnd develcocp agreemernts that would:

1. Complemerit the riaticnal system that alieady exists.

= Improve the capability to pruvxde 1mmed1ate éﬁdif

compreherisive irformaticon to assist Bay Area calletrs.

~ The repaort focuses ori the process of establishing a

commercial 800 toll-free service: It descrlbes the results nf

the progect and prov1des recommerndat ioris for nthers whi mlght

warit to provide access to literacy assistarice with the use of a

commercial telephorne service:

Y
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CHAFTER I1I
WHAT WE LEARNED -

" Setting up the BALRN tcll-free service had differernt

requirements thar cther referral services because it utilized a
commercial ariswering service agerncy. Irn this chapter we
describe briefly what we corisider to be key points of intsrests
learried abuut this system of referral includirig sohie majaor

conclusiors about settivig up this type of service.

LESSONS LEARNED:

Ferformarice_criteria_established by BALit_was_impoitant in

e e e e e T . Tt o i e s S e T o —— —— s S — T S T Tt s S e e T Wl s P e A s e S S ot e e e Bom o L, L AL 2D

The answerinp service cperators played the most important

role in makirig the sewrvice effective. Because of their
importance; selecticn of the answering Service shoilld be based
o performance criteria established by the progran. These

criteria should be applied while irterviewing the agericy
sapervisor to ensure a match between the type of sewvice the

agercy can provide arvid the type of service rieeded by the prograr

and the clierits.

interview process, prigr_to_selectivo_the_anericy, is often ar
indicator of the quality of irteraction that will occur betweer

the operatcocrs and the cliernts.

_—— s o e —— — — sy S e o T e e e o s o e e ) e e S e e e W

~ Larger agerncies might refuse to hardle this type of

referral service because they feel the time required to make a
referral of this nature requires tow much time and will tie up

their ircoming lires: In addition, their system of documertirg

calls is more mechanized, arid they cperate during rcrmal

business hours: Most will also reserit the idea of scmecre froh

the "ocutside" wanting to trairi their operdtors:

Smaller agencies on the other harid tend to be less

mecharized, and the service they provide carn be more resporisive

to the needs of individual programs. Their system faor ,
documenting calls sllcws each caller to receive the perscnal
attention of an operator: It allows for flexibility iv how

referrals are made and for corrective charnges to be implemented

quickly. It is also possible with a smaller agency for staff ti

interact individually with the cperators to obtain valuable

Y
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. Because the answering service staff krnows what works best
with their setup they can provide information that wilil be
helpful in designing the referral tools, the orientation and
training. Discussicons with the staff and superviscor about
program rieeds and the agency communicatiorn system carn pravide

the necessary focus and guidelines for the format and amcurnt of
information operators carn handle efficiently. Referral toois

developed must be functional for the cperators; must be
developed in a format that allows for frequent revisions and

updating, and must support the agercy’s system of documentirg
calls.

- There is a direct link between the amzunt of publicity and
the use of the referral service. Replicators wishing to

establish a referral service should bave a media comporierit to
coridiict orgoing publicity in collaboraticn with local T.V. and

radio networks.  Coordinated media publicity is essential to the
effectiveness of the service.
Televisor was the most influential medium for generating

calls to the referral service, followed by radic. Wherever the
referral service was advertised frequently an special televisicon

programiing or by public service arncurcements on television and
radioc, these arnncuncements were focllowed immediately by caiis to
the referral service. And when there was little media activity
focusing on the referral service, the service was virtually
uridsed.

EALRN FOUND IT NECESSARY TO:

. The original proposal was to make referrals from the
referral service only to the 13 lecal BALiIt programs whose idea
it was to establish the service. However,; because the FacBell
toll-free service area covered almost all of Nerthern
California, the service was expanded to include the 14 cther CLC

prograns and 60 ron—CLC library programg ivn the service area.

g |
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egerdinatars_to maintain_support cof_the preject:
Orice the tcll-free service was established it was impowcart

for the BALRN coordinator to attend monthly BALit meetirigs,

.
i

communicate and interact with local ELC program coordinators arnd

to exchange information and obtain their feedback about the

effectiveness and quality of the service: These meetirgs alsc

provided BALit members an cpportunity to provide inpuat and
suggestions on the format and content of project protcacais and
data ceollection instruments,; as well as the format in which they
wished tao receive summary data an the number and status of Boo
referrals.

S o e 0o T T 96 s S S e S M CrOT YES n Pame T e P o T Pt s Pt e T ST T Fome S L S L et e seee e e e s ceee O

- Commurniicating with cother libraries and library systems was
ar_ important aspect of the project. Since many of these
libraries received arn increase in the number of calls from
clients seekirng literacy assistarce because of the advertisement
of the referral service; they rizeded to be kept informed about
the activities of the project. EBALRN created a rnumber of
formats to inform these different groups reguiarily abouat project
activities.

Although BALRN'Ss commurnication plan was more extersive than
someone replicating the service migh. reed; it is important to
corisider; 1) wWho rieeds tc be kept informed about the project; &)
what do they need to kriow; 3) how ofter and in what format
should the information be provided; and 4) what staff and

 Implemert_a_data.sansgement-System_to_crganize_and_analyze
the data.
Mariaging and arialyzirig the data collected from the

arnswering service and local CLC programs requiired implemernting &
data mariagemerit systen td yield iriformation that was useful in
evaluatirng the project. While the data marapemernt system used
by EALRN was perhaps mcre sophisticated than might be rneeded for
other projects, the system used will be determined by the type
of iviformaticr ard documeritation rieeded by the project.

7 Regardless of what data management program is used; it will
require scme plarring and the use of & computer in house, the
services of a computer programmer to develop the program; and a
staff person for data entry orice the program is developed and

data are ciollected. The amuiint of time required for this task

16



will deperd upor the difficulty of the program used, amcunt of

data entry; and the accessibility of the computer:

The data and informaticon reeded tc evaluate the service

must be decided upon early arnd in collaboration with local
programs who are participating; since it is importarnt to get
their ccoperation in collecting the data. Data collection
instruments should reflect program and information rieeds so that
local programs can provide the data necessary to determire

program impact and whether or not project cobjectives are beirng
met.

~_Ever though the media compenent of the program was ret
funded the project coordinator was invelved in writing public
service announcements arnd appearing on local T.V. rnetworks and

coritinucus publicity and a comprehensive plan for publicizing

the 800 number made it important to publicize the service

FINAL RECOMMENDATIONS

The final recommendaticons are mearnt to provide some

guidelines for establishing an 800 referral service or for

replicating BALRN. The recommendatiors are based ori what was
learrned during the rnine month study.

Recommendation_no. _1: When establishing & referral service

such as BALRN, it is essential that project participants

what will be required of them as participants.

- In the design of the program and pricr to establishing the
tocll—-free service, &ll program ccordinators and potential
what is expected of them. Frogram coordinators need to know how
their programs will berefit from the service; what the reporting
requirements will beé, and they need to be givern an estimate of
the amcunt of staff time required to collect and report the data
(Reporting requiremernts will be influenced by the nature of the
iriformation rieeded arnd the format of the tools used to collect
the information).

Everi though a small group of BALit program coordinators

17



worked with the Bay Area Library Information System (BRALIS) in
deveimpihg the propasal for the project; not all program
cocrdinators were 2qually vested in the design of the project,

because of program staff changes. Some (BALit) programs did not

have as much to gain fron the service. 0Others were invited to
part1c1pate after the DPNJECt was started because of the
riecessity to exterd the seirvice to irnclude programs in the

toll-free service area. Non- CLC 11bwar1es were also asked to
PepnPt 1nformat1 o ort referrals after the service wes

established because they were recipients of second level

referrals from CLC programs.

These and other factows whlch affect the level of

cmnmxttnent fioin part1c1pants for the referral process should be
addressed durlng the desigrn of the program and pricr to

establishirig the service.

The service coord1natur (pald or volunteer5 who 1s selected
or aSSIQhed to marnage the service, shouwld be provided background

information (e.q. riew program staff, plarrers of the pPOJeqt

affiliate grolps ard the1r rale) orn all participants; if not
involved in the 1h1t1a1 plarimirig process of the project. This
will erable the coordinator to plan how to conduct follow—up,

keep paPticxpants involved, reaffirm their role and reporting

requiremerits, and start them off wWith p051t1ve expectations

about the benefits f the service in spiteé of the demarnds that

will be made ori th=ir tinie:

Recommerdatiori_ ric. £: Dec1de what type of 1nfurmat1nn is

T TR e i o e e T e e e e e e

reeded miviimally to verify the effectiveness of the pPugPam and

to aid in making decisicris ori currerit and futire directions.

it is essemt1ai that programs part1c1pat1ng 1n the pruject

collect data riecessanry to arialyze the siucecess of the service and

to eriable them to make decisions about the future of the service

based an corcrete ev1dence. Te ensudre the cooperation of

program par€1c1pant5 iri the col;ectlon of data they should be

1rformed about the impcrtarice of the data to be collected and
how it will be used: This should facilitate their willirgress

to prov1de data esserntial fior assessing arnd document1ng the

SEPVICES’ 1mpact at the program level and whether this type of

service is cost effective and desirable for referral.

Qithough It nay nnt be poss1ble ta determ1ne what data

management resources are rieeded until aftew some data are

collected, instrumerits ard decisicrns about what tyge of data to

ollect have to be decided upairi at the beginrviing of tie program

and should be decided collaboratively. The cverall goal and

aobjectives of the prugrah will provide the focus for the types

of informaticor rieeded to verify its® effectiveriess:

i
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Recowmmerdaticr_vic. 3t Desigr and ifplement &an or—goirg

OnPdIﬂatEd media campaighn to advertise the referral service.
This is esseritial if the service is to be usefill and economical.

Qny media effnrt for BQLRN shnuld 1nc1ude a fgﬁmg% piéﬂ to

systenatzcally and Cﬁhtlhuously dlssemlnate arid recycle

1hformat1cﬁ thraugh available media chaririels so that pub11c1ty

is ongoing, and the public is c“nstantly reminded that the

service is available:

Fublic affairs directors at most local media rietworks may

be available to assist the program with the developmerit of siich
a plan. It 15 Impnrtaﬁt for prograns tn remember that the

servxce IS more ECuﬂﬁﬂICEI When the v~1nme uf calls 1s hlghest

Recommeridaticri_rio: _4: Program participarts and service

provxdevs must urderstard that a referral service w111 have an

impact on their programs ard must be prepared to &address the

demands.

The na)orlty of the CLC CﬂanlﬂatuFS 1nd1cated they have a
backing of learners Waitlwg to be teamed and vixluriteers waiting
to be trairvied to begln tutcring (see Appendix, Qlesticrinaire

Responrise), and the demarid for service is ircreasirng. If the

demarid for service cortiriues to escalate, indicationms are that

programs will be hard pressed to contiriue to provide service at

the currert level of furding. To do so, accordirig to progran

cocrdinatao PS, would require arn increase ir their budgets, ari

increase in staff to recruit ard train riew tutcors, and more

materials and rescurces for learrers:

In articipatiori of the iricrease iri the demarid fior service,

programs should have reserved a pool of tutors errclled, trained

arnd availabie tc begin tutoring riew staderits shnrtly after they
are ermrclled.

If programs are to be effective In pPuV’diﬂg llteracy

assistarce they will rieed to find the rescarces to shioire up

shrinking staff and dollars to alleviate the backleg of clients

already waiting to be served. Even tho Jgh the numbers of

illiterates continue to be stagger:ng, it is dysthPtIOﬁal aricl

cemzralizing to those seekqu assistarice to contivive to recruit

students if programs do not have the capability of serving
taem.

Snd
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CHAFTER II1I
THE REFERRAL SERVICE

requirements for each is different. The fnllnw:rn chapter

describes the riecessary steps required to establish the refer+al
service.

two services in two locations; one with the telephnhe carrier

and the other w1th the answer1ng service agericys: When

Estab11sh1ng the referral service requires contvacting for

1nstalled, the two services operate as a unit with separate
conponernts. Before the service can be established; tweo

9rel1m1nary tasRs rneed to be completed almost sxmnltaﬁEnusly.
They are: 1) gett1r:g arn approved 800 rumber from the teleph--ne

company, and the appropriate toll-free 800 service and &)
selecting the arnswering service agency.

GETTING AN 800 NUMEER

The d1vest1tUFé of AT&T has complicated the prucess and the

ﬁimé invalved in cbtaining aﬂy type of telephorie service:

However, PFacEkell does have service representatives assxgﬁed to

work specifically with agercies or individoals to set uap ar 800
service.

Ca11fovn1a is divided into 10 service areas ard provxdes

three different types of irnbourd toll-free services which are:

Metro 800, Half state amd Full state 800 service: The telephaﬁe

canpany clnétéké .area codes in different configuarations to form

a toll- free Eervice area, scme of which averlap. The five area
codes (209, 408, 415, 707, 916) assigrned to the BALRN Service
Cﬁveréd half the étété (see p. 11).

Eefore an 800 rumber is assigried it must be verified to
iﬁsure thét it 1s not a duplibété number.  Under ﬁéﬁﬁéi

number a551ghed by the telephome campany; and the service muét
be ordered at least 30 days priok to activating the service. At
the t1me of assigriment, the telephore company rneeds to kriow the
locatlmn of the agency where the number will be installed awd

the date it is to be activated. To select the appropr1ate

lhbuuﬂd 800 service, it is crucial to know what area ccocdes are

wzthln the toll —~free service area you are purchasing, oreverit

the program from gptt1ng the wWromg service. Check1ng R thg

telephnme carrier a week before the service is to be - vated
10
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is recommended to ensure they have installed the "right"
service.

SELECTING THE ANSWERING SERVICE

For the EBAERN praject, 7&11 the answer1ﬁg services irn the

East an were interviewed by teiephohe. Duririg the 1ntewv1ew

process, the performarce crzteria established by BQL1t were nsed

and service needs of the pFOJECt’

Final selecticon of the ahswer*xrg service for BALRN was o
based on two primary factors: 1) an affirmative resporise to all

the performance criteria; and h) the anItive att1tnder

exhibited by the superviscor durlrg the interview, iricluding hev

willingriess to be flexible and the Ihterest she dxsplayed abuut

the project. Since ore of the major corncerrs in setting up the

service was whether it could be persconal arnd gser—frierdly, the

affective characteristics anrd sersxtxvxty uf the operatoirs

(usually influenced by the supervisors),; was an importarit

selection consideration. The pérformarce criteria established
forr the answering service were as follcows:

1. Ability to provide service 84 hours per day, 7 days per
week.

77777 identity as an answerirg
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service (nﬁt as members of the project):

g

Ability to be sensitive; patient arnd ericouragirvig to
the caller.

