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ABSTRACT

This study, which is the first comprehensive regional in-
vestigation of citizens' information needs arising from a work
and non-work context, examines information seeking patterns of
2,400 residents from both urban and rural areas of the six New

- England states - Connecticut, Maine, Massachusetts, New Hampshire,
Rhode Island, and Vermont. 1In particular, it focuses on infoir-
mation requirements, the various types of information source
providers consulted (libraries comprise only one of the institu-
tional sources), perceived level of satisfaction with these pro-
viders, a taxonomy of barriers to effective information seeking,
and the reasons for library use and non-use, Baseline data were
provided to delegates of the White House Conference on Library
and Information Services. Data can also be used for better
understanding the relationship oi libraries to other source
providers and for developing library programs designed to accom-
nodate a wider variety of citizens' everyday information needs.
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CHAPTER 1

INTRODUCTION

Federal, state, regional, and local authorities are expending
considerable sums of money for the purpose of establishing networks, con-
sortia, and other cooperative programs. These activities, presumed to be
both necessary and functional, may be ineffective in that they reach only
a small segment of their intended public and may not address a diverse
range of information problems. It is critical that the fundamental

question underlying support of these activities - namely, are such efforts

appropriately and effectively responsive to the ne~ds of their intended

audience - be examined. TFocus must be placed upon viewing information
seeking individuals in the context of their information needs, the
patterns and strategies capable of being.undertaken in the information
seeking process, and the success of individuals in resolving those ques-
tions or issues that gave riée to the information need. By so doing,
.the full range of source providers consulted can be identified and theisr
interrelationships better understood. Studies should "focus on what people
do, or wish they could do if they could just figure out how to get the
necessary information."l In brief, library use ought to be viewed in

the context of how people solve information problems.




The Proceedings of a Conference on the Need of Occupational, Ethnic,
ana Other Groups in the United States, sponsored by the National Commis~
sion on Libraries and Information Science in 1973, underscored the
necessity of determining information needs of the general public. As
was then noted, there is a "lack of solid information on the needs of
people.”" Undoubtedly, a major reason for the knowledge void is that
citizens' information needs

"can be so easily confused with the needs of the institutions
intended to serve them. Searches of the literature on needs
for library and information services turn up relatively few
publications oriented to user needs, as such. They turn up
many more that are oriented to the needs of libraries and
information centers as institutions. This is not to say that
either the authors of the published papers, or the institutions
that serve information users, are insensitive to needs. It
does suggest, however, that it is easier to be explicit about
what an institution needs than about what users, and potential
users need. Being explicit about the needs of a given user
population requires continuous, systematic, and sensitive
contact with that user population. Most information institu-
tions do not have the resources, or the determination to achieve
that kind of contact."2

It should be noted in this context that the Final Report3 on the White

House Conference on Library and Information Services discusses the value

of information to the citizenry and advocates a national policy. S$uch con-
siderations undoubtedly necessitate an extensive investigation of citizens'
information needs.

The purpose of this study, then, is to generate baseline data rela-
tive to the information environment in its various dimensions. These data
specifically relate to source providers (e.g., their availability, linkage
between sources, and institutional barriers to information provision) and
to information scekers (e.g., problem awareness and articulation, and

source awareness),

13



JUSTIFICATION FOR THE STUDY

The necessity for research on this topic, at the inception of this
study in 1979, is apparent from the fuct that in order to prepare for the
November 1979 White House Conference on Library and Information Services
states, territories, and other groups held 58 pre-conferences and tried
to gather fundamental data on the information needs of the public. State
librarians, other librarians and information specialists, and other people
associated with networks expressed difficulty in getting data on this sub-
ject. Delegates to the Massachusetts Governor's Conference, for exampie,
raised the issue of '"how can the needs of both users and non-users of
libraries and information services be assessed?"# They called for a detailed
study into the reasons for which state residents turned to libraries. Simi-
lar resolutions came from other pre-White House Conferences. The legislative
mandate for the White House Conference on Libraries and Information Services
also addressed the need for access to "information and ideas'" as "indispen-
sible to the development of human potential, the advancement of civilization
and continuance of enlightened self-government."5

Concern about information needs is apparent from other quartars as well.
For example, the National Commission on Libraries and Information Science
has perceived that convenient and realistic access to national information
resources, in accord with individual need, isAa right of all people of this
nation. 1In a similar vein, the staff report to the President of the United
States by the Domestic Council Committee on the Right of Privacy views infor-
mation access as one of the basic principles upon wﬁich a national policy

should be designed. Such a policy should, in the eyes of the committee,

14



"encourage access to information and information systems by all
segments of society to meet the basic needs of people, to improve
the quality of life, and to enable the responsibilities of
citizenship to be met."0

Support for an investigation into information needs also was called

for in The Humphry Report, which was authorized by the Maine Library

Commission and the Maine State Library in 1978. This Leport, analyzing
selected library service programs within the state, noted '"The positive
atcitudes of users toward the servcies received." It called for improved
services to state residents, and suggested that more than 350,000 residents
lived in communities "without library service or with inadequate service."7
One recommendation favored greater publicity of library services:

"The public should be made aware of the benefits of regional

library service, and the satisfaction and values that it has

for its users....All avenues...should be utilized to educate

the people about the value of libraries and the nced to support

them." :

Implementation of such recommendations would benefit from a detailed inves-
tigation into information needs and seeking strategies ~- one placing
library use and non-use in the context of a full range of information
source providers.