4. Willingrness to use & written script and referral

instruments wher making referrais:

S. Willingrness to underge orientaticm and training:

€. Willingress to test the instruments and provide
feedback to the program

7. Willirngriess to adapt behaviors based on ciiemt Feedback

arnd feedback fyom the advisory memberes.

8. Ability e@ haridle a large volume of inquiries and

9. Ability to make referrals accurately.

10, Rbility to make referrals using a zip code format irn
riumeric order o using & city format in alpha order.

12



o Select1nq the appropr1ate answering service was the most
Importaht process irn setting up the referi;al service: The role

of the operators should rict be underestimated, and selectior

criteria that is relevant tc the program should be strirgeritly

applied wheri selectirig the agercy.

The agericy selected Was the Alameda Arnswering Service; a

small agericy with 12 full-time anmd four part—-time operators.

Because of its size and the persenal (rather than mechakxcni)

service offered by the operators the agency offered more

fiex1b111ty and operators were very responsive to the reeds of

the project arnd the clients.

Rapport was estab11shed w1th the upEPatuPS at the begihﬁing

of the study by letting them kriow they had a major role in the
success of the project, seeR1n§ their input orn data cg;;eggggn

proceduwes, involvivg them in the development of the referrat

instramerits, arid makivg them part of a team effort:

Establishirig rapport with the operatcrs was a most important

factor ard irvistrumerital in gairning their cocperation arnd their
w:iixrgﬁess toc accept feedbacP fyom the program coocrdinators and

deal with the origoing revisicns to ti - "Referral Guide'.

BALRN staff rea11ked wher sett1ng up the service that

withoat accurate irvformaticrn arnd referral tools that were -
functicrial for the operatars, they would rnot be able to pravide

arn effeggiye sevv1ce. Consequently, the cperators assistarice o
was eniisted in develup1ng and refiring the instruments to their

satisfacticon:

The cperatcrs were key to the siiccess of this study. iIn

addition teo providing input orn the referral 1hstrumentsivghey

coliected the bulk of the "iaw" data, provided encouragement e

many callers who were rnot "guite siire they could get help",; and

responded immediately to the runierciis charges made in refining

the “Referrai Guide" throughout the stUdy. They expressed

genuirie ccricerri aboit being able to provide accurate information

and assisting clierits in gettirvig the help they sought.

TRAINING AND ORIENTATION
Unlike other agericies irterviewed, the Alameda Agercy

agreed to uhdevgn crientation and twa1h1ng., A training packet

was develaped for the aperators wh1ch included background

information abogt the Califorrnia Literacy Campaign, raticrnale

for the study; the Irterview Script and the Referral Guide and

instructions for makivig referrals: These materials were used in

erienting the cperatcrs and superviscrs to the nature and
purpose of the study, aﬁdr;ﬁ explaiviivig BHow to use the

instruments to refer clients to local programs and to collect
essential data.



The Guide conta1n1ng library progvans for referral

1n1£1a11y used a zip code format. This proved to be tos

cumbersome because marny clients didn’t krow their zip code,rand

becaus= there was confusing overlap between areas; it took the

aoperators twice as long to locate the appvopvlate proigrain (e.g.

San Matec and Merlo Fark used the same code, but have differernt

programs). TaR1n§ the suggesticns of the cperators, the zip

code format of the Referral Guide was charnged to a format with

cities listed in alphabetical corder.

The SCPlpt For 1nterv1ew1ng callers was aiso reviewed with

the cperators and_they were asked to pay partlcuiav attentior to

the lariguage untll they were familiar with the Peferral priicess.

The importarce of th91r rele in collectivng the data was

empha51¢ed, and suggestions were solicited from them orn how best

to collect the data rieeded. Duwring tka1n1ng/orxentat1nﬂ the

aperators were encouraged to ask questicons arnd to provide

feedback about what worked and didr't work for them during the
referral process.

Flnally the cperators were asked to view a VIdEUtape of

four adults describirng what it was like for them riot beirig able

ta read (Ieaching_PAdults-to_Read. Adair F11n5,71§84)’ The

v1deo was intended to help the acperators gain ari understandlng

f the rieeds of the client arnd to create an awareress about the

type of perscon they would be gettinp 1nqu1vles fron, sirvice most

af them had little previcus experiernce with non-— Peaders.r The

video was left with the agerncy core week for viewing by the
operators during their breaks.

Orieritaticr of the cperators was cngoing: Each time

charges were Made in the Interview Script ard the Referratl

Guide, & shuort OPlehtatluh was held with the cperators to zilert

them ti the charges, exp1a1n how to use the information if

riecessary, and answer any questicons. At the end of the

criertaticri, the citdated materizl was collected and replaced

with wpdated material. The repeated orientations pravided a

way of irisiuring that updated infaormation would be atitized

Innedlately.

able 1 (= the f0110w1n§ page provides a step—by—;tep
pvﬁcess fior s-tt ting up the referral service with an 800 riamber:

14



TELEPHDNE CARRIER

TAELE 1

. - -——AND_OPERATORS___—-
1. vev}fyhserv1ce area ard 1. verify program needs and
program rieeds. Set tate review/develop selecticn/
to activate service performarice criteria
2. select telephorie carrier &. construct informal inter—
arnd order service 30 days view questions based on
prior to start-up date performance criteria
3: submit rumber faor 3. contact and interview
verification. Normally several answering service
takes 5 to 10 work days agericies
4. verify riumber and review 4. select agency, arrarige
service: IdEht1fy riame for referral service; and
aﬁd Iocatiuﬁ of telephone inform them of start-up
service agericy date
5. set up billirig contact S. clarify billing; base
ridmber of calls and
coritractiial cbligations
if any
€. write the riumber down s 6. meet with arswering
you won' t forget it sevv1ee to reiterate
reeds _and verify methaods
of referral to programs
7: call a week iv advarce of 7. get iriput for trairing
start-up date to erisure materials
there are ric problems
8. if service will be exterded, 8. plar logistics and
get the rinmber in the 800 schedule training
Directory .
9. develcp protoccls and
trairing materials
10. cordict test of protoccls
if possible
11. conduct tiraining/
orierntation
18. implemernt system, update
___________________ _inforuaticn_as_needed_———
TELL THE OPERATDRS WHEN THEY MAKE MISTAKES QND TELL THEM QETEN
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CHAFTER IV
THE REFERRAL FROCESS

The referral process was desigred as an interactive
commurniication maodel with three distinct comporents: 1) the

ariswering service KFECéiyiﬁg inquiries; ceollecting and S
disperisirig iniformation) 2) the client {praovidirng and seekirig

iriformaticri and service) arnd 3) the CLC programs (validating

xrfLPmati-r arid providirvig rescources and service). The referrat

system was also desigried to provide uniform procedures for

hard11ﬁg Irquirles, mun1t0r1mg referrals for accuracy, and

documerit inig corvitact and follow—-iip with CLC programse within a

short time frame.:

The Pefevral process. 1nvo1ves taR1ﬂg the caller from the

initial progvam referral by the ariswering service to contact arnd

foIIOqup at the local prograi level. Five basic instruments

were uased to complete the referral process. These were: 1) the

Referral Guide used by the acperators to make the initial program

referral to the caller . 2) _the Referral Slip used by the

cperatcrs to obtair contact information From the callery 3) the
Eorifirmatior Menio uUsed to provide contact information about the

caller to the local programs, 4) the Data Collection Log used to

docamerit coritact and_follow—up of the callsr at the program
Ievel, arid 39) the Tally SHeet used to document the rumber GF,,
direct iviquiries and second level referrals received by rien—ELE

libraries. What follcows is a step-by~step explaratiorn of the
referral process.

DETERMINING THE STRTUS OF CALLERS

At tne time of 1n1t1a1 CUntact wlth the arnsweririg serv:ce,

callers are assigned to one of three status groups accUrd1ng to

hcow they IdEﬁtify themselves to the cperators: 1) as learrers,
&) as tutows, i 3) as "wantlhg more information'. After

screeriirig the referral slips fron the answering service,; callers

may be further classified into subgroups of "other" or

miscellarnesas' wvallers:

The IYfOPMTtIHﬂ caller 1s a pntehtlal client usually daing

research ori the program to determ1ne if the program canm provide

the heip he or she is loohlng for. ﬁlth cugh it is riot poss1ble
to deternxre how mary of the information callers errolled as

1earrev or tutovs from the 1hformat1ﬁn reported by the CLC

programs, they are putEhtlally either learners or tutors.

___The miscellariecsus caller is seeking ar

se
informatior ard/cr vesciurces for a

var1ety uf reasons that do

16

26



rict include participaticn. Thirty=nine callers were in this
subgroup. They irncluded:

[

. Reporters
&. A graduate studert condicting research
3. Requests for employment

4. Callers waritivig to start a program

l'u:\

S. Complaints about the ad om 20/

' fu\

€: Requests for ré%éﬁrgig,faf1it§gacy programs in
Florida, Texas ard Santa Ana CA.

7.  Request for information cn GED testing centers
8. ABC’s Literacy Plus testirg the service

9. Requests for local ard naticrnal statistics on
illiteracy

All of these callers who provided the arswering service
with coritact information received _responses to their calls
withiri three days of the initial 800 call. Those callers
reqnestlﬂg referrals to 11teracy programs_in other states were

referred to Coritact theracy (National 800 riumber) and the
caiiev wantiﬂg a proagram in Santa Anma was referred to the Santa
Aria CLE program.

HANDLING REFERRALS, FROM OFERATORS TO FROGRAMS

__Each persorn calling the 800 riumber is briefly interviewed
pyiaﬁ operator to obtain his/Her status, resident jurisdiction,

and cnﬁtact 1mfcvmat1nn. The irformatior provided by the
calier is recocrded by the cperator on & "referral slip". The

operatar then locates the callers’ c1ty 1n the Referral Guide,

selects the appropr1ate local program and pvov1des the caller

with the rviame of the library, telephone number, arnd name of a

coﬁtact perscri. The intent is to perscrnalize the referral as
muach as possible ard to motlvate the caller to 1n1t1ate the call
to the program irvistead of waiting to be contacted. A small

percentage of vallers who preferred to contact the programs

themselves gave orily the1r resident jurisdiction which was

riecessary to obtair cantact information.




DOCUMENTING THE 800 CALLS

The "referral slip" filled out by the cperators to document
each call was the mair source of raw data for BALRN. Referral

slxps were pICREd up by the project coordlnator depernding upon

the rniamber of iriquiries received, thre& tc five mornings each

week. Besides beirng the scurce of ducumentat1nn forr the BOO

Pefevrals,rthey were used alsa to moriitor accuracy and to weed

cat "miscellanecus" or "ﬂther“ callews (see Determirning The

Status of Callers) SEPklng iriformaticn or other rescurces.

BUPIYQ the start up phase of trie serv1ce wher fﬁé ﬁé?éﬁréi

Buide was arranged iri 2ip code order callers were not sure of

their zip ccdes, pevators were unfamiliar w1th the programs,

and the Guide was uridergoirig corstant additioris and revisicrns, a

smaltl percent ﬂf Pefevvals were inaccurate. Rev1ew1ng the

referral slips was an importarit prcoccess for moriitoring sccuracy.

ROUTING THE CALES

Twa basic utxlxty forms,rthe Emnfivmat1nn Memn and the
BQLRN Data Eollection Log were develnped tic fac111tdte CLC

pragram contact with the client arid fullow—up at the local level

(see Appendix): These instruments were reduced to a level of

simplicity that precladed trarsn1tt1ng any uririecessary

1nfokmatzon, elxmzratxng the rieed fior extersive record keep1ng

by praogram coordinators; yet prav1d1ﬂg urniform procediires for

reuting referrals to the program. They alsc eriabled EALRN tio

documerit the referral pracess,rmoﬁitor the amount of time it

took for foliow—up and actian takern with cl1ents at the progran
tevel: The Tally Sheet was aricther form develaoped to provide &

methad for rion—-ELE bevaries to report the rilimber of second

level referwals fram CEC programs arnd the number of direct

inquiries they received:

FROVIDING CONTACT INFORMATION

The "Eonfirmaticn Memc" was used to provide local programs

with contact informaticn: date of 800 call, rame, telephorie

number,; and status of caller* Bthew cmﬂtact iriformaticon uffered

by the callier was included ir the neno"; Memcis were mailed to

each CLC pragram recexvxhg Peferrais ori the same day they were

picked up from the answering service: The fweqnency i which

"Confirmation Memos' were mailed each week was irnfluericed by the

number of 1nqu1r1és received by the answeririgp service on a giveii

day; and within cre to three days (weekerds) of the iviitial
referral.
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COLLECTING FROGRAM DATA

The "Data Collectlon Log" was used to pPuVldE local

flfteen day pePiud and was malled tn pragrams bl—monthly. Thé

“"Lag" pravided each program with the followirg informaticn: date
of the 800 caii, rianie of caller status of caller, gender, anrd

scoarce of 800 informations Programs were requested to compiete

the missirig data cori each callew, to provide infaormaticon on the
nuaiber «f direct ingquiries and tn return the "“Log" to BQLRN

ggfblgwgggiggggs. ~The riames of the callers were recycled on
each succeeding 1ﬂg antil the local proagram indicated what

action had been takeri with the caller. The "Log" was used to

documerit completicri of the referral process, tio monitor the time

frame betweer the initial 800 call arid fllow—up or contact at

the pragram 1eve1, arid tnrdocument the final acticn that

cccurred (e.g. contact but ric action, enrclled, second Peferral

read out of the program)-

TRACKING SECOND LEVEL REFERRALS

A "Tally Sheet" was alsc develcped to collect data on the

riumber of ELC referrals arnd/ar direct inguiries vece1ved by the

€0 non—CEC librariec. Tally Sheets were mailed to these

iibraries nunthiy in an effort to track callers whuao received

second level referrals fram CLC programns. Libraries were asPed

to indicate the ﬂunbev of CLC referrals or direct inguiries they

received that were generated by advertlsement of the 8OO rilmber,

how the referrals were hardled, ard to report the information to

EALRN ow the monithiy "Taitily Sheet"*
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THE EVALUATION FROCESS

, The focus of the evaluaticr process was on collecting
formative irformation usefiul for revising and improving the
program irvi process and for collecting information that could
be itilized in assessing impact arnd making recommendations.
Additicrnal data were gathered fiom the CLC programs and the
ariswerirg service persanriel to get their inpressicné about the
process of referral.

Criteria for evaluating the performarce of the answerirng
seivice operators ard testing the effectiverness of the referral
process were established by BALit. Irnfcrmal cbservaticons of the

quality of the interactiorn betweern the cperators and the
clients.