The increasing vocal demand for more cost-effective provision of
services in the public sector, as typified by Proposition 13 in California,
and more recently with Proposition 2% in Massachusetts, requires a more
complete understanding of the process of information provision. 1In the
last several years, various states and municipalities have reduced expendi-~
tures, and services. Operating in this context, libraries must learn to
provide needed information more efficiently, anticipate future citizen

information needs, and still operate on a persuasively cost-effective and

accountable basis.



Evidence of these concerns was clearly and succinctly expressed in the

Final Report of the White House Conference under the heading of '"Meeting

' which 1s part of "Elements of a Comprehensive National Library and

Needs,'
9
Information Services Program.'" More specifically conference resolutions

such as the following focus on these issues:

ELEMEMTS OF A COMPREHENSIVE NATIONAL
LIZRARY AND INFORMATICN SERVICES
PROGRAM

Preamble

A-1 A free and open democratic society depends upon
the ability of its citizens .0 make fully informed decisions
about the choices that affect their lives and their
communities,

The White House Conference on Library and
Information Services reflected the diversity of our
citizenry and its needs. The Conference constituted a
microcosm of all parts of our society. Delegates made
clear that they believed access to information is puwer,
and, that in our democratic society the people
themselves want to decide how to use that power,

Meeting Needs

A-11 People want accurate information to guide them
in making intelligent decisions about issues that concern
them. They want to know how to find the government
services they need to solve their problems. They want
information on how to adapt to the rapid changes taking
place in their environment. They want to expand their
knowledge and range of choices through education.

A-1,A-3 Our citizens regard free and full access to
information, especially information about public
processes, as a hasic right. They believe that library and
information services should help to ensure this right,

ERIC - 16




Our society historically has been a harbor for
those who believe that different ethnic, religious, and
cult'ural groups can coexist within one Nation, can
enrich our common tradition without infringing on any

A-8 group’s right to full freedom of expression, and can live
in harmony without censorship.

In recent years, our citizens have insisted that they
want n.ore community control over the government
progranis that affect them, so that they can exercise more
control over the services they support with their taxes.
Delegates to the White House Conference demonstrated
their bielief in this principle when they passed a
resolution calling for a National Information Policy

A-9 “which shall include provisions which ensure local
' control of community libraries and information services.”

Tt.e development of effective informaticn resource dissemination systems,
then, must proceed from a clear understanding of the needs of information
seekers and the methods by which those individuals seek out information.
This study, enyenders a further understanding of the information seeking
process and o¢ the needs of information seekers. The principal national
benefit, therefore, is the detailed assessment of information needs/
information seeking patterns on a multi-state basis.

Since the findings of previous studies have many similarities (see
Chapter 4), we expected some of those results will also hold true for
New England. Geography does not significauntly affect information needs;
therefore, together, the body of literature is limited in neither general-
izability nor applicability. Still, the New England study does represent
a departure from previous studies. Iﬁ is the first to go beyond a single
state and to test a different means of data collectiomn.

PREVIOUS INVESTIGATIONS

Efforts to ascertain the information needs of actual users of library

programs and services are not novel undertrkings. A vast body of literature

has been developed to report the findings of such inquiries. Numerous studies

17




have addressed the occupational information needs of such professionals

as social scientists,lo scientists,ll-lz physic:ians,li}n14 and engineers.15
On the other hand, attempts to discern the information needs of the "average
citizen" with a view towards uscertaining where various source providers
(libraries being only one of several) fit into the information environ-

ment of the individual have only recently been undertaken. The body of

literature that substantially treats this later issue must be characterized

At

as sparse. 'One notable, early attempt to arrive at some generalized
overview of citizens' information seeking behavior is Parker and Paisley's
investigation of the information needs of residents of the California com-
munities of Fresno and San M’ateo.16 Proceeding from their understanding
of information seeking as observable in the context of communication pat-
terns, they queried respondents concerning their utilization of both mass-
media and interpersonal sources of information, as well as their use of
adult education programs for information need resolution. Their study
considered four topic areas from the perspective of how res, ondents obtained
information on each: national and international public affairs; occupational
skills and information; local public affairs; and leisure time activities.
In addition to an analysis of demographic variables - including age, sex,
occupation and income, psychological measures of achievement motivation
and need affiliation were compared with information seeking behavior through
multivariate analysis. A respondent's level of education was the most
reliable prédictor of formal and institutional source utilization as well as
of interpersonal source use for information need resolution.17

Parker and Paisley's investigation is singularly important for its

insight into the contextual enviromment of information seeking. The

18



particular type of soruces consulted by an individual arz a function of a
combination of demographic and psychological variables, rather than of the
particular information situation encountered. Parker and Paisley's percep-
tion of people as living in an "information environment' with many alternate
sources served as one conceptual basis for Zweizig's inquiry18 into the
predictors of public library utilization by people in the Syracuse, New York
area. The library, therefore, was just one element in a wide spectrum

of information source providers. Zweizig probed both demographic and
non-demographic variables. Non-demographic variables found to relate sig-
nificantly to public library utilization were: amount of book reading;
community involvement; past use of professional sources; open-mindedness;
kuowledge of the library; and perceived credibility of the library as am
information source. Demographic variables relating to library utilization
included: level of education (the higher the level the greater the tendency
toward library use); sex (females were more likely to resort to use of the
library for information need resolution than were males); and age (younger
respondents were more likely to use the library as one of their information
resources than were older members of the sample).