. The methodology was desigrned with three objectives: 1) to
vollect orily those data rneeded, &) to keep the reporting process
ard instrumentation simple and 3) tio make the data collecticon
tocls multipurposeful. The tools and methods used to collect
these data were:

The Referiral Slipg — & standard documentaticrn form filled
ciut by the cperators at the arngwering service, that
priovided a profile or each callér, & wmEans for screening
calls and noriitoring the accurdcy of referrals, and the
primary soiirce of raw data and information for the
database.

cperators harndlirg referirals and irteracting with the
clierts, t= monitor referral procedures and to assess the
accuracy and quality of client interaction.

Test_calls — made by CLC coordinators to test the accuracy

of referrals and quality of client interaction.

early contact irformaticr to local CLC programs for shont
time contact and follow-up with 800 referrals.

The Data Ccollection Log - a commuriicaticn and retrieval
tocl used to provide Ci.C priogranis with & composite 1ist of
referrals over & 15 day periaod, and to retrieve Follow--idp

ard cutcome data ori 800 vreferials:




interview corducted with answerirg service cperators to
obtair their impressicns of their rale and the impact the
pragirans had on themn personally.

Maiied tu 18 CLC Pragram cqudinatnrs to assess the 1mpact
af the referral service or their programs and to cbtain
their impressicrs of the effectiveriess of the service.

Data for BRALRN were cullected prlmarlly frum fLUP uf these

major sonrces: 1) the referral slip, 2) the data collectick log,

3) face to face iriterviews with the cperatcrs and 4) the miail

out questiornraire to thz2 CLC cooirdinators.

DATA MANAGEMENT
D-BASE III was used for data management and ana1y51s of

BQtR@igaga. The pragrammivg was desigried to allow data entry in
aﬂy sequerice, but orgaﬁlaed alphabetlcally by CLC. program and

EdFE&ééé, i a variety uf Cﬂnflguratlﬂns. The pro gﬁammlng

Fields of data Jsed for the progran were oigarnized arocind
criteria established for evaliiating the study and are listed

betow:
t. ELC program
&: Status of caller: L=learrerr; T=tutor; ISInformation
3. Ekast rame
4. First riame
€: Tetlephorie ninmber
&: Eity of caitler
7. GBerider: M=Tj; F=F

call to ariswerirg service

(o]
!

8. Date

call to arisweririg service

o
11

9, Time
10. Date of coritact with CLC pragram

11: Day of week call was made tiv the ariswering service

1& Scurce of iriformaticr for the 800 rumber
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13: Actior taker with cliert: no contact; errclled; secend

referrals; cther

14; second referiral 7solirce

DATA ENTRY

'The data collection lag was the maln resource jééd For data

entry. To ensure that data were accirate, each log retiurred to

BEALRN by the ELE progran was reviewed and prepared for data

entry. Rawrdata pra vxded an the refewral slips fraom the

answering service were coded cori the data collectiocn log, and

eliminated the need to handle nuitxple referral slips when

entering the data: The informatior coded om the laig iricluded
the following:
i. City of client

Telephorie number if giver

(1]

answeririg service was called

{u
-
I
"
[
=h
[nl]
pTR|
<

4. Day of week ariswering service was called

- Date client made contact with CLC pragran

i

€. Acticn taker with client (rim cortact, erirolled)

7. Source of second refervral

With these fields of data BALRN was able to tiack cliente

to the local program level to verlfy coritact and follaw—-up,

verify tine lapse from the 800 call to program contact, verify

riuniber of referrals wheo errclled, ver*:[fy use of the 8O0 niumber

by time segment,; and finally; verify impact arid correlaticn of

the media on the volume of calls:



EHAFRTER VI

FROJECT FINDINGS

UMBER OF INGUIRIES

The answering service PEDHPtEd hardlirng 1071 lﬁQUIPIES fior

the test periocd beginning Jarinary &; and erd1ﬂg Septembev 30,

198€. The riumber of lﬂdUIPIE§7PECEIVEd bzighgigfggevlng service
15 based ertirely on the number ofwgaiis decamerited by the
"referral slips". The number of irquiries arnd the program data

reparted in this chapter reflect the 1ﬁfnvmat1nr provided by the

arswering service and the library programs. Sirce uI% of the

calls were received in Septemberf muach of the data on prngwam

contact and follow—up were not cabtaired and could rict be

included in this report. This is especialily evidert when

comparing the rnumbrrvr of program corntacts and the riumber of

potential clients wheo erralled in CLC programs:

BALRN got off to an exciting start Jaruary &. The
answering service received 119 calls the first tern days of
aperaticon. Expectaticors were high that callers would continue
to uuse the service at that level. EBut the riumber of calls

declirned because of sporadic pub11c1ty urntil August arnd

September, when a media blitz on literacy was initiated by the
start of the REBC FLUS Campaigry; Interriaticmal t1teracy bay and

Eack to School. The answering service received a combired total

of €27 or 58.8% of the total riumber of irgniries for these two

months with 547 of these received for September:

The answering service handled inquiries for &5 of the &7

CLE programs in the toll-free service area. Bf the 1071

inquiries received, 477 or 45% were poterntial learners; 374 or

34. 9% were poterntial tutors and 220 or 20. 5% were ggiier
wanting more informatiorn about the progran: Irlcitlded lflighis
group_of informaticor callers were the 39 who felil irto the

miscel larecus or "other" category group.

each mnnth than other praograms. These were: 1) pPHJECt READ in
Sarn Frarnci&co, ..7.) The Reading Frogram in Santa Clara/Miilpitas
and 3) Project Second Start in Oakland. The combirned total of
these three programs made up S1% of the total riumber of pragram
referrals to CLC library programs for the rine month pericd.
(see Table =).
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TABLE 2

TOTAL NUMBER OF 800 REFERRALS BY FROGRAM AND STATUS

CLC PROBRAM ] Total Ne. Calls | Status of Callers |
R N N SO S S
ALAMEDA ECO PL________| 70 ________ | _ 46__ ) 14 __} 10 __
ALAMEDA CITY Pt | 9 )\ _ s} 3.} _1___]
AUBURN_PLACER_ EO-___ | _______ 8 ________} __ 4__Q 1} -3 |
BUTTE_CO_LIE_________ | S A DU SN SN G SO S—
EONTRA COSTA_________| 70 _________ ¢ 31 Yy &7 | 12 __|
EUREKfI HUMBOLDT _____ | ______ 5 _______ L} __ e 1 __ e___p o1 ]
ERESNG €O kIB____ | 5 _____}___ e_ ) __e___) 1 __|
MARIN €O LIB__ | 37 ________ ) _ 7 )} =4 __ ) & __|
MENDOCINO €0 EIB_____{ ______$4 _________§ s__ | __ & __) 3 ___
MENLO PARK___________|_ _____ St ________§ 12§ g7 _ i ig___|
MERCED CO____________‘ _______ & ____ _____§ W B __1____
NAFR_CITY-€CO_________ 57 ________} &4 J B3 __J_ 10 __|
oekLeND PL____ | 151} 73 4 S& [l é6 |
RicWmonp eL_ =i ) e ) 7 M & __|
SACRAMENTO___________| o g4 __ _____ ) 1o ) 1= J__& __|
sALinms | i3 ________) e )} 5 __J_ & |
SAN_FRANCISEO ______ | _____@gie ) 83 | 84 __|| 37 __|
SAN MRTEO________ {34 _________ __18__} 3 __{_ 7 __]
SANTA_CLARA/MILEITAS | 185 ) =8 | _ 57___)_20___|
SHASTA_CO PL_________ | IS YRR [N NN S-SR
SISKIYOU CO__________ | NS SN NIV I U SR
S._SAN_FRANCISCO/DC _|______ &= | r__ig______ﬁ ______ E___.|
STOCKTON/SAN_JOAGUIN | 13 __ & | ___ g___y__5 __|
WATSONVILLE PL_____ __ 415 Y} a4 } 8 ) =3
TOTAL_PROGRAM_REFERRALS ___103&__________ 4728|373 181
IOTAL_OTHER CALLS _ __ ________ o329 ___
TOTAL_NO. OF_CALLS 1071 478 372____BE0

Sarn Francisco;

Milpitas/Santa Clara;

a

nd Oakland proprams

received the largest number of referrals:

34
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A breakdowr of the callers by gender revealed that €3:8% of

the callers were female. The majority of the calls were made to
the 800 service on Mondays with 232 calls or 21.68% and Tuesdays
with 207 calls or 19.35%. Ar essential feature; of the referrail

service was that it was operable daily, 24 hrs per day, and

provided access ori the weekends. While the percentage of calls

on Sa*urdays and Sundays cannot be cons1dered high at eight

percent; caiiers did make use of the weekerid service wheri the

program was Idvert:sed. n breakdowri of _the numbers ard

percentages of calls received by days of the week is presented

in Table 3.

TAELE 3

NUMBER OF CALLS BY DAY OF THE WEEK

Day_____ Number___Percent B
Mon g3 £2:7%__ o
Tues__. . __g07 19: 35%_

Wed 166 15:51%_

Thurs 181 16:98%_

Fri _197 18: 41%_
Sat_______38 3:55%_

Sun 49 4:.58%_

Qva:iabzi:ty of the service dur1ng off hours seems not to

have been a s:gnxfxcaﬁt factor. Clients did use the service

during off peak hours however, as axpected the majority of calls

were made to the answeririg service between the hours of 8:01 AM
and 12 noor. Bﬁiy 8.59 % or 92 callers made use of the

answering service during non—-working hours. Tine of calls was

related to the pubi:cxty being aired by both telev1s1on and

radio. For example; after viewing EU/;O & special _ progwam

aired by ABE about the probiem of 1111teracy, 23 calls were

received by the answer1ﬁg service following the program between

12:00 midnight and 4:00 am. Ariother program aired early Surday

morning generated 27 calls between 8: 01 am and 12 noon, unusual

because under normal corditicns ncot that many calls were

received on a Sunday. A breakdowh of calls received in four

hour segments is preserited i Table 4:
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TABLE 4
TIME OF CALLS TO 800 SERVICE

s b

e —————_Yiwme__________ Number_ ___%__ o E;

—=—Erem____———-_ Te o //r‘

1. 12:00 AM 4:00 AM 23 e. 147 *r ? ? i

. 4:01 AM  P:00 AM g4 &, 2E% ) 2%

3. 8:01 AM 12:00 PM 484 45. 19% 2 | //)/

4. 12:01 FM 4:00 PM 386  34.17% %

S. 4:01 PM B:00 PM 139  1&.04% ol N 1

6. 8:01 FM  12:00 AM 45 4. 20% - AN
L AR
1 2 3 4 5 6

PROGRAM FOLLOW-UF OF B80¢ REFERRALS

Based o the 1nFormat1on reported by CLC angrans 4Bu o
45 cBV af the 1071 referrals were contacted; £17 or 20;: % were

errolled and 9 or 8. 5% were referred to other programs. Ever

after ﬁakxng contact wWith the program scome clients decide rict toi

partxcipate or postpone participation once they discover the

level of comm1ttment required. This is reflected in the

discreparicy betweer the riimber who cormtacted the program ard the
namber wWHo envolled.

Conversely, 1t was not possible for programs to reach every

referral ever though some program coordinators indicated they

tr1ed three to four times. Frimary reascons reported by praogram

coordinators for not beirig able to contact clierits were:

o no_teleptorne or wrong riumber given
o telephore discormected
¢ left messagz but ric response
G prank call
o phony rnames
Mcre learners than tu+ors errclled in programs aIthuugh thie

differerce betweer the two is not that significant: Morz tutors
thar ariv other group did nct follow—up with the program after
initial cahtact OF the 9€ callers who warnted more irformat ior,

31 eriroclled after c~r+act1ng the local program, but it was rict

possxbie to determire whether they enrclled as learners cor

tutors aCCurdihg to information reported by program

cocrdiriators:
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facil1tate early follow—-up at the prcgran level: It was

followed bi~monthly with the Data €ollection Log tc docoumernt

contact and action taken with the caller: Based on aﬁaIySIS =

the data reported by program coordlnatovs, turn armund time

(time between the 800 call and program coritact) was rist a

significant factor for this study because most callers cuuldiget

a referral to & program in their community and most contacted

the literacy program immediately followlng a referral: Bf the

485 rallers who contacted literacy programs; the maJuvIty of .

these or o1 (41 44%) contacted the program ocn their cwn

initiative and did so the sane day of the initial referral by

the answering service. 0Of the 201 callers who contacted €Lt

ropgrams on the same day; 90 were learners; 70 were tutors and
9 9

41 were 1nf0rmat1ch callers.

The data alsc revealed that of the 485 callers who made

cdﬁtéct with & program, a total of 327 contacted the programs

within three days of initial contact with the referral service,

and by the,f;fth dayy; & total of 356 callers had contacted the

program and 171 or 78% of the total riumber of errcollees (217>

had enrolled. The San Francisco and Corntra Costa programs

pravide good examples. Of the 280 program referrals made to
buth programs by the answerlng serv1ce, 13c contacted the

enrcl led. Q small group of 1z callers contacted the programs

bc#aré céiiiﬁg the referral service and eight of these
ernroclled. Ore caller was & former student reentering the
progranm.

) Almcst all the c11emts who contacted the program did so
W1th1n orie_week, and contact virtually halted after 10 days,

with a small resurgernce of (13) callers making contact the third

week from thHe time of the initial 800 call. OF these; twa

students, two information callers ard four tutors (8) were

enrclled. Overall; the programs rcpcrted that for 485 of those

clients who made contact with a CLC prcgram, the shortest time

spari betweern the inmitial BOO call arnd program contact was zero

days or a matter of hours awd the longest time span was 8 weeks:

S1ncm m1m1ma11y it takes two tio three days for the

“Covifirmaticr Memc" to a&rrive at the local program with contact
information, 31% cr 327 of the referrals 1n1t1atéd fol 12@j3977

themselves and the majority of these; 48% or 2326 were learners:

SECOND LEVEL REFERRALS

CLC progran coordinators reported making a total of 92
referrals to other programs. These referrals were made to other
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CLC programs, adult r&adiug programs or non—-CLC libraries either
because there were no local CLC programs in the community or
because the clients needed a program more appropriate for their
skill level. For example, the Merndocino County CLC program;
which is in & rurail 3uvi§d1ct10h,,rece1ved a total of 14
referrals from the answering service and made nine referrals to
other adult literacy programs in communities located closer to
the bliﬁﬁt; “The Napé City CdUﬁty CLC program ﬁéFéFFéd 13 QF 6%

arid lelEJD, ,Tbe same ;sftruefof the Salinas CLC program which
received a total of 13 referrals and referred seven of these to
the Monterey Cournty Library.

glggggx_gggigg_gtggggggx to ass1st them ire mak1mg second level
referrals to non-CLC 11brar1es. (IhefD1rectory, provides a
listing with telephone numbers, of all main ard brarch libraries

in Califarria.) Referrals were made by CLC coordinators to the
following types of programs.

o ARE/ESL

o Adult Readirig Centars

o Asian Missior Program

o Career Certers

o Commurity Cocllege Programs

o Coritact Literacy

o Diablo Valley Literacy Council

o Gilroy Fublic Library

o Sarn Francisccoc Legal Assistarice

o Sarn Joaquin Delta Coiurity

o Voluriteer Rireau of Sarnta Criz
SECOND REFERRALS AND DIRECT INGUIRIES TO NON-CLC LIERARIES

The second level referral approach seens to have worked in

reverse: Whiie Tally Sheets sent to rion—CLC libraries were

meart to track PefewPals from CLC programs, none were documented

everi though eLe programs reported making 92 referrals to non—-CLC

libraries. chever, 17 rion—CLC libraries d1d _report receiving

140 dxrect inquiries ard referring 48.5% or 68 of these to local
CLC programs.
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wanted to volunteer as tutors, and five indicated they warit ed

more information about the program. Scnoma Eounty tzbrary

reported the largest number of inguires with a total of S35
contacts. The library staff indicated that tw:s of these clierits

had been matched with each other, a learner wantlng to learn

Enel1sh and & tutor wanting to 1mprove his Spanish, but did rist
indicate the status of the remaining S5i.

Dne pP blem encountered w1th twackzng EEE PEfEPPaiS was

gett1ng an 1ncreased number of inquiries because of the 800
service and most agreed to provide the information to BALRN,

they were not geared up to track clients from one systen to

arncther. For many; even providing information on the number of

d1rect 1nqu1r1es was a. problem because they seemed ho% to have a

service.

Aricther problem asscciated with the second level referral,

especially iri programs operating in areas where literacy
resources arnd providers are more concentrated; is that clients

failed to ment1on they were referrals from another program when
iriterviewed ard they were consegquently recorded as a direct
pragram contact.

A breakdown of the numbeP Gf 1nqu1r1es reported by ron—CLC
libraries is presented in Table S.




TABLE S
INQUIRIES REPORTED BY NON-FARTICIFATING ELC PUBLIC LIEBRARIES

T o o o o e e e e e o o e e o o e e e e e e o e e S B . e . B B S e o ot 4o S . S e Y . s B B e e iy . e e e S . S S o o St S o B o e e o .

__________________________ Feforred tor T
Alameda Cc., Richmond ELEC:

EérBglgx_EL__;_;_;::w:::::::::;:;EQEBELEQ_EQEL __________________ {3
ﬁééiiﬁéémg_EL___i;;;::::::::::;;;ééiﬁé-tgtéﬁéd_____-_____________1
S given progm info
QQIQEE_EE____~__1;;;::::é::::::::géﬁiéét_iﬁfé_fil§§~_____________E
take Co L________ ————————_-—-i___-referred to Co_bL._____________ 1
§é§_§§§QE_@L____i:;::::::::::::::ﬁiégég;gé_ﬁéﬁEﬁiél-fféﬁ_gi_EE___l
Mill Valley PL..1___& _______ . veferred to Co. Lib: Progm______3
- o _ B referred toa Co or
Monterey PL_____3___3 -~ _ Seaside Library ___________ =3
Mt View PL____ _.& __& ________ _ peferred to Menloc P. CLE________ 4
@EXEQE_QQ;L;__::i:::é:::::::; ____ EEEEEEéé-;:-u;-ﬂéia_QéL_EEEE____&
QE;EQQ_EE;;;::::i::::::::::;:____Eéféfﬁéﬂ_ﬁé_Eﬁiié_géi_QEQ_______i
Palo RAlto . o
Qégx_EE_a____g:;i:::::::::::::;;_féfgffgé_EQ-@E&lé-Ei_QEQ________l
Redwood City T referred tc Merlo F. EEC,
P ] i8 4 Sam Mateo, 1 reg & ESL tator;
——— e T omo——————3-€all back_____________ 27
San Benitc Co referred to Vol T.and 7
ol g oo —————--———-Salinas PL CLC__________________ £
San Bruno PL____1 & _________ peferred-to D City S.5F_GLE_____ 3
San Leandro . referred to Alameda Co ELE;
EQ_EE__-_~______g___l:;::::::::::Q§gi§ﬁ§;gkg_-___________________3
Séﬁ_géfégl_EL___Q___gz;::::::::::féfgffgg_ié_ﬂéfiﬁ-Qéa_QEQ_______Q

11 inquiries received at

central and regional
S B 7 o libraries. & learners -
Sornoma_Co_L_____ € -—k-__——__-8S0____matched _______________________ 53
IégélE_~______;éé_;gé:::szzéiz;___;____________________________1&9




CHAPTER VII

MEDIA COVERAGE FDR THE B00 SERVICE

Media coverage for the 800 service was sporadic. The

or1gzna1 proposai which Inciuded a component for a media

campaign and was 1ntegra1 tc the support of the prcject was rict

funded: The assﬁmptloﬁ was that local advertlslng activities

ergaged in by BALit pragrams could be coordinated to advertise

the 800 riamber: BALIT eventuaiiy assxghed responsibility for

publicity of the B00 rumber to a voiuriteer committee whose

membership rotated every two moriths: The committee was

responsible for generating pubixcxty abaut the 800 riudnmber ard

creating and mailing pub11c service arnncuncemerits tio public

affairs coordinators at local radio arnd televxslon rietworks,

This rotational harndling of publicity Hindered the elements o?

consistency and continuity which are vital to an effective media
campaigr.

CORRELATION BETWEEN REFERRALS AND PUBLICITY

Orie of the major findings of the study was verification of

the correlation between the rnumber of Feferrals and the anciurnt

of publicity being aired by the puablic media. Without the

suppart of a planned media effort, the system does wnct operate

at maximum capacitys Not nhiy should pub11c1ty Scour regilarly

to be efféct1ve, it should be targeted arid comnmuriicated ir a

variety of modes at a var1ety of levels to reach the diverse

population of potential participants served by CLC programs.

FERK REFERRAL ACTIVITY

rnine month study: January—February durivig the start up phase,

wheri 23.4% of the irnquiries were rec91vediaﬁd ngust September

during the last two months of the study wher 58. 5% uf the

inquiries were received. From March with a hxgh of 34

1ﬁdﬁ1r1es, the referrals contivioed to piumﬁet until they

reached a low of 15 in May,; climbed to 46 in June, and to €9 irn

July (see Qppendxx, Number of 806 Referrals). Duririg May wher

the calls were at their 1owest, even the operators at the

answeririgp service asked "why are’'t we gettirig arny calls?".

In both pericds of peak activity there was a great deal of

media atternticn given to the problem of illiteracy, and local

media "hipe'" about the "tzteracy Hotilne" In January wheri

BRLRN was established; the pyrogram was newswcrthy. It was a riew

program available to peopie wha had a reading prﬁblem arid rieeded

help. It was a new year which for many could offer the hape of
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a "mew begirming". The 800 riuber ard the program were

publicized by most of the local TV stations, local radio

networks, commurity groups, ard the press, so the program got

off to a good start with 119 referrals withir the first 10 days

of serv1ce. Thé KCBS Safeway Med1a Campa1gn planned to c“1nc1de

latter part of the month, and 1n do1ng S helped sustain the

momeritum of referrals with additicnal med1a support.

In August the momeritum began bu11d1ng for che advent of

RBC’ s pPOJECt tzteracy us Eampaigh iri September (& national

campaign with the collaboration of Capital Cities/ABC, Irvic. and

the Public Broadcasting System to fight adult Literacy). It was

time for school bells and riew edocaticirial gaals,fNatlonal

Literacy Month, Internationail t1teracy Day, arnd literacy was

rewsworthy aga1n. in September it seemed &as if all the rews

stations were competing to have some cornectich with the 800

riumber. In addition there was naticnal special prcgramm1ng that

cccurred and ads with the BALRN 800 riamber dlsplayed at the enrd

of many programs: Qs a resuit UF all the media activity in

September; the answeririg service averaged more than 100 calls

per week. Many clients contacted their libraries d1rect1y as

advised by ore participarnt featured D3] the spec1a1 pragram aired

by PEL, and CLC coordirnators reported arn ivicreass in calls and
walk-ins fram 49 ta 300%.

Table 6 illustrates the relat1onsh1p of med1a act1v1ty t

use of the 80O number: The fxgures in each cell, provide the

riumber and the percerit of calls for each mconth.
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The follcwirig table provides a brea
teported by clierits who called the
percentage of calls that were gerer

T

MEDIA COVERAGE, NUMEER AN

Safeway Eag

v .
KCES—-radic
Charnel S
Charnriel 7 ,
Suriset Magazirie
SF Chronicle
Office Memo
Co-op Newsletter

CLC Program

168/15.68%

Safeway Eag
TV o
Chaririel 7

f the various types of publici

kdown of e =
referral éévy;geigpg”the riamber arid
ated by the publicity:

ABLE &

D PERCENT OF REFERRALS BY MONTH

Safeway Eag

Chinese Newspagper

KEES
KLBK

TV S
Charrnei S 85/7.93%
Eharnet 7

FG&E Meawletter

Bpril _
Safeway Eanp

TV

Charmel 7 E67E: 4%
Chernel S

Library

Tutor . ,
FM-radic 1571.40%
Chanriel 7

July oo
Safeway Bag

Career Center

Readewrs Digest o

Friend 63/€. 44

Foster

Library

Charnriel 7
Séé;EEQEE_________;;;::::::::::::::
S8afeway Bag CLC Frogranm

Radio TV o

KEBEEX Charinel &

KEAL 7 Chaririel %

Charrel 7 Charriel 9

Charrel 11 Charriel 3&

Chaririel 44 Chaririel &G
Friernd Co—op Newsletter
Bus Merrit College
Foster 'G&E_Newsletter

Radic
KMEL
KJAZ

TV
Channel
Charnel
Library
Newspap

467/ 4; 2%

Newspaper_________________________

Safeway Bag
Radic

KELX

TV

Charnel 7

CLC Frogram
Foster

Magazine
Femily Life Froaoress

Ne_—af 800

81/7.56%

S47/51.07%



MOST IMPORTANT MEDIAR INFLUENCE
Sirvice the media comporient is such an important component

for a referral service, it seemed necessary to documert the
1mpact7the medxafﬁéd o the use of the referral service. To
accomplish this the answering service staff was told to ask
clients rallirig the referral service where they heard or saw the
800 riumbei. Program coordinators were alsco asked to obtain
medza 1nformétidﬁ wher possible and to report it on the Data

Based on data supplied by the answerirg service and program
coordinators, television was by far _the most influential mecium
ard gerierated the greatest number of 800 referrals. Although
wheri irterviewed by pirogram staff, mary callers said they could
rict remember where théy heéard the toll-free number, S8% of those
responding cited television as the source of informaticon (see
Table 7). Orie television propram cited most often (72 times)
was the 20720 special on Literacy, hosted by Ted Kcopel. Radixo
was cited as the next irifluertial scurce of information with 9%,
the Safeway Bag was next with 3%, followed by rnewspapers and
Izbraries. There was alsoc a category of "other" which irncluded
those cl;ents whHo gave ric _source of information as well as
clierits who cited many differernt scurces. Soie of these other

suurces cited were:

o Co -op Newsletter
a Office memo

o PGE&E Newletter
o Posters

o Sunset Magazxne
[<] T1me Magaa1ne

Table 7 provide a breakdown of media scurces cited and reported
by the arisweririg sevvice ard CLC cocrdiriators.

TABLE 7
FERCENTAGE DF CALLS GENERATED BY THE MEDIA

i, TV
E: Radio
3. Safeway E=g
4. Library
S. Newspaper
- Other




VIII

MANAGING EALRN

STAFFING
The origiral staff1ng plar for BALRN allowed $30; 000 for
salaries of project staff. Thi. amoumt included contracting foe

= haif —-time corisultart to manage the pv cject and subcontracting

for a half-time support staff person for 18 months. Added ta

the staff was a part—-time (as rieeded) computer prugran

speczaizst hired to d951gh & data mariagemernt program ard tn

agtomate arid input the data. The computer programmer was a

studert w1th ari engineering backgrournd and specialized tralﬁlng

ini conputer technuldgy’ The project was able to hire him for

almost one-fourth the cost of a professicnal programmer:

Qithnugh the pPOJECt consultant was h1red for hailf tIne,

the amourt of time required to marmage the project varied from

half to full- tlme. For example, the start-up of the project

scheduled foir November 1,,was delayed urtil December but the
scheduale me iriitiating the service remairned January “f,,Thg

project narager was requ1red to work full-time to develcp the

riecessary iristrumerits ard referral tocls; conduct trainirng for

the arnswering service, arnd prepare them for the Jaritary &

start-up date-

Extension of the serv1ce to 1nc1ude other CLC programs arnd

libraries that had rict beeri ivicliided ir the crigimal plari; the

uhpredzctabxiity of the mumber af referrals, the rieed to

coristantly update arid revise the referral instruments; the time

requaired for data eritiy ard refirement of the data; the reed to

be irnvolved iw pub11c1‘1mg the service through local media

chakkeis, the reportirg rieeds of the project, the amcount of time

reeded to arnalyze the data and write the reports and other

act1v1t1es”aﬂd tasks that are always time consumlng wbggiyrwk1rg

with groups, PeQUlPEd the project marnager to work as rieeded to

compiete the tasks Pegardless of the time irnvolved.

ROLE OF FPROJEET ADVISORS
The BALit program coordinators were very much a part of the
praject: The project mariager reported each month to the BALit

advisory group ori the progiress of the study, and provided a

report morthiy; on the riunber and status of callers, and a

breakdown on the rinmber of calls by time of day and days of the

week. During their meetirigs BALit meénibers also advised the

Praject manager ard provided iriput arnd suggest icons on procedures

for Cﬁllect1ng program data, desigrn of the instrumernts used by

the ariswering service operators, as well as feedback orn the



referrals tc the local programs.

There is rno one pattern of staffing that is best for a
service of this nature. &taffing should be determivied by the
1ﬁdiv1dua1 rieeds of each project and _the cllents wha are the
recipients of the service. The one factor that will have the
most impact ori how the project is staffed however,; is the amount
of media act1v1ty be1ng conducted to advertise the service and
the number of calls gererated as & result of the publicity.,.

Related to that is the process used ta prov1de programs with

contact Ihfmrmation, the strategies employed to monitor the

aqggragz of referrals,rthe iriformation needs of the pPOject,,tHé
fPequency with which the referral database is updated, and the

number of affiliate groups who rieed to be inforiied and updated

cn the activities of the program:. Had BALRN received the

original number of calls praojected each micrnth (400) with the

extended ser zice, pchect staff would rict have been able to

harndle the volume of calls with the small staff allocatad for

the project.