A major study sponsored by the U.S. Office of Education probed the
information needs of residents in urban areas. The 1973 investigation by
Warner, Murray and Palmour examined information needs, information seeking
strategies, and search outcomes of the citizens of Baltimore!q Information
needs, derived from the sample members interviewed, were recorded within an
information needs matrix. For the sample as a whole, a high incidence of
informatirt. needs was reported, with a mean of 4.95 problems cited in response

to interview questions. Those information problems cited spontaneously by

Q . (
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‘respondents tended to tall within the most ''urgent' areas of the need .
matrix, while those that were generated through further, in-depth inter-
viewing conformed to areas of '"less pressing" need. Individuals' awareness
of the presence of an information problem, and their ability to articulate
this problém, related directly to their socio-economic status. Thus, the
higher a person's level of education and iﬁcome, the greater his or her
information problem awareness and ability to articulate its dimensions. In
addition, such awareness was significantly related to age (i.e., older
respondents displayed a significantly decreased ability to articulate
problems). As was the case with problem awareness and articulation, this
study found that both education and income were directly related to a person's
tendency to seek information more often and to call upon a wider range of

sources when so doing.

As mentioned before, examination of successful searches among the sur-
vey group demonstrated the presence of an underlying relationship between
level of education and successful resolution of information need. While
differing success rates were reported for different categories of information
problems, the relationship remained static for all categories of problems
confronted. 1In an effort to ascertain whether different information seeking
strategies might prove effectiveness for different subgroups of the sample,
the researchers used the Automatic Interaction Detector (AID) model.20
Reliance upon personal contacts and acquaintances for information need
resolution was the most effective strategy used by members of the professional
and managerial classes, whereas utilization of a maximum number of information
sources, both interpersonal and institutional, resulted in the most effective

information seeking by members of other groups. A major generalization of

20
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of the study was that "...the best resources are accescad most effortlessly

by the more advantaged members of society."21

In another U.S5. Office of Education sponsored study, a three phase
Strategies for Dealing with the Information Needs of Urban Residents, Dervin,
Zwelzig, et. al.,22 investigated the information needs of residents of the
city of Seattle, Washington. This first phase of that study marks a
significant departure from previous investigations into the information
needs of urban residents, because it focused on the situationality of the
client as a basis for understanding and assessing information needs of a
particular information seeker. The useability of information and the
perceived success in obtaining information werc approached from the per-
spective Jf the client within his or her own particular context. This
first phase served as a baseline in developing strategies for information
professionals to utilize in designing 'client-in situation" programs,

rather than "client-as abstraction,"

which was previouvsly the case.
Gee applied the methodology developed by the previously mentioned
Warner study to elicit the information needs of residents in the small and

medium~sized cities of Syracuse and Elmira, New York.a3 In that study, an

21
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information reed was defined as a problem or question recognized by an
individual for which either information or services are needed. The
findings of the study were similar to those of the Warner study. Gee,
therefore, concluded that the Warner methodology could be applied
elsewhere.

All the studies ﬁentioned so far have concentrated upon eliciting
the information need resolution patterns employed by urban residents, and
only a few efforts have attempted to ascertain a similar portrait of infor-
mation requirements of residents of nou-urban areas. The studies emphasized
the urban setting not because it was believed that urban needs are different
or more important, but rather because of federal funding priorities at that
time. Rieger and Anderson's investigation into the information needs was
one of the few studies to probe differences between information needs
based upon perceived importance of problems in specific areas.

It attempted to arrive at a generalized overview of the process of
informatdion éource negotiation.z4 The investigation centered upon the
Grand Traverse Bay area of Michigan, a five-county region which is characterized
as an "integrated urban~rurai" community. They attempted to ascertain
whether a "hierarchy" of information needs (the relative frequercy of
information needs in topics) could be determined and whether resource
utilization and information seeking patterns varied according to the nature
of a particular information problem and its locus on the information needs
hierarchy. Their analysis provides a typology containing the following
information need areas: financial; occupational; professional and faim;

public affairs; consumer affairs; educational, and career.

22



12

In the pfocess of source utilization, Rieger and Anderson observed
several discernable and significant differences among groups in the popu-
lation. The age of the information seeker was found to correlate with
information source utilization in such a way that younger respondents
tended to consult a wider variety of sources than did their elders. Edu-
cation also related to source utilization; the higher the education level
of the respondent, the greater the use made of a variety of information
sources.

Reiger and Anderson discovered that there was pronounced dissatisfac-
tion with the information source providers.25 Overall, one-fourth of the
respondents reported some degree of dissatisfaction with the information
they obtained. Within individual situation categories, there was greater