- The fuliﬁWIﬁg staff Pespon51b111tes are suggested eﬂly as
general gu1d11ﬁes for iriitially establishirig & refertral service

and are based orn the tasks performed by the BALRN staff. Many

of these tasks will ﬁot rieed to be dore crice the progran is
fIPnly Inplem9ﬁted. Respnn51b111tles are grouped by manaqement,
clerical arnd techrnical tasks.

MANAGEMENT7EOORDINATION

o Develop mariagemerit plar ard corifer with project adviscrs
or sdpervisor on the dccuracy of planned tasks.

o Develop crItEPIE ard cutlirie tc interview féiébﬁﬁﬁé

arisweririg agericy:

o Cornduct interviews with ariswerirng service agericies arnd

select service.

¢ Set up tocll~free nomber with telephorie carrier arnd

arnsweri rig SEI"V ice.

¢ Hire support staff:

o Obtain input from appwopPIate adviscrs =) g} d951gn format

and conternt of training ard referral protccols.

o Develap protocols, gu1d911ﬁes ard the prccess for

routing referrals from the telephorie ariswering service

to the tocal programs.



Submit instruments to advisory group for review and make

revisions. Make supplemental revisions and update

materials as needed during the project.

Develop workshop plan; schedule and conduct initial
training with answering service staff amd wherever
revisions are made to the materials.

Establish procedures for monitoring the quality of the
interaction between the answering service operators arnd
and callers.

Moriitor, evaluate and provide feedback to the telephorne
service staff onm the accuracy of informationm and

Develcp appropriate rescurces and iriformaticn formats to
communicate the status of the project to a variety of
participtants and program affiliates; verbally and in
writing.

Develop piblic service anmouncements for airing on local
radioc rietworks and T.V. charmels when invited and
provide interviews to the press when requested.

Develop interview schediles and condict imterviews with
appropriate programs participants.

Desigrn_ appropriate tocls and measures to assess program
effect iveness.
Hire computer program specialist.

Select data management system to organize data and for
data arialysis.

Collect and analyze data.

CLERICAL SUPPORT

(]

Perform gerieral secretarial resporsibilities of typing
coriesponderice, reports, designing forms, organizing and
mariagivig project files, and Maintaining records on the
number of calls to the referral service.

Mairtain files on raw data.
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o Moriitor referrals for accuracy.
o Revise azrnd update referrals instrumerits as needed.

¢ 8erd out coritact irviformation daily to programs

participants:

Frepare data colilection logs and faiiy,sheefs with

(]

composite lists of refewrrals arnd mail to program

participants on schedale.

=  Frepare returned data collection logs with coded

information for data entry.

Maintain daziy count of referrals and prepare munthly

[y

update report on the status of calls.

o Develop arnd pPInt computerived malllng lists in

anticipation of tarpgeted mailirigs.

o Conduct fuiiuw—up of "other calls" to make sure the

ciierits needs are addressed:

TECHNIEAL TASKS

Confer with pru)ect mariager ir the selecticor of a data

(]l

managenent prograns
= Design program according to project specificaticns.

o Automate programs with computer system.
o Refire data management system.

a Ferform data entry as data are collecteds

a Refire data; and print reports:

All the tasks outlined above were DEPFHFHEU by EQLRN staff

arnd are listed here to 1llustrate the level of coniniithiert
required to establish the BALRN maodel.

In addition to BALit members who ivitiated the project arid
who were the pPuJECt adv;ggggli§bgre were a rnigmber of other

library groups who were interested inm BALRN: Foir those

participating anmd affiliated with the pPuJECt it was riecessary

to keep them updated abcut the status of the project, and to



CUmMUﬁiC§ﬁé,géhéréi 1nformat1on about the project to others:

To respond to the communication reeds of the project; & variety
of reporting formats were developed. EALRN malntaxﬁéa a
cammuriication relationship with five library affiliates and
dissemiriated iriformation to thHem on a regular basis. They
irncluded the followirng groups:

: EnLIs (Bay nréé Libﬁéﬁy Information System) and cther

[

BALit (Bay Area Literacy), sponscrs and program advisors

.

3. CLC Library participarits
4. All Library directore in Northern California
S. Morn—participatirg CLC libraries

6. Conitact Literacy (Naticrial Literacy Hotline).

The formats developed to commuricate informaticon about
EALRN ivicluded the following:
The BALRN Fact Sheet - for wide dissemination — a brief
coverview orn the who, what, whery; where and how of the
praject.

(=9
LN

&. The BALRN Morithly Update - for BALit nenbers. A morthly
summary report on the number and status of 800
referrals by CLC prograii. A format developed in
respdﬁse tﬁ EnLit MEmbéré Wéhtiﬁg é Fébﬁﬁtiﬁg dé&iéé

aﬁd vliert status withoit descr1pt1ve text.

J

Therﬁuarterly Update - a two page hEWSlEttEP for
systems ccocordirators, 11brary directors; BRLit members

and CLE program coordiriators to update library

affiliates on the activities and progress of EALRN.

4, @uarter;giReports - for EQL1~ mémbers,ffﬁérﬁéLié

coordinator ard State Library Staff. A detailed. ,
descripticn arid documertatior of project activities in

progress;

9. SEﬁergi Ecrrespondenca - W1th the Nat1ona1 L1teﬂacy
Hotline in Liwecolrn Nebraska, tio explore the feas1b111ty
of Ilnkages bethen the nat1oha1 toll-free service and

the regicrial toll-free service, and cthers interested

in the project:
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FEASIBILITY OF LINKAGE WITH THE NATIONAL 800 NUMEBER

A riumber of telephame dlscu551oms were held W1th the

director of Cortact Citeracy in Lircaolr, NebrasRa to explore the

fea51b111fy of establishlng ari automatic relay system with the
BALRN 800 rumber: The coricpet wWas that & perscr calling the

riational riamber from any orie of thHe area codes in the BALRN 800

toll- free area would be relayed cutomatically (Urikricwr to the
caller? to the regioral 800 riumber.

EContact theracy was rict iri fav&r of the h;oRup becau;e of

their reed tu soreen inconing calls. Ari aiitomated relay system
wcould eliminate that possibility. Uf particiular concern was

their capabllity tu respond to the hedrirpg impaired with their

TDD system and to screen thaose callers who were seeking

information rot related to program referrals. The national

number has the abxllfy to provide iriformaticn on 11teracy

programs that BALRN does riot have.

While the automatic hook- -up seemns puss1ble at flPSt glance,

after researching the poss1b111ty with AT&T and Packell, it was

concluded that the drawbacks under the current commun1cat1un

climate preclude the po551b111ty o Successfully regotiating a

hookup betweeri the two 800 ri.mber systems.

A more basic corncern is the comprehen51veness of the

natiorial database used to make literacy referrals tim pragrams i

California: The nunb=r of Iiteracy providers is enormous for

Cai:fnrnxa, arid an ouat —of-state database is ncot expected to be

as comprehernsive because of the vizilitme of programs, the ﬁééd to

apdate 1hfornat1un freqUEﬁtly arid the prublem af distarice which

results in many inaccurate Peferrals. Even in establishing

BAERN; the referral database of the coperators rieeded to be

updated frequently:

Biven the apparent drawbacks arid iriformatior rieeds of

Ealifornia Literacy prcvxders, the streenirig needs of Contacf,

Literacy and thae problem of distance, a statewide humber would

appear to be more desirable fior literacy assistarice wlthln the

state. Furthermore, it seems more feasibile tio explore the

techrnology regnired to establlsh a toll-free service wlthln the

state 1f the State lerary is plannirng to implement a statewide
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CHAETER IX

MAKING THE TRANSITION

OPERATING EBUDGET
BALRN cperated ori & relatively small budget of $50, 000,
of which $30, 000 was allocated for salaries; $15,; 000 was

allocated fior telec“mmun1cat1ons arnd telephore chawges and the

remaining %5 y 000 was allocated for gereral cperating experses:

The orig1na1 budget fnw the telecommun1cat1on charges was
based ori a projected estimate of 400 calls per month. Lack of =x
pianﬂed ﬁed1a compcornient to support the service resulted in the
praject receivirvg orily 30% of the number of calls projected and

urider esperndirig of the budget by approximately &7, Q00. A request

was made to the State Library and approval was granted to ase

tb§7Uhexpended funds to develcop & media package two advewtzse the
referral service. A pr1nt package for Ray Area CLC programs was
developed and is currently available for disseminaticon from the

BRAELit program coordinators.

the ﬁéﬁai of fice equipmernt,; furriture, facilities an Suppu\t

staff were:
& A compuater pragrammer
»  In—kind support from the fiscal monitore
o Computer access and in-hcouse capability .
o  Data Eritiy
o Operatirig (cther tharn answer1ng service and FacBell)
~-Software
—contact informaticn
-mailirig lists
-mailing labels
~commaricatichn tocls

-coffice space

COST OF THE TELEFHONE SERVICE

A summary of costs for the toll free serv1ce and

telecommunicaticon charges indicate that the service is
41
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ecoviomical: Ehargeeiwere arialyzed by morth and broker ciit by

an w~ering service arnd PadEelI with the riumber of calls and

charges for each agericy. Total costs of the telephone service

for the 800 ﬂunber for nirie mornths amounted to $1, 950 or aw

average of $=217 per ﬁ nth for the 1071 referrals ver1f1ed by

EBALRN fraom the answering service: ircluded iw these charges is

the ore time norn-refurdable iristallatior fee chavged by bith the

arswering service ($50) and the telephore carrier ($70).

Because they are two differert systems with two different

billing schedules that cverlap, there is a differerce between

the rnumber of calls recorded by the arisweririg service, PacBell

arnd the program each m-nth. FacBell charges exceed thiose of the

answering service by approx1mate1y 50%; Furthermore the

criteria used by each agericy for a Cunpleted call is d1ffereht.

The answer1ng service does riot charge for Ihcampleted calls or

harig ups; while the telephone compary charge" for all ecalls that

carmect with the answering service whether completed cir rict.

The aﬂswerzﬂg serv;geigherges a base fee of $50 each morth

(this fee carn often be fegot:ated), for a mirviimum ridnber of

calls. For example, the base fee for BALRN was $S0 per munth
for a minimum of 75 calls; and 25 cernts for each call cver the
minimum 75 So; whether the service received wrie call o 75

calls during the month; the charges from the arisweririg service
amournted to $SU. 7wb§ﬂ the calls exceeded 7u, the morithly charge
was $50 pln Z5 cerits for each calt Tver the mirmimuam 75, The

result was the average cost per ceil was lower wheri the volitme
of calle was highest: This held true fpr both services. The
period betweern the maornths of March arnd May wher calls were at

their lowest, and September wheri calls were at their h1ghest

clearly 111ustrate this coricepts The average cost per call in

March was $2.85 when the nnmber of calls received foir the nicrith

was 34, in May it was $4.94 per call wheri the rumber of valls

received for the month was 16; while in Septembev wheri the

number of calls received fcr the morith was 547, the average cost

per call was .87 certs. Bveratll; the average cost per call was

$1.82 for the 1071 calls: Which is an arggwert for supportirg

the service with a media hanpalgr sivice thevre is ari ohviaus

correlation between media coverage ard use of the service:

CONTINUING BALRN

werea asked by the State Library Eonsaltant to make a decision
about cUnt1nu1ng o discomtinuing BALRN:  To assist BALit

members irn makirg a decisicrn,; the project narager develeped twi

Four months pricr to the end of the study, BALit members

examples of estimated costs to conmtinvuwe the program with

minimum; medium and maximum budgets and formulae for allﬁcating

costs amcong BALit members. A committe was assigried to review

the examples and tu make a recommendatior regarding the fatare



Based or the information presented, the cost effectiveriess

and the performance of the answering serv:ce, EALit made a

dec1s1on to continue the service: They decided to support BQLRN

out of local program funds; and came up with their own formula

for furding the project. To off-set some of the costs, the

BﬁL1t comm1ttee sol1c1ted new membevshxps and was SuCCEssful 1n

one CLC program that was not a BALit member:

,Eébﬁ mémbéﬁ is charged an armual fee of $337.50 foP the

service. The current plan calls for no riew nembevs for four

months to determine first how well the pwogram operates without

the developer. Orice the decision is made to accept rew members,

they will be accepted on a quarterly basis;, and arnnoaal

membership W111 be prorated according to formalae decided upoﬂ

by BALit. In add1t1on tco the arrnual fee (which may be hIghEP

than the $337.50 for first time members) new members will be

requzred to pay & joining fee of $40 to supplement the cost of

staff time required to update and revise the Referral Guide:

The _pPrcgram is being administered by t*he coordirviator of the

Alanieda CLC City Library Drogram who volariteered to take ot the

respoms1b111ty.7 The program 15 operat:hg with the nInImum

program or a total of $5, 400. Staff Ihciude the pPagPamr

coordinator, who volunteers her time for BAERN and a paid clerk,
wha works_ four hours per week at $10 per hour: The clerk is

responsible for picking up the referrat sixps and na111ng ciut

contact iwnformation weekly. Only membérs of BALRN receive

contact information on the 800 referrals, but member programs do

make second referrals to other literacy providers wheri
appropriate.

The budget for coht1nu1ng BALRN is admittediy nInImal and

15 ot recommernded for other gvoups. And sirce there is rio

glanﬁed med1a campa1gn, they may ve“y weii succeed 1?

o s

membersh1p. Hc«waver‘L it is gpeculated that riew membevsh:p will

be prorated usirg different formulae ard the resuit wiii be an
iricrease in the costs for rew memberships.

START UF AND MAINTENANCE OF BALRN

Sane thought was glven to the replication ard naxﬂtenance

of EQLRN and what theose costs would look like with a paid

professicnal, suppsrt staff person and & computer programer

Ariyorie starting up & referral service or repi:catlhg BACRN

should understand that the examples provided cnly serve to

illustrate a rarge of costs required to set up an 1n1t1a1

referral servicey, and to maintain the service with miriimom staff

arid the required rescurces once the service has beern tested and



is reéay to be imbiémeﬁted. The suggested resources sre based

o the experience of_ BARLRN. Budgets are based aon the assumptior
that all expernses will have to be paid for by the project. Eut

each praoject will be different and costs should be estimated orn

the bases of rescurces needed by each program.

prgject, ard could get by with c0n51derab1y less tharn the costs

illustrated in budgets ore arnd two;, as BALRN is currently dairng:

The f0110w1ng budget CGﬂleUPauIGﬂS are presented to pro\lde

ﬁ,prbgrém migﬁt be able to get irn—-kind support for the

_..,‘_._.,_.—__.—._——.-.._——_—__—__________._——-_._._...—-_______-—.__—_—___.._.._________

CONSULTANT SERVICES:
Frofessicral staff services, 3/4 time

1560 hrs @ $20/hr. $31, 200
Suppnrt staff services, 3/4 time

1560 hrs @ $1&/hr. 18, 780
Compiter program specialist; part—-time

400 hs @ $13/hr. 4; 800

SUFFLIES AND MATERIALS:
QOffice supplies and cornsumable material for

18 mo o x $75/mo - 900
DfFlce space; 18 mo @ $100/ma 1; 200
Reprograghics; 12 mo # $75 200
Frintirg, letter head and staticnary 500
COMMUNICATINNS:
Postage ) i;_un
Computer t1me 500
. Telephorie charges; 18 mo & $75/mo 7 ?QQ
Telephaorie answering service; 12 mo @ $150/mo 1; 800
_oneg time set up chg of $50. - S0
Facbell service, 12 mo @ $3007/mo 3,600
one time set up chg of $70. 70
TRQVEL'
Loeal travel to answerlng service agency g00.
?E-ESY_E;EIEEEEE_EEZE"GHE-’-GE_HEEI;‘EZEEEEEEE"""“"_EEE,——EZG"
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Exhibit twao; presents an estimate of costs for & half-time
professiconal staff with & data entry clerk; to maintain the

service for one year once it has been tested and is ready for

implementation. These figures; as are tnose in exhibit orie; are
based on the assumpticon that there will be a plarned media
campaigrn; and the membership will be considerably larger than
the 27 CIL.C participants irnvalved in the test phase of EBRALRN or

its? cuwrvrernt membership of 16 programs:
EXHIRIT &
EUDGET FOR MAINTAINING THE SERVIEE ONCE IT IS ESTRBLISHED

CONSULTANT SERVICES:

Erafessional staff persom; 1040 hre & $S0/hr $20; 800
Data Entry clerk; S&0 hrs & $12/hr €; 840
Dffice space; 12 mo @ $100/mo 1; 200

SUFFLIES AND MATERIALS:
Office Supplies; ard local travel to answering

service 480
Reprographics; printing and xeroxing 1, 000
COMMUNICATIONS:

Postage, mailing of cortact imformation to

Member programs 1, 200
Telephorie answering service for 1&/mo B $150 1, 800
FacEell service for 15/mo @ $300/ 3, 600
Total estimated costs $36, 350

THE TRANSITION

There are some things the marager reeds to do to orient the
suntcessor to the program and to facilitate a smooth tranmsition
and uninterrupted service. They are:

1. N=tify the arswering service that theve will
LS5 & change im staff (and billing address) at
least twao months in advance of your leaving.

Z. Notify the telephorie carrier that there will be
a charge ir the fiscal agent (and billing address)

at least cre month in advarice of your leaving.

3. Meet with your replacenient at least two moknths in
advarice so that there will be ample time to review
all procedures arnd referral instriments.
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4. Take your replacement tc the answering service and

introduce him o her to the individual supervisors

arnd the cperators so they can get acquiarnted with
the staff and get an explanation about how the
answering service works.
addresses if necessary.
program has money).
7. Update the mailing lists and print mailing labels.
8. Notify appropriate affiliates of the charge and
date the trarnsition will take effect.

9. BE AVAILAELE FUOR ASSISTANCE IF NEEDED.

RESPONSIEILITIES OF SERVICE COORDINATOR

The followirig, are tasks to be accomplished for the
coordinator, assigned volunteer o staff person who will have
the responsibility of maintaining the referral service.

Revise and update referral guide as rieeded

-
.

Pick up 800 inguiries on a regular basis

Nk

Develcp ard maintain a file for each program

()

Serid BUO coritact irformaticn to programs within

five days of initial ingiiry

;” .

Develcp r~cord keepirig system to verify impact
of service

)

€. Orgarize informaticrn for data entry
7. Maintain mailing labels

8. Meet with answering service supervisors to resolve
problems quickly

9. Review updated referral informaticon with cperators

10. Organize and report program status to affiliate
members

11. Prepare morithly stat reports on o+ . oibe f callers
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12. Develcp a format for commuricating information
about the program

13. Update mailing 1ists gquarterly for new memberships

14, Maintain rapport with arisweririg service staff

BALRN was desigried to be easily implemerited arice the

under1y1hg structures are in placP. These 1hc1nde.ri) plﬂhﬂlng
and setting up the system with a carefully chosern arisweririg

service agercy; &) desigrning referral tooils and cnﬂdﬂctiﬁg

uP1entat1ﬂh, 3) selecting the¢ telephore CEPFIEP to obtair the

800 number and the apprupr1ate toli~-free sevvxce, arid 4)

Plarrnirng and implemerting & publicity canpa1gh to advertice the

service. Orie important cunp-ﬁent that is also part of the

structure and often overlocited is the 1nfurmat10r arid PEDHP+1ﬁg

need of the project to docdment what the pP ~ject accomplished

arnd the inpact the service had or the prdagram.

The primary plrpose of collecting information is to aid in
the dec151um pracess, @1,Héﬁ bFéSéﬁt ar Futdﬁé.i It is

td UﬁdEPStPﬂd the imourtance of cxllecting; at minimum, data

that will verlfy impact and assist in future deb1=1ﬁh nak;pg.

Some of the questions that rneed to be asked durirng the irviitial
plarinirig proces: ares:

o Why is information rieeded?
¢ What informatiorn is rieeded?
o How is the information to be used?
¢ When is the information reeded?
¢ Who will use the information?
© From whom should the information be collected; awd
o How aften?
ArisWwers to these questicrns will assist the develcopers in

fncusxhg the informatior needs and irn desigring strategies to
meet the programs® objectives.

FRELIMINARY RECOMMENDATIONS

Frelimiriary recornendaticns were made by BALRN based orn arn
early assessment of the effectiveress of the service beath in
terme of costs and performarce. The focus of the pre11m1nmvy
PecﬁﬁMEﬁdatiﬁﬁs is Hﬁ ma1nta1h1mg the serv1ce af 1t was
the use of the serv1ce. ﬁll the pﬂe11m1naPy recommendatluhs
have beer partially or completely implemented.
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RECDMMLNDQTIDN Nuf74. Eﬁhtiﬁgé the toll-free referral

RECOMMENDATION Ng: _Z: That the State Library also furd a

marketivig campaign to pilbliciz@ EALRN, and tc build
awareness of the system among the target audierce.

RECOMMENDATION_No:_ Z: That the service maimtain ites

EE;:EEE‘;ame - Bay Area Literacy Referral Netwoirk (BALRIK)

since it is already established.

RECOMMENDATION No:_4: That BALRN remain with the current

commercial service iw ﬂlameda, which was irnstrumental i,

helping to déveiup the service and whose operators have

become proficierit iw ﬁakihg timely and accurrate referrals.

Because of the early success of BALRN, the 13 BALit CLC

coordinators wha IYItIated the idea for the pPOJECt decided to

continue the service, ard to support it with furds fircm their
laocal programs. it is curvently beirig uperated w1th a small

budget arnd supported entirely by the 13 CLC praojects, augmented

with the SHbSCPIptIGh of two riew members and orie CLC program

{(twa norn—CLEC programns, Berkeiey t1tewacy Volirteers of Amnerica

(LVA) and the Lkivermcore Fublic Library (FL) arid; the Salirias CLC
library pragramda

BALRN is being administered by the coordirnator of the
Alameda City CLC Library Prugran,"ahd as Pecommended remains

with the Alameda Ariswering Service. Orily members of BALRN

receive contact informaticr or the 800 referrals, but member

programs continue to make secowd referrals to other literacy

providers whern appropriate. Callers tio the 800 riumber wishirg

to contact an cut of state pragvam are autﬂmatlcally referred to
the Naticnail txteracy Hot tirvie by the arisweririg service

operatovs. The rnational riumber was iricluded irni the lasf

revision of the Referral BGuide. Dperators were alerted tﬁ the
inclusicn of the Natiorial riumber arid givern instriuctions to refer

caliers wahtzr«g a referral cutside of the toll-firee area, to the
Naticrnal kiteracy Hotiine:

SUGGESTIONS TO ENHANCE THE OFERATION OF THE FROJECT

o Invoilve the aﬂSWEPIhg service staff iri the pragrair at

the begxhxnzhg to establish Pappuvt ard throughiout the

program wherever possible to maintain rappart.

o Get input from participarts orvi the develapmert of

instruments,; ard submit them for review before they are
finalized:
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[a] ?ieid feef Pé?érkai 1nstvuments with the cperators

before the sevv1ce 1s 1h1t1ated to determime their

Communlcate carioa Pegular bas1s w1th answering service
cperators ta let them know when there are problems; and
to let them kriow when they are doirng a good job.

[

e 5§7a pre11m1nary ahaiygié of éambié aata fﬁ determire

what patterris of iriformatior are emerging before
seiectxﬁg the data management program. These patterns
will ivifluervice how the data mariagement program is

desxgﬂed and hﬁw to get from the data, 1nformat1nh

c Allow adequate tlme for data Eﬂth, refinenent and

arnalysis of the data:

CONELUSIONS

EQtRN pvov1des a basic medel ror estab11sh1n§ ari 800

PefePPaI service Wlth a comnercial telephune agericy. Esserntial

tc the success of the service are cperators who are patient and

sersxt1ve to the callers and a media compornent to advertise the

sevv1ce. Those wishirig to Pep11cate the model carn replicate it
as it was develcoped or select from it those comporents that

address their servive reeds and adapt them to fit the desigr of

their program:

Hse of a CuthPCIal ariswerirg serv1ce with a toll-free

riumber to pPov1de access to litoracy ass1stance has scme

advahtages aover the more tradl,Lnnal rmcdels. With this mcdel
service is available at all times arnd the caller always receives

the perscral attention of an coperator tPa1ned to interact with

the citient popuiat1on. Orie call provides the c11ent with a

local program and corntact perscri arid they can guickly fullow—up

the referral on their ocwn 1h1t1at1ve. Recru1tment of cliernts

is expanded beyoﬁd the rarige of pub11c1ty ernigaged in by

individuat programs and all benef1t from & sirgle ad or public

service arncurncemert: The toll free zcne(e) ernables pntent1a1

learrirs andrtutors torcall firom a wide gecgraphical area and
publicity car be targeted to recruilt the category (learreits or

tutors) of paPtchpart rieeded for the program. Finally; the

model is corsiderable less experisive tham the costs aof

maintaining staff to provide this type of service.
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CLC LIBRARY PROGRAMS WHO FARTICIFATED IN EALRN

Alameda County Free Library
Hayward, CA*

Alameda (CITY) Free Library
Rlameda, CA*

Auburri—-Flacer Cournty Library
Auburr; CA

Butte Courty Library
Braville; CA

Contra Costa County Library
Fleasarnt Hill, CRAx ’
Eqreka—-Humbaldt County Library
Eareks, CRA

Fresriz Courity library
Fresrio; CAR

Marin County Free Library
Sart Rafael, €CAx

Merdocine Connty Eibrary
Ukiah; CA

Merila Fark County Library
Mernlo Fark, CA*

Merced County Library
Merced; CA

Madoc County Library
Alturas; CA

Napa City~Courty Library

Daklarid Piblic Library
Daklarid, CA*

Richmord Fublic Library
Richmorid, CRA#*

Sacrameritc Public Library
Sacrameritc, CA

Salinas Piblic Library
Salivias, CA

Sari Frarcisco Fublic Library
Sar Franciscc, CA®

Sari Mates Fublic Library

Sari Maten, CA*

Sarita Clara/Milpitas Library
Milpitas, CA*

Shasta Courty Library
Reddirig, CA

Siskiymu Courity Library
Yreka, CR

8c. 8Sari Francisco/Daly City
Soath San Fraricisco, CAx

Stocktori/Sari Joagquivi Co. FL.

Stocktar, CA

Watscriville Fublic Library

Watsoriville, CA

Womdlarid Fublic Libraey

Napa; CA* Woodlard, CA
8ari Mateo Courty Library
c/a Penirisala
Belmownit, CR*xx*
**¥This pragram is a BAELit member bat because it is iv the courity

jail it did not receive any referrals from the referral service.
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_Merth___# Learner_ __# Tuter____# Infe______-Tetal _____Percent
_JEE_________Qi____;;:::QQ:::::::::éézzzziz;__lgg________l§;§§2
_Feb________ 36________ .35 _______-i& _____ ___BS ________ £.33%
Maw S 13 o & _______ 34 _______ 3.17%
Ppr____ B A3 oo 5 BB ____E£.4E%
May & 7 oo B35S _i.40%
Aem 16 10 - BO_____ ey W11
dwi 35 16 __ ____ 18 ________ . B3 ________E.44%
Awa_________ 43 1S B3 .- ___Bi_________7.5E%
Sep________838_ ______ @214 _______ 35 _____ ___547________51,07%
_Tctals 478 373 SEO. .o 3071 _______99.97%
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INTERVIEW GUIDE FOR ANSWERING SERVICE STAFF
THIS INTERVIEW GUIDE WAS DEVELOPED TO. ASSIST IN THE COLLECTION OF
DATA NEEDED TO EVALUATE THE. 800 REFERRAL SYSTEM:_ THE GUIDE SHOULD

BE USED FOR INTERVIEWING CALLERS WHO CALL THE 800 NUMBER, AND
FOR REFERRING THEM TO THE APPROPRIATE LIBRARY (CLC) PROGRAMS,

START

1. ADULT READING FROGRAM. (SAY IT TWICE)

PAUSE

2. DO YOU WANT TO LEARN TO READ?

PAUSE

3. 1 WILL NEED SOME. INFORMATION SO THAT 1 CAM REFER YOU TO THE
READING. PROGRAM_NEAREST YOU. - BUT FIRST 1 WANT YOU TO KNOW
THAT ALL OF THIS INFORMATION WILL

PAUSE

4. NOW MAY I HAVE YOUR NAME? PLEASE SPELL IT. .
TELEPHONE NUMBER WHERE YOU CAN BE REACHED? —
(IF NO_PHONE ASK FOR AN ADDRESS WHERE THEY TAN BE R
THE CITY WHERE YOU LIVE OR MAJOR CITY YOU LIVE NEAR?

PAUSE

5. PLEASE HOLD WRILE I LOOK UP THE PROGRAM NEAREST YOU.

PAUSE

6. THE LIBRARY AND PERSON YOU SHOULD CONTACT IS:
PLEASE CALL DURING OFFICE HOURS.;

PAUSE

7. YOU MAY HAVE TO LEAVE A MESSAGE AND THE PROGRAM WILL GET BACK
TO YOU. IS THAT ALRIGHT? Y N ;

PAUSE

8. ﬁﬁ%%TOEWEAM%%EWR%M (ASK ONLY IF THEY HAVE A

BE KEPT CONFIDENTIAL.

PAUSE
9. HOW DID YOU HEAR ABOUT THE 800 NUMBER? WHEN WAS THAT?
THANK YOU FOR CALLING.
MR.3 7 & 53
MR:37 86 o
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THE REFERRAL GUIDE

The following Library programs are participating in the Bay

Area Literacy Referral Network: People will be calling the
800 number from the Northern part of california to inguire
about the "Reading Program", as Learners or Tutors.