-+_finance (19,6%) than for situations such as '
dissatisfaction expressed for situations such asAeducation, occupations,

and careers (8.1%). Of particular reievance in this study is the relation-
ship discovered between educational level and expressed dissatisfaction
with information obtained, i.e. the greater the level of education possessed
by the respondent, the more likely there would be expressed dissatisfaction
with the quality, applicability, or relevance of the information obtained.
Two other studies, funded by the Office of Libraries and Learning
Resourcesy. U.S. Office of Education, exclusively concerned with the infor-
mation needs of residents or rural areas, have been completed.26~27 Both
the inquiry of Barron and Curran, focusing on the general information needs
oi residents in the rural South, and the investigation conducted by Mary
Eidleman to ascertain the needs of residents of a three county rural area
in Maryland's "eastern shore" for information and referral (I&R) st *vices,

provide further insight into information need resolution for individuals

who comprise this little-studied segment of the population. Tne Barron and
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Curran study produced guidelines for rural library personnel in the planning
of library programs responsive to community needs. As they emphasized,
the information needs of rural library users must be known and addressed.
The Eidleman study documents the need for an information referral service
and demonstrated that the successful implementation of such a service
could make public libraries a center for community information. "Cooper-
ation increased between the agencies and organizations in the counties as
they became aware of the unmet needs."
Of all the studies discussed, the final one provided the largest
geographical coverage. It was the first study of information needs on
a statewide level. Palmour, et. al. surveyed California citizens to
elicit information needs, primarily those of a '"coping nature." They noted
that previous studies found: (1) "people use information to make personal
sense," (2) "people with different situational perceptions require differ-
ent kinds of sense," (3) '"people find sense when and where they can,"
(4) "information needs differ from moment to moment," (5, "information
systems and the people they serve seem to exist in two different, mis-
matched worlds." In brief, these findings "suggest that the most useful
way of learning about how our information systems can be more helpful is to
come to understand how people maks sense in their lives and on their
jobs regardless of whether or not they use our institutions at all or use
them in ways we expect them to."28
Many of the studies related to "library use" similarly provide insight

into the information needs and sophistication of information users. Reviews

and analyses of the pertinence of these studies to information needs analyses

24



14

can be found in Zweizig and Dervin,29 Bates’30 Bou'rne,31 and Palmour,
et. al.32 Furthermore, Lrevious studies of citizens' informationneeds have
developed extensive methodologies for investigating what are generally

33,34 These same studies have found that

referred to as '"coping' needs.
less than five percent of the persons with this kind of need use libraries

in pursuit of solutions.

1>revious source utilization studies focus upon members of the
"oeneral adult public" and reflect considerable similarities in their
findings. Information needs do not exist in a vacuum, but on a continuum.
Problem articulation and success in information seeking is a function of the
socio-economic and psycho~-social sophistication of the individual. This
relationship holds for adults in both urban and rural settings. The
present New England information needs study, which affords opportunity to
examine information seeking from a wider perspective, enables further

testing of those generalizations derived from these previous inquiries.



15

RESEARCH AREAS IDENTIFIED FOR THIS STUDY
The present study benefits from numerous previously mehtioned studies,
and their methodologies. The following areas are specifically germaine to
the design of our study methodology, which is discussed in great detail in
Chapter 2.

Information Seeking Process

Qur inquiry 1s not the first to attempt this type of investigation.
It represents, however, a significant departure from previous efforts in
this direction. Trom the previous discussion, it is clear that an under-
standing of information seeking patterns can evolve (aly from an assessment
of the information seeker within the context of his or her information
problems, and upon the types as well as source pruvider options. Parker
and Paisley stated it this way: "...what kinds of people seek what kinds of
information through what channels."35 Since information seeking is, at base,
a manifestation of the process of communication, any information seeking
study must be aware of those elements of the communication process as
identified by Schram and others,36 including: initiator, message, recipient,

channel, and effect.
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Information Scurce Providers and Information Seekers

To ascertain the nature of information seeking processes, one must
ideally address: first, the general makeup of consulted source providers;
secondly, the world in which the individual informarion seeker lives;
third, the relationship between the information need and the source
provider consulted; and finally, the relation between type of source pro-
viders consulted and the success with which the individual's information
need is reduced or resolved. As is evident, the information seeking
process merits extensive analysis, with each new study building upon previous
research.

Informarion source providers are potentially limitless in number.
People find information when and where they can. They might rely upon their
own experisiice and thoughts, or upon another person, group, institution,
or me'iated chanmel of communication. Drawing upon the efforts of previous
communications theourists, this inquiry classifies this vast array of infor-
mation providers iuto the same tbree-part taxonomy, used in the California
ﬁtudy,37 which 15 prcdlcated upon the immediacy of interaction provided
by the source. fnterpersonal sources (one's self, co-workers, friends,
family) represent the firssk category of this classification, while institu-

\professional people,: 38
tional Cagencies, ingtitutions, and associations),” and mass media (tele-
wisdon, ralio, and print) comprise the other two. Interpersonal sources of
fuformavion afford the greatest opportunity for two-way communication and
imneolacy of snteraction, and media sources the least.

i slgnificant finding of past studies is the generally felt preference
for Inteypersonal sources, one that holds constant regardless of demographic

variatious or categories of information need. That overwhelmingly common
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characteristic gives rise to the belief, investigated in this present
inquiry, that preference for interpersonal sources is uniformly manifest
across types of respondents and situations.

As the Warner study indicated, however, the success with which such
interpersonal strategies resolve perceived needs is directly related to the
extent to which information seekers identify appropriate individuals.39
Since this relationship, in turn, appears to be a function of the socio-
economic status of the information seeker, it gives rise to a correlary to
the above mentioned hypothesis, i.e., the degree of satisfaction expressed
by respondents with interpersonal souvrces will be directly related to the
occupational, educational, and income levels of respondents.

Information Seeking Situations

The abundance of potential information resources is pare}leled by the
limitless range of situations in which problems arise that require utilizing
one or more information source providers. Similar to Dervin's approach in
the Seattle study,40 this investigation uses topics to classify sitﬁations.
Both studies cuntent-analyze responses and assign them to one of the following
categories: Consumer Issues; Job-related: Technical; Job-related: Finding
or Changing Jobs; Job-related: Organizational Relations; Job-related: Salary
and Benefits; Housing and Household Maintenance; Education and Schooling;
Money Matters; Recreation; Health; Child Care; Personal Relations; Energy;
and Transportation.

Coping ar1 Work-Related Information Needs
Pervious efforts to analyze success and fhilure in information seeking

behavior, most notably the previously mentioned Seattle®l

and Californial‘2 studies, have noted that informa-
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tion needs most commonly reflect "coping level" requirements in which the
urgency of need and the immediacy of resolution are greatest. The identifi-
cation of needs as '"coping level" is extremely complex. The needs articu-
lated in the Seattle and California studies relate frequently to "coping"
situations, perhaps because respondents mostly face this type of situation,

because ''coping"

situations are more readily recalled than are those of

a "non-coping'" nature, or because the question phrasing elicited '"coping"

rather than "non-coping' needs. Even though our question phrasing is similar to
that of the previous studies, it elucidates the extent to which "coping level" needs
emerge within the context of particular areas of an individual's daily life.

In the course or our investigation, attention was also given to the work-
related situations in which information was sought in response to a perceived
need. This strateéy enabled not only the probing of situation categories and
source utilization within two areas of an individual's 1life, but also the
analysis of whether 'coping level" needs tended to arise with significantly
greater frequency in one area or the other. Of particular concern is exami-
nation of the relationship between category of need and source utilization

in resolution of need.

Barriers to Effective Information Seeking

The success with which an individual resolves an information need
varies according to the presence or absence of barriers that affect access
to pertinent source provider(s). Dervin has conceptualized a model of
information environment linkages and barriers that may potentially inhibit
effective resolution of an information need.43 As noted previously, four

elementsccomprise the information seeking environment of individuals: the

29
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individual himself or herself; his or her information needs; available
information sources; and possible resolution to the individual's information
need. Among these four elements, six linkages have been postulated as
comprising the information seeking network of the individual: (a) individual;
information needs; (b) individual~information sources; (c) individual-infor-
mation solutions; (d) information needs -~ information sources; (e) information
need-solutions to information needs; and (f) information sources =-- solutions
to infdrmation needs.

With each linkage, barriers may arise denying effective access to
an individual's resolutZon of an information need. Dervin has classed these
barriers into five groups: societal, institutional, physical, psychological,
and intellectual. Societal barriers are those that impede the availability ,
of the resources necessary to satisfy needs within the social system. In-
stitutional barriers may be viewed as the incapacity and/or unwillingness
of an institutional source to deliver needed information to the seeker.
Psychological barriers arise when the individual is psychologically unwilling
to perceive his or her needs as informational in nature, obtain needed
information from appropriate sources, or accept the possibility that the
information problems can be solved. Physical barriers impose themselves
when the individual is unable to make contact with the appropriate informa-
tion sources due to some physical consideration, such as ¢ handicap.
Intellectual barriers are present when the individual lacks necessary
training and expertise to acquire information.44 To the extent that such
barriers limit access to needed information, the presumptive right to

iilormation access will have been denied or abridged.
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Instances in which these barriers operate are investigated in library
and information science literature, although they are widely scattered
and tend to focus upon particular subcategories, rather than the general
population. Sjoberg, Brymer, and Harris have examined the barriers that
bureaucratic organizations display in thier relationships with lower income
Mexican—Americans in San Antonio?s They perceive these barriers as two-fold
in nature: (a) those stemming from client~group diff.culties when confronted

"

with bureaucracies arising from a lack of knowledge of the:"rules of the game"
as well as the preference of the client-group members to rely upon inter-
personal rather than impersonal sources for problem resolution; and (b) the
role of the bureaucratic system, as a key element in enfsrcing social
stratification and in maintaining the distsnce between the "middle-class"
perspective of the bureaucracy and the "lower-class' nature of its clientele.46
Divorski, Gordon, and Heinz conducted an experiment designed to discern
the degree of compliance of agencies at city, county, and state levels with
statute and common laws respecting the release of government information.47
Their investigation dealing with offices of agencies in the city of
Chicago demonstrated the capacity of agencies to deny such information. For
example, they found that less than 46 percent of initial requests for
information received replies, while of the remaining requests, close to
one-half were responses to what had been deemed by the investigators as
requests for "innocuous information" made by a politically "neutral inquirant:.48
Additional findings from that study demonstrated that perceived political
threats to the agency, the nature of the requested information, and the
apparent power of the requesting party were likely to determine the willing-

ness of the agency to release information presumed to be in the public domain.49
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Gordon, et. al., developed a model to account for agency behavior
observed in the course of the previously mentioned inquiry.50 Their model
is founded on the proposition that the agency's decision to disclose infor-
mation depends upon two elements: (1) the nature of the information seeker
and (2) the nature of the information requested.51 Each is associated with
a corresponding link. If it is to the advantage of the organization to
release information, such actions will be positively linked, and vise-versa.
The agency will likewise valencze the information seeker in terms of the
requestor's standing with the agency. Based upon these propositions, the
following assessment model for information release decision on the part of
the agencies has been devised:52

D=EW + EW

W T ENy + e E WL

D

decision to release or not to release
El"‘ En are the elements that are taken into account in making
that decision, and can be positively or negatively valenced.
Wl"' Wn are the weights attached to those elements, which reflect
their salience and are always positive or zero.
Apparently, the existence of barriers to information access 1is a
function of the ability of the information seeker to identify and negotiate
appropriate source(s), as well as the willingness and perceived self-
benefit of the agency.
Levin and Taibe's examination of the relationship between lower-status
public housing tenants ana the bureaucratic structure of the¢ housing agency
indicates additional barriers that may interpose themselves between the

informatlon and the seeker.53 In interviews of 452 female tenants in 25

housiig projects, they found that individuals characterized as '"socially
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handicapped," e.g., blacks, the poor, and the uneducated, were less know-
ledgable concerning the nature of the bureaucratic power structure, parti-
cularly with respect to the decision making processes of the housing azency.
In addition, these individuals were not as likely as other tenants to
obtain adequate housing related services, to be informed of their place on
waiting lists for public housing nor to have management respond to expressed
need after acquiring tenancy. Furthermore, "socially handicapped' tenants
did not see their cases as remediable and articulate their grievances less
often than other tenants.
OVERVIEW OF PRESENT STUDY

Tabl? 1-1, which summarizes previous studies, elucidates geographical
areas investigated and the types of information probed. From this table
and the discussions in this chapter, it is clear that this present study,
the first regional or muiti-state analysis, benefits from previous research projects
and their methodologies. The conceptual basis of this investigation is similar to
the California study. People find themselves in situations, some of which
result in information needs, and they tend to use a variety of sources.
Situations are not the same as information needs. Information needs arise
from situations. This New England study does not emphasize the type of
psychological and coping questions identified and probed in that California
study. Furthermore, the methodology of this study differs: from the Califor-
nia one. The survey was conducted by telephone and questionnaire design
forced work, as well as non-work, situations to be described. Non-work
situations dominated all the previous studies of citizen information needs.

Details on the methodology of this study are presented in Chapter 2.

Chapter 4 compares the major findings of this study to previous research,
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Table'l-l: Previous Investigations on Information Needs

CATEGORIES

Occupational Needs of Professionals

Scientists, Physicfans, Engineers,
Social Scientists, etc.

Non-occupational Needs of General Citizens

~Parker and Paisley (1966) - Two samples
of California adults

Zweizig (1973) - Public Library Utilization
in Syracuse, NY

Warner, Murray & Palmour (1973) - Baltimore
Urban Residents

URBAN
AL

Gee (1974) - New York
Small and Medjum Sized Cities

Dervin, Zweizig, et al, (1977) - Seattle
Urban Residents

\“King Research, - California Study (1979)

~Rieger & Anderson (1965) - Michigan
Mixed Rural/Urban

g < Barron & Curran (1978) ~ South Carolina
.

. Eidleman (1979) ~ Maryland "Eastern Shore"

SCOPE

Varied by Study

What People Seek Which Information
Through Which Channels

Perceived Information Needs and
Information Source Providers

Perceived Information Needs and
Information Source Providers
Situation Oriented

Situation Oriented

Hierarchy of Information Needs

General Information Needs

General Information Needs

ot

S
WY



thereby adding to the validity of research on citizen's information needs.

The primary purpose of the study is to identify situations in which
citizens of the six state New England region needed information; to
examine their perceived level of satisfaction with information scurce
providers: interpersonal, macs media, and institutional, including libraries;
and to determine a taxonomy of barriers to effective information seeking.

In summary, this investigation, which builds upon previous research,
examines a broad range of information needs, relating to both work and non-
work situations, including those of a recreational, cultural, occupational,
educational, and human development nature. 1In the study, the term "infor-
mation" is defined as all knowledge, ideas, facts, and imaginative works
of the mind which have been communic*ted, recorded, published and/or distri-
buted formally and/or informally in any format. A complete description of

the study objectives and the methodology to be used to accomplish them is

-presented in Chapter 2,

RESEARCH SETTING

The findings of this study cover a larger geographical.area than
previous investigations. The six states comprising New England (see
Figure 1-1) display a wide variation in terms of their residents' situs
(urban/rural), socio-economic status, information source availability, and
opportunities for information source accessibility. In Maine, for example,
some 200,000 people live in towns with no libraries, and approximately
30 percent of the public libraries do not have telephones. In addition,
informat.ion resources are scar¢e and the number of professional librarians
is small. 1In contrast, Boston is information rich with i.ts reknowned public

libraries, over 100 university and college libraries, and numerous special
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and school libraries. As is evident, differences within New England felate

to an urban-rural split, socio-economic differences, and the information

rich and poor. Residents can also be compared on a state by state basis .
The New England area provides a unique laboratory within which to as-

certain the extent to which such variaﬁions affect information seeking pat-

terns ¢nd need resolution of the general public. This investigation

thus becomes the first to examine these problems on such a broad geographical

scale. As such, it builds upon the c~.eptual findings of previous inquiries

related to the questions of information needs and information seeking,

and examines the applicability of these findings in a more generalizalle

setting.

39



1.

NOTES

Herbert White, "Library effectiveness - the elusive target," American
Libraries, 11: 683 (December 1980).

Proceedings of Conference on the Needs of Occupationsl, Ethnic, and

Othef Groups in the United States, Denver, May 1973. Sponsored

by the National Commission on Libraries and Information Science.

National Commission on Libraries and Information Science, Ianformation

for the 1980's: Final Report of the White House Conference on

Library and Information Services, 1979. Washington, D.C.: U.S.

Government Printing Office, 1980.
Massachusetts Governor's Conference on ILibrary and Information Service,

Issues and Recommendations Report: Resolutions from Scheduled

Workshops, passed by the delegation, n.d. [1978], p. 6.
P.L. 93-568; 88 stat. 1855.
National Commission on Libraries and Information Science, National

Information Policy: Report to the President of the United States.

Submitted by the staff of the Domestic Council Committee on the
Right of Privacy. Washington, D.C.: U.S. Government Printing
Office, 1976. p. 202.

John A. Humphry and James Humphry, IIL, The Humphry Report: Regional

Library Service in the State of Maine. Prepared for the Maine

State Library, 1979. p. 5 and 18.
Ibido’ P 24,

National Commission on Library and Informatiou Science, The White House

Conference on Library and Information Services, 1979: The Final

Report. Washington, D.C.: U.S. Government Printing Office, 1980.

40



10.

]-l.

12,

13.

14.

15.

l6°

17.

18,

Maurice Liue, Investigation into Information Requirements of the

Social Scieuces, Recearch Report No. 1, Vol. 1. Bath, England:

Bath University of "'echnology, University Library, May 1v/l.
Ching-chih Chen, "How do scientists meet their information needs,"

Special Libraries 65: 272-280 (May/June 1974).

Donald W. King, Dennis McDonald, and Nancy Roderer, The Jourual

System of Scieuntific and Technical Communication in the United

States. Rockville, MD: King Research, Inc., 1978.

G. C. Wood, "Serving the information needs of physicians,”" New England

Journal of Medicine 286: 603-604 (March 16, 1972).

C. L. Bowden and V. M. Bowden, "Survey of information sources used by

psychiatrists," Bulletin of the Medical Library Association

59: 603-608 (October 1971).

Thomas J. Allen, Managing the Flow of Technology. Cambridge, MA:

MIT Press, 1977.

Edwin B. Parker, William J. Paisley, et. al., Patterns of Adult Infor-

mation Seeking. Stanford, CA: Stanford University, Institute for

Communication Research, 1966. (ED 010-294)

Rees and Paisley also found education to be a stronger predictor than
any other demographic variable., See: M.B. Rees and W.J. Paisley,
"Social and psychological predictors fo adult information seeking

and media use," Adult Education Journal 19: 11-29 (1968).

Dougias L. Zweizig, "Predicting amount of library use: an emperical
study of the role of the public library in the life of the aault

public," Ph.D. dissertation. Syracuse University, 1973.

41



19. Edward S. Warner, Ann D. Murray and Vernon E. Palmour, Infurmation

Needs of Urban Residents. Baltimore, MD: Regional Planning Council,

1973. (ED 088-464)

20, Ibid., p. 175. "The AID program sequentially performs two-way splits
of the sample, with each split resulting in the greatest reduction
in variance. The AID program, thereby, makes a decision as to which
variable and which breakpoints will maximally reduce the unex-
plained variance. No further splits are made: (a) when no variance
is left unexplained, or (b) when splits on the remaining variables
will result in no further reduction in unexplained variance, or
(c) when the cell size of a group is too small to be further sub-
divided."

21. 1Ibid., pp. 140-141.

22. Brenda Dervin, et. al., The Development of Strategies fur Dealing with

the Information Needs of Urban Residents. Seatile, WA: School of

Communication, University of Washington. (U.S. Office of Education,
Office of Libraries and Learning Resources, Project No. LO035JA.)

Phase I: Citizen Study, April 1976 (ED 125-640); Phase II: Informa-

tion Practitioner Study, February 1977 (ED 136-791); Phase III:

Applications, November 1977 (ED 148-389).

23. Gerald M. Gee, "Urban information needs: a replication," prepared for the
U.S. Bureau of Libraries and Educational Technology. Syracuse, NY:
Syracuse University, Center for the Study of Information and Educa=-
tion, 1974. (ED 107-285)

24, Jon H. Rieger and Robert C. Anderson, "Information source and need hier-
archies of adult popilation in five Michigan counties,'" Adult

Education 18: 155-175 (Spring 1968).

42



25. 1Ibid.

26. Daniel Barron and Charles Curran, "Information need assessment of rural
groups for library program development," Columbia, SC: University
of South Carolina, College of Litrarianship, 1979. (ED 176~790)
27. Mary L. Eidleman, "Information and referral services for residents of
Maryland eaétern shore (3 counties)," Baltimore, MD: Maryland
State Department of Education, 1979,
28. Vernon E. Palmour, Patricia F. Rathbun, William H. Brown, Brenda Dervin,

and Patricia M. Dowd, Information Needs of Californians: Summary

Report. Rockville, MD: King Research, Inc., 1979. also:
Vernén E. Palmour, Patricia F. Rathbun, William H. Brown, Brenda

Dervin, and Patricia M. Dowd, Information Needs of Californians:

Technical Report. Rockville, MD: King Research, Inc., 1979.

29. Douglas Zweizig and Brenda Dervin, "Public library use, users, uses:
advances in knowledge of the characteristics and needs of the adult

clientele in American public libraries," Advances in Librarianship

edited by Melvin J. Voigt and Michael H. Harris, vol. 7. New York:
Academic Press, 1977. pp. 231-255,

30. Marcia J. Bates, '"User studies: a review for librarians and infurmation
scientists," 1971. (ED-047-738)

31, Charles P. Bourne and others, Preliminary Investigation of Present and

Potential Library and Information Se.vice Needs. Washington, D.C.:

National Commission on Librarles and Information Science, 1973.

32, Vernon E. Palmour and Marcia C. Bellassi, A Planning Process for Pub.lc

Libraries, vol. 1, The Planning Process. Prepared for Public Library

Assoclation, American Library Association by King Research, Inc.,

July 1978. (U.S.0.E. Grant #G00702310)

43



33'

34,

35.

36.

37.
38.

44,

45.

46.

Edward S. Warner, QOp. cit,

Brenda Dervin, Op, cit, Actually, information needs associated with
any "troublesome situation'" might be interpreted as either
work-related or non-work related.

Edwin B. Parker, William J. Paisley, et. al. Patterns of Adult Informa-

tion Seeking. Stanford, CA: Stanford University, Institute for

Communication Research, 1966, (ED 010-294)

Wilbur Schram, Men, Messages and Media: A l.ook at Human Communication.

New York: Harper & Row, 1973.

Vernon E. Palmour, et. al., Op., cit,

Professional neople have been classified as institutional sources
because they are representatives of institutions and are, therefore,
not similar to interpersonal sources.

Edward S. Warner, Ann D. Murray and Vernon E. Palmour, Op. cit.

Brenda Dervin, et. al., Op. cit.

Ibid.

Vernon E. Palmour, Op. cit. .

Brenda Dervin, "Information needs of urban residents: a conceptual
context,'" in Edward S. Warmer, Aun D. Murray and Vernon E. Palmour,
Op. cit. pp. 8-42.

Ibid., pp 13-17,

Gideon Sjoberg, Richard A. Brymer and Buford Harris, "Dureaucracy and the

lower class," Sociology and Social Research »0: 325-337 (April 1966).

Ibid., pp. 326-332.

44

ja¥)



47.

48.
49.

50.

51.
52.

53.

54.

Stanley Divorski, Andrew C. Gordon and John P. Heinz, "Public access to

government information: a field experiment," Northwestern University

Law Reviavw 68: 240-279 (May-June 1973).
Ibid., p. 257.
Ibid., pp. 260-271.
Andrew C. Gorden, et. al., "Public information and public access: A

sociological interpretation,” Northwestern University Lav Review

68: 280-308 (May-June 1973).
Ibid., p. 282.
Ibid., p. 283.
Jack Levin and Gerald Taibe, "Bureaucracy and the socially handicapped:

a study of lower status tenants in public housing," Sociology

and Social Research 54: 209-219 (January 1970).

Ibido, PP. 214"215.



46



CHAPTER 2

CONCEPTUAL MODEL AND RESEARCH METHODOLOGY

This investigation studies various information seeking patterns of
adults living in the New England region. 1In so doing, it proceeds from the
assumption that analysis of information need resolution can best be attained
through an understanding of the complex relationship between source providers
and information seeking individuals. It focuses on information in relation
to individual, rather than group, need. TIn brief, this undertaking analyzes
the effectiveness with which individuals are able to utilize information
sources In response to problems that arise in the context of daily life.
Additional insights into the types of situations described by respondents
can be found by utilizing four of the thematic categories developed for the
White House Conference on Library and Information Services.l Situations
generated from this study are further dissected in light of the following
categories: "Meeting Personal Needs;" "Enhancing Life-long Learning;"
"Improving Organizations and the Professions;" and "Effectively Governing
our Society." Detailed analysis of situational categories, including which
source providers were consulted, is presented in the foliowing chapter.

This investigation proceeds from the assumption that obtaining
information is a process in which sources exist as "links" to other sources,
perhaps in a hierarchy from least to most suitable sources. Of concern to

this study, therefore, is the identification of which sources occupy what




positions (e.g., intermediate or ultimate source provider) and under what
conditions. Possibly, institutional and mediated information source providers
serve more frequently as intermediate links in the overall process, while
interpersonal sources more frequently serve in an "ultimate" provisional
capacity.

One part of this investigation of New England residents probes how and
to what extent such barriers impede the effective linkage between information
seekers and information sources. Direct analysis of such perceived barriers
as cost, time, accuracy, and relevance are weighed in relation to the
decision to consult a particular source, or sources. In addition, extensive
analysis is undertaken to determine the reasons for library use and non-use.
Indirect evideace for the presence of psychological, societal, or educational
barriers are probed through analysis of socio-economic data for respondents.
Presumably, a negative relationship will exist between socio-economic status
(SES) and the limiting influence of barriers. Further, the psychological
barrier of information problem/need articulation will be similarly related to
SES: individuals with lower occupational status, income and education will
experience more difficulty in articulating their need.

To repeat, the concepiual basis for the New England study is that people

find themselves in situations where they must make a decision, find an answer

to a question, solve a p.oblem, or try to understand something. In attempting

to find solutions, . '‘ey use a variety of sources. Situations are not the same
as information needs. Actual information needs are embedded in situations.

In contrast to the Seattleand California studies, this one does not regard
information needs as the questions which arise in the situations. The

questions as framed in these two studies most often identify "coping level peeds.
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At this time, we are unwilling to conclude that such needs are so dominant;
therefore, attention will be given to both work and non-work related situations.
Thus, the differences between the present study and previous ones (e.g.,
Baltimore, Seattle, and California) are as follows:
' [ Previous studies have relied upon mail