The "Referral Guide" was develored to assist you in making

accurate program referrals. "The Guide" has been alphabetized

to make it easier for you to use. Note that the page is

and telephone number. The pages are also keyed on the top,

upper right side of &ach page with the names of two cities.

The name of the city that appears just to the left is the

first city on the page. The name of the city that appears

on the right, is the last name on the page. "The Guide" has
also been tabbed to make it easier to find the city where

the library program is located.
When a caller calls to inguire about a reading program, locate

the city they are calling from in the "Guide" and refer the
caller to that program. In some cases, the person calling
will live in an area where there is no CLC program. In that
case you should ask them for the largest city nearest them,
and refer them to that CLC program.

An interview guide is also inclui 33 as part of the "Referral
Guide" to assist you in collecti .. the data needed for the
project. If a person cills and - :

‘i385 to give their name.
and unumber, get as much informati-:i &5 you can. If there is
other information that is offered iy *“e riiller; please

record it on the call slip. At mis:mun; ge® the name
telephone number of the caller, ar’' -he ci* - the caller is
calling from, where they hearid the £ ~ .u:mkbs:r, ard whether B
or not they wish to become 2 Learnées .o tutor.  In cases where
there are no programs in the local %' 27 the ~aller,

they are referred to the nearesi CLU poogram;

Please let me know if you have guestions o¢ sucyestions about
the referrals or the materials that will make it casier for
you to do your job, and to make accurite referrals.

I appreciate your cooperation, patience and enthusiasm, and
I am looking forward to a very productive working relationship.

Margaret Robinson
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CITy

CONTACT PERSON

AGNEW

ANGEL ISLAND

LIBRARY/PROGRAM

TELEPHONE

AGNEN
ALAMEDA
ALAMO

ALBANY

ALMONTE
ALTO
ALTURAS
Aéu%‘i ROCK

ALVISO

AMADOR CITY

a0

Full Tt Provided by ERIC.

BRENDA GRAY

DINITY JEFFERLS
CAROLE TALAN
SECOND START
OR
CHARLENE BELACK

OR

ROZANNE MILLER
PHILIP MACDONALD
PHILIP MACDONALD
JIN HALVERSON
BRENDA GRAY
BRENDA GRAY

ROZANNE MIZLER

PHYSIP MACDONALD

SANTA CLARA-MILPITAS
ALAMEDA CITY
CONTRA COSTA COUNTY

OAKLAND PUBLIC LIB:

RICHMOND PUBLIC

LITERACY VOL: PROGRAY
MARIN COUNTY FREE
HAREN EOLNTY FREE
HODOC COUNTS

SANTH CLARR-HLLPITAS
SANTA CARK-HILPITAS
LITERACY VOL, ZROGRAY

MARIN COUNTY FREE

(408) 262-1319

(415) 865-2151

(415) 944-3358

(415) 273-3432

(415) 620-6565

(415) 540-1241
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(415) 499-7473
(d15) 189-7473

(616) 233-3939 K130

(i08) 262-1348

(408) 2621349 66
(415) 540-1241

(415) 499-7473



CITY

CONTACT PERSON

ANGRIN

TELEPHONE

BELMON?

ANGWIN

ANNAPOLIS

ANTIOCH
APPLEGATE
ARCATA ‘
ASTI

AUBURN

i

BAYSIDE
BECKWORTH
BEL AIRE
BELLE VISTA

BEL MARIN KEYS

DEBORAH ESSOE

FRANCES WILLIAMS
OR

PHILIP MACDONALD

CAROLE TALAN

JANES ELSAAS

LILLI SOMMER

FRANCES WILLIAMS
JAMES ELSAAS

LILLI SOMMER
JIN HALVERSON
PHILIP MACDONALD
WENDY REYNOLDS

PYILIP NAUDONALD

MARUA ORANOTO

ST, HELENA

NAPA CITY=COUNTY

MARIN COUNTY FREE
CONTRA COSTA COUNTY
AUBURN=PLACER COUNTY
EUREKA=HUMBOLDT COUNTY
NAPA CITY-COUNTY

AUBURN-PLACER COUNTY

EURERA-HUMBOLDT COUNTY
MODOC COUNTY LIBRARY
MARIN COUNTY FREE
SISKIYOU COUNTY PUBLIC
MARIN COUNTY FREE

SAN MATEO

(707) 9635244

(707) 253-4283

(415) 499-7473

(415) 754-8317

(916) 823-4168

(707) 445-3655

(707) 253-4283

(916) 823-4168

(707) 445-3655

(916) 233-3939

(415) 499-7473

(916) 842-5027

(415) 499-7473

(415) 341-3425
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TO:
FROM:

SUBJECT =

BAY AREA LITERACY REFERRAL NETWORK
CONFIRMATION MEMO
Date:
Name of Frogram and Frogram Contact
BALRN

Eorifirmaticsi of 800 referrals



Directions for completing the "Log"

Use the weekly "confirmation memoranda"” from BALRN to verify

the callers listed on the “Log" sheet. 1If the informaticn is
incomplete, (e.g. one name, no number, wrong number) that is

the information the caller chose to give, and it is left up

to them to contact your pragram:

The rest of the instructions correspond by number, to the column

numbers on the “Log".

1. Date caller called the 80O number (provided by BALRN).

2. Name given the answering service (provided by BALRN when
possible, but may require that you provide full name).

3. Sex of caller.

4. Date the caller called: indicate when the caller contacted
your program.

5. Status of caller: indicate whether the caller is a learner,

tutor ur wanted information (provided by BALRN when possible).

_the actual date of enrollment. If the person did
1,

not enrol please leave blank.
7. Indicate where the person heard the 800 number: TV, radio,

newspaper, magazine, etc.

8. Indicate where the caller was referred (e
rs

college, ABE program, literacy volunteer

.ga. community
; etc.).

9. Leave the totals column blank.

10. 1Indicate the number of people who contacted the program to
become learners or tutors who did not use the 80D number:
11. indicate how many of these non=870 inquiries in #10 enrolled

in your program.
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BAY AREA LITERACY REFERRAL NETHORK

Uuﬂomun Contact . oL
LITLRACY

CAMIIEN Program. ..

Date Sept. 30, 1986

Referral Dates Sept. 15-30; 198

BALRX Data Collection Loa for CLC Programs

L=Learnar I=futor- - | I=Information ,
10 2. 33 a; S; 6' 7-7

Date of |  Name of Caller | F/M| Date |L|7/I| Date | HWhere

800 : Caller Caller | Did the | to another program?

8.
Was the caller referred

Call | Contacted Enrolled| Caller | Please indicate where,

your in your | Hear Rbout

___Program Program | the Progran

59.

-

2

9/16 Mary Benson F %

9/1871| Vickoria barbers | § | |x|

3
~+Z|
oo

2

9/17 | Ruthann Miller F 3

9,Totals

0- How many inquiries vere received from tutors or learners that vere mot from Return by:

thé 800 ﬂumbér? Return tUE,, o
Margaret Robinson
BALRN
b ' _ R 125_' lqtb_Stz_Rmz 6_“_
— s T — s — = -Gakland; CA- 94612-4397

1. How many of these inquiries resulted in enrollment in your program?




TALLY SHZET FOR NON-CLC PUBLIC LIBRARIZS

a&uﬁ&ut
EITERACY. o —
CAMIAIGN Library Sunnyvale Pub Lik

Date Sept. 1, 1986

P1e§§giprgy1ge7;ngf1nfgrmggignf requested below by filling in or check1ng the
appropriate columns, and return the form to BALRN by the date requested. - Returi
the form even if you do not get any referrals.

L=Learne; L T=Tutor_ - o

Date you:: Name/location of | T [L] Was the caller| was cal]] What happened to tI
preooram | caller referred from ‘direct caller

contacte: | N a CLC program inauiry -

Totals —

Comments:__

Return by: 1986

to: Margaret Robinson,BAL
60 125-14th St: Rm: 6
73 Oakland, CA 94612-43




M
5 !
2

|

CLC PROGRAM 800 |# oF NON 800 S L
. CALLS __CAITS |  MDIA COVERAGE | BREAKDOWN OF CALLS
» L I T | T | maDI0 [TV [OTHER [ONKNOWN | SUMMARY OF CALLS

AT RATTTSR m % o o _
ALRMEDA > LEARNERS: 7
ALAMEDA CITY PL . TUTORS: 6

AUBURN PLACER Co , INFORMATION: 3
— ' OTEER: 9

E : : TOTAL 16

I

3
8

EURERA/ HUMBOLDT : | § OF cALLS PER/WEEK
FRESNG. 0O LiB Lt 0 vt 1 == ,, -

Ee— : WEEK OF: May 1
MARIN QO FREE _ = , — | WEEK OF: May 4.
MENDOCTNG CO LIE : WEEK OF: May 11
METDOCTRO CO LIB —— WEEK OF: May 18
MENLO PARK . oo —_ WEER OF: May 25

MERCED Q0 1l | roran 16 -

W N oY

NAPA (TY OO d_ | gam to noon

9
=e g 3 9 i _ 1. 2 Noon to 4pm g

[

— 1 i 1 ——
SACRAMENTO : - 1 TOTAL 16

DAYS OF CALLS

SAN MATEO PL L MONDAY
e—— L I PN r 1 1 | TUESDAY
— P » WEDNESDAY
SHASTA COPL |, THURSDAY
PR ; | FRIDAY
SISKIYOU €O — 7 SUNDAY

B b b b i N,

et
Pe %

TOTAL

TOTALS:: 16 7 6 3 2 ¢ 3 17

L=Learner; T=Tutor; I=Information
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BALRN DQUESTIONNAIRE

LIBRARY PROJECT DIRECTORS

{rC Program

The purpose of this questionnaire is to get a sense of the impact
the toll free referral service has had on your program and the

level of literacy assistance you provide.

INSTRUCTIONS: Please read each gquestion carefully before

answering. Most of the questions are open-ended and some
require multiple responses. When responding to the open-ended
questions, use the back of the page if necessary. I have tried
to ask only those questions that will yield the kind of data I _
feel necessary to provide closure to this study, and I have tried
to keep the questions as brief as possible. I hope it will not

consume too much of your time.

Please return the questionnaire WITHIN 5 DAYS in the enclosed

envelope. THANK YOU for your cooperation.
QUESTIONNAIRE

1. what impact did the referral service have on your program?
Be 15 specific as possible. .

2. oOther than an increase in enrollment and/or visibility, what

benefits did your program derive from the toll-free referral
service? Please be specific:

3. 1In your opinion, is the toll-free service reaching the app-
ropriate target population? Yes:_____ No:_

4. Although we have tried to track the number of 800 referrals
who enrolled in your program, we probably missed some of them

because of conditions over which we had no control. According
to your records; how many of the 800 referrals enrolled in
your program? Total number :
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LD-2
a. Number of Learners?
b. Number of Tutors

c. Number referred to other programs

5. Approximately how many clients who contacted your program

directly, were enrolled?

a. In your opinion, were these clients influenced by
publicity of the 800 number or other publicity efforts?

b. How many of these were Learners?_

c. How many of these were Tutors?

6. Has the level of non 800 referrals increased significantly
or is it about the same as it was before the referral service
was established?

a. increased ( )

b. about the same ( )

7. Part of the effectiveness of any program is determined by
what happens tc the client after the program is contacted,
and how guickly service is provided. Please respond as

accurately as possible to the following guestions:
a. Approximately how many learners referred through

the 800 service are now being tutored:

b: Approximately how many tutors referred through the §00
service have been trained, and are now tutoring? .__
9. Wwhat is the average length of time tutors are required to

wait before they are trained and begin tutoring?

10: Has the waiting period increased or is it aboiit the same

as it was before the referral service was established?
Increased ( ) The same ( )

11. If the amount of time is considerzble between enrollment and

teaming, what percentage of learners would you estimate are

lost because of the waiting period? -

[e)]
[§V]




LI 2

12. Has the referral service affected your ability to provide
literacy assistance? Yes () No ()
If yes;, please explain?

13. 1If the request for llteracy assistance should increase
51gn1f1cantly because of publicity by the medla, describe
briefly what will happen to your program. Please be
specific.

14. what resources/services are needed most to contiriue to
prOV1de adequate literacy assistance to the. comnanxty? If

several resources are needed. please list them in order of
priority.

15. In _your oplnlon, do .you belleve operators at the answerlng

16. Do you have any complaints about the answering service or the
referral system? If so, please be specific. —

17. Dpiad any of your clients complain about the answering service?
Yes: No: If yes, what was the nature of the complaint(s)?

18. Do you believe the toll free service is cost effective?




LD=4

19.

20.

21;

22.

In your opinion, who do you think should finance the toll

free service?

In what way has

the PLUS campaign affected your program?

Do you have any

setting up this

recommendations for a person or organlzatlon

type of service? Please be specific.

Ctier comments:

THANK YOU FOR ANSWERING ALL THE QUESTIONS:

MR/9-~30
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QUESTIONIRIRE 7 w&l

To pet a serise of the impact BALRN has oh CLC programs and

how they felt about the service, a 22 iten giestionriaire war,

developed and mailed to 18 CLC coordiviator -~ (see Library Project

Directors Buestionriaire):. The 10 guestiorhriaires that were

returned represent a cross section of CLC prograns located in

rural and arban jurisdicticons:. The followirig is a summary of

the responses to the questiorrnaire:

IMPACT OF BALKN ON CLE FROGRAMS:

Five pwograms reported that BAL RN had m1n1ma1 to very

little" impact ori their prcgrams because thez received few

referrals and the ories they received were referred toc other

literacy or library programs.

Five program ccordirnators FEparted that the 1mpact was

positive because it increased the rnumber of refervrals and

inquiries from bath potentzal tutors and students and helped the

program speed up service and response tife. Orie program

coordinator reported that "while few called the 80U number, many

had heard the publicity arnd chose tis call the 11bwawy d1wect1y.

OTHER BENEFITS DERIVED FROM BALRN

The maJor1ty of the programs respomd1hg 1nd1cated that they

benefxted irin ways other than increased emrollment arid

visibility. Most cited the heriefit of be1ﬁg part cf a urified

media and publicity effort; and felt it was good pub11c

relations for the program. Bhe ccordzhatcr indicated that

networking with other BALit programs was berieficial.

REACHING THE TARGET FOPULATION

Nirne of the progran coordinators irdicated thest the senrvice

ﬁés reaching the target populaticn. The program cosrdinat-+ who

#lt the service was riot reaching the appropriate auvdievi.e

1nd1cated that her program had received very few refoirals.

DIRECT FROGRAM CONTACTS

All but ore CLE coordinator Peparted PhPOlllhg c11ents whn

contacted the pwogkam d:rectiy. The niumber ©if direect cortacts

who _were reported as enroclled iri CLC prcgrans ranged from a low

of five clients for two programs to a high of 60 each for twis

programs. Three other programs reported ernrolimernts of S4. 5%,

60% and 75%, and the remainder indicated that these figures were
not readily available.




INFLUENCE OF BALRN ON FROGRAM CONTACTS

When asked if_direct program contacts were influernced by
publxcxty of the BQLRN 800 number, the magor;ty of the
regional and natxonal BOO numbers ard it was._ dlffzcult to‘
differentiate between the two. Orie coordinator reported that
direct referrals to the program were gererated by other
pub11c1ty but _that the "800 number made it easier to respond"
to clients. Another coordinator 1nd1cated that national
publicity was cited most by those people _makivig direct contact
and althougbfxnformat1on o the status of those clierts was riat
provided, all but three coordinators indicated that ron—-800

referrals had increased sigrnificantly.

FOLLOW-UP AND PLACEMENT

__ Irformation reported by program coodiriators on the rumber
of learners being tutored and tutors working with learners was
iﬁédﬁblété., HGGEVEF, tﬁ?éé ﬁ?bg?éﬁé iﬁdiéétéd tﬁét the Wéitiﬁg
to,sxx months gnd has 1ncreased since the BUQ sery1ce,was o
established. = The other six programs reported that tutors wait
from one to four months before they ari trairned and begin
tutoring and the waiting pericd has nrot increased but remains
the same.

__Five of these programs reported a 1088 of approximate 10%
of their learners due tc the waiting perisd. Ov.J program
reported less than 5% and arcther one said that “some move,
ctherwise not too many are lost, they are willivg to wait'.

EFFECT ON PROGRAM SERVICES

Unly two CLC coordxnators ‘eported that the referwal
service had an effect on their ability to provide literacy
assistance. 0Orie program indicated a rieed for more tutors
becaiise of increased referrals, while the cther ore 1nd1cated
that the service "has improved access to students“ and reduced
the amount of staff time requiired to refer cliewts to other
programs.

Drogram coordlnators were asked to describe what would
happen to their program 1f the reguest for service 1ncweased
significantly. because of thefBOQ service. Most responded that
they would vieed to increase their budgets, training staff to
train tutors and iricreasa thexr resources for the learrers. The
waiting period betweeri corntact txmé, tutor training and
placemerit for learners wouldfalso increase. Orie coord1ﬁator

iridicated that waiting time for screeniriy would iticrease by

-




three tu five weeks and pﬂssxbly to three mcriths for team1ng.
Arncther program indicated they wouald have to refer voluriteers to

workshops in other counties.:

Coordinators responded that in order to cortiriue to provide

gérv;ce,at the current level, they rieeded more rescurce material

for both learners and tutors; more space for learrer—tuotor

teams, and increased budgets for additicrial staff to recruit )

screen_and train more tutors. Mcre adequate comperisatiori for

wark, free studernt assessment capability arnd tutor cornsaitarnts

tc improve the qua11ty of volunteer tutors; and more staffrfuw

community college and adult education instractors were alss
cited

EFFECTIVENESS OF THE REFERRAL SYSTEM

et

f the

0

Cuordxnatows who Pesponded abuut the pewfowmarce

complaxnts, ekbébt for misspelled riames arnd referrals who were

iri ancther county. Seven cwoordinators indicated they believed

the toll-free system was cast effect1ve, and corie coordinator

added that the level of accuracy was ‘much hxghew ard the

friustration of delay shaorter”. Ore coordinateor respuﬂded that

the program was riot cost effective for her because uf the low

percenatage of referrals she received, but she was wxiizﬂn tci
support it because it was a ﬁﬁﬁfﬁﬁﬁiié service'. The rzsporise
of cné aother cooardinator was "nu?iéﬁgiﬁﬁiqata to teti at this

point" and orne philosophical resporse was:

6ﬁ the éurfébé it may seem . . . ceggigffecﬁiye.

If we are to continue to make an impact on the

riumber of people who want literacy services; a

cUnsxstently present referral rumber is needed:

SUFFORT FOR THE BUO SERVICE

Frogram coordirators respondea in a variety of ways to the
question of who should suppaort the BOU service. Their resporises
were:

The ccinties who use it

C
o Gtate and federal manies
¢ Library ageéencies choaasing to use the service or a

perceritage basis
o The Bay Area
@ Joint State Library and programs praorated orn a per
use basis, and
& The State Library
68
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IMPACT OF ABC’S LITERACY FLUS

Sirice over S0% of the 8O0 refevwals were recexved in o

September as a result of BALRN’s collaboratish with ABC'S FLUS
staff at charinels nine ard four, CLC cocordirviators were asked hHow
the PLUS Eampaxgn affected their pragrams. RAll the coord1natnh

reparted ari increase iv program activity. Orié program reported

a 300% increase in calls during September (arid €arly October).

Of these, a total of 19q were received between September 1u—un,,

arid 145 of these cited the 80Q rnuniber. The calls were gerierated
by a cambxnatiar of both the local and riatiocr 800 numbers.
Other programs repuvted that calls from bath learners and tutnw
had increased, arid so did local awareress of the pw-blem. Ore
Pespondent repﬁrted that the PLUS Campaigrn has increased student
calls arid drap—ins by 987 arid it alsc ircreased the riumber of
calls from tutors arid "athew . Orie progran CuuPdlhatHP

reported that the campaign had created "too much work and there

was too little staff to haridle :::it":

RECOMMENDATIONS FROM ELEC FROGRAMS

Program coordinators were asked to share theiwr

recommendat ioris based o their experierice of partlczpating irn

the referral service: They ciffered the followirig resporises:

1z Try turkeep reporting requiremerits as simple as

passible.

&:. Do rut estabizsh ariy service of thls scirt thhuut

erisaring the mearis for pr - "icitys. The 800 rumber did

not get the use 1t shoulu siave berause there was rat
furiding provided for publicity:

3. Therpub11c1ty for such a service MUST be firmly in ,
pIace w1th a ﬂQID staff pEPSUﬂ tu ensuve Cummun1cat1uh

numpew This re5pon51b111ty carinict be layewed ot tup
of a muitiple stack cf cther resporisibilities program

directors curreritly mariage.

4. Refer calls tc literacy services irn their cwri

JUPISdICtIOh and acsess the nﬂnbew of literacy agericies

requirirg cr desiring services.

S. 6Get adequate budget arnd staff first.
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OPERATORS INTERVIEW BGUESTIONNAIRE AND RESFONSES

This questionnaire was administered face to face to operators
involved in testing the literacy referral service. The puw naose
of the questionnaire was to gain some insite about the
conditions that made the service successful; how the operators
were affected by their involvement; and to get their
recommendations and suggestions for other crganizations wanting
to replicate the service. Althcugh their responses are not

lengthys I believe that some of them are very informative.

1. HOW DID YOU FEEL WHEN YOU HEARD THAT YOUR AGENCY HAD BEEN

SELECTED TO FARTICIFATE IN TESTING THE REFERRAL SERVICE?

a. 1 didn’t believe there was really a literacy problem; and
that this type of service was needed. My views chanped. It
was worse than I imagined.

b. I thought it was a good program because I had heard abcut
the one in Oakland.

c. My reaction was perscrnal arnd I was glad, because I thirk
it’s needed. R member of my family has a reading problem,;
arnid he has now emroclled in the program. It was really the
cnly help that was available and not frustrating . . . .

d. At first I thought it was gaing to be real complicated
similar to the parental stress line. "I didn't anticipate
it being as easy as it is. Fecple are all pleasant and
patient. I had some preconceived rwotion that people would
not be able to tell what they warnted" but that has turned
out not to be.

7777777 WITH ADULT NON

READERS UR ADULTS RERADING AT A VERY LOW LEVEL?
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In New York I did reading for the blird anc had a childrens’

reading group; but that was a different experience.

Il

b. Only a personal experience with a family member; whao is a
high school graduate. I was surprised to find out that
there was a reading problem. I thought every high schoal
graduate could read.

c. I kriow a couple. How can pecple get cu+t of school and wnot
(khow) how to read?

d. 1 had had ric experierce at all.

QD
W




DID YDU HQVE ENDUGH INFDRMATTDN ABOUT THE PROGRAM TO ENRERLE

YOU TO FEEL COMFORTAELE ABOUT MUKING CLIENT REFERRALS?
Yes. It was a good idea to krow what the prograin was about.
Yes it was a good idea.

OK

Yes, it was just encugh. Nct time consuming.

WHART OTHER INFORMATION WOULD HAVE ééé& USEFUL?

get involved but they dorn’t want the answering servizce staff

tgfpr6v1de (Uuntecessiry) answers. Keeping kriowledge of
answerirng service staff to a minimun is a good idea.

Program information was well covered. Most people want to

Felt is . adequate.

I thought it was just right. I tend to get too invoived
because of my personal experience. Not knowivg everything
about the program prevents me from getting too involved.

I Dari’t think other infornation was needed.

DO YOU FEEL THAT TRAINING IS NECESSARY TO PREFARE THE

OPERATORS TO HANDLE 800 REFERRALS FOR CLIENTS WHO USED THE
SERVICE?

I felt the crieritaticn was rieeded to make staff aware of the

clients rieeds:

What we had was sufficiert:

Yes and rio. It does take a period of adjustmernt.

i did not think the moviz was riecessary, but the background

information was helpful otheww1se you have the wrong idea

about pecple; who are not ELS.

HOW Dib vOU FEEL ABOUT HAVING AN INTERVIEW SCRIPT? WAS IT
HELFFUL? HOW?
OK: It was helpful - gives a base to work from — to know

what the program needs.
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(operators) kvow the better.
Not useful. Informaticr about the program is more useful.

Nct crazy about it. The nformation was very basic and the
script was rnot needed.

THE REFERRAL GUIDE UNDERWENT SEVERAL CHANGES. Dr YOU FEEL

COMFORTABLE WITH THE BUIDE IN ITS' FPPESENT FORM?

I1t's OK ncw.

Now OK.

ves, OK.

OK. Alpha order is OK.

TO PROVIDE THIS TYPE OF SERVICE?

Needs patierice arid understandiriy, avd flexibility. Shiould
be a way of findirg out information for the cliert.

Be h. 3ful and patient.

Tiie  ~Gon doesn" rieed special gualities. A perécn “needs
pat ri.. ewmpathy. It's shocking when you fivid out people
can’t read.

Yes, empathy. Helps (opera.crs) be resporsive tc the client
ard wart tc see that they get help.

A HEAVY MEDIA BLITZ?

Yes, in case extra cperators are rieeded.

Yes!

Yes. Kriowirig that we will have to ariswer the pharies more-

Yes.

72
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DO YOU THINK IT IS IMPDRT.'NT FOR THE SERVICE TO OPERATE &4

HOURS PER DAY 7 DAYS PER WEEK?

Yes, bexause its! more accessible and more privates Sune
’7 — -

pecpli=z may want to call at odd hours because they might f;t

want anyone to Rnow that they can’t read. Wner the service

is always accessible it provides them nore cpportu-ity for
confideritiality.

Véé,fbecause p2op le working may rniot be able to catilil cur:rq

regulaw wowk houws, 1F tney wowk funny shxfts. ﬁEHpie sisa

riumber - to think abuut 1t before they will cailil.

Yes, Lecause accessibility needs tco correlate with the
i‘i’iéd iC:l

Ihcweased ny awareriess and sens1t1v1ty to the problem. I
had no idea of the magnitude. I would like to volunteer -
become a tutor.

It’s a good thivg. I khow two pecpleé who can’t ~ead.

Although I was aware that many p2cpl@ have a reading problem
I was uot aware that it was such a -ommon ore Its rizce to
kriow that there igs a program. Evoy adultc schools ddﬁ’twﬁ§96

programs because QBE doesn’t work with this level; and most
adults are uncomfortable in_a reading class of hlgh schaal

:tudents, so they have nao place te go. Most peonle are
willing to pay if offered.

I was made more aware of the problem. 1 feel gocd that T am
mak1ng a contribiiticn.

WERE THERE ANY FROBLEMS ASSOCIATED WITH :{GKING REFERRALS?

No. Pecple were very nice arnd very patiernt.

Nc:  Most people were very hice. Biggest problem was
sgrgighterzhg out the informatich, and finding out what
worked best. Very few problems riow that the information is

debugged-
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Nc. At first I thought the callews were go1ng to be very

difficclt, similar to the clxents o the Rape Crisis Line,

but that turned out hnt to be so. Everyorne is pleasant and

very patiert; and rcallers seem to kriow what they want.

WHAT WEULD YOU RECOMMEND FOR ANYONE SETTING UP THIS TYRE OF
SERVIECE?:

It’s impc-tarnt to provide some orieritatiori to develcop an

awareriess of the aroblem. Operators need to be sensitized

to the probiem st that they are williv- to find (provide)

help (for the catler):

I believe that a smaliler agericy (aﬁsinw1hg servxce) is

better because operators are more caring arnd sensitive. To

big companies "t me is MDNEY" and they are less likely tco

take additiornal time if heeded to be responsive to a

clients' rieeds:

Dor’t thirk you can set ii up ariy better thar it was.

You car’t do it ahead of time, (unless it is & mcck set

up): Operatcrs need to become a part of the operation early

on; by finding cut from them what works arid what they are

comfcrtablie with:

No recommendations.

OTHER COMMENTS:

In @¥”6§§ﬁiéﬁiﬁﬁéwﬁﬁi' way to imprave it (the service) woild
P?,the time factor — : xtra staffing with a big stirge of
calls.
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Margaret Robinson CALIFORNIA Start ste
Project Manager LITERACY T
(415) 273-3432 _CAMPAIGN End Date

15-Second Spot Announcement

béé?niﬁg to read ic like turning on a light in a dark room. If
you ere an edult and can éﬁéili Exzlish, you can learn to read
FREE. Call ncw for s tutor ¥ > own area. Call 800-262-2123.
Help is just as near as your local libzary. That's 800-2.2-2123.

75

88




g OB s
(415) 2723-3432 CAMPAIGN_ End Date

'Eé,\ you 16 vears or older and want to learn to resd or read better?
Ave you tired of being in a large clajs with lots cf people? You
reading. Your local library hes FREE tutors. Call 800-262-2123.

wber, it's private and it's free. Call 800-262-21%3.
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Margaret Robinson - CALITORNIA Start Date
ﬁa?&:,sana’ffgéf LITERACY. e
(415) 273-3432 CAMPAIGN Fnd Date

and writing skills required? Want to read tc your children or
help them with their homework, but £ind you are unabie to read
their books? Well, help is . .nd $:°s FREE! Your local
library is offering one-ci-:. ‘oring to Englist~speaking
aduits in your own commmnity. Call 800-262-2123. If you, or

someone you care about, needs help, call NOoW. B800-2¢2-2123,
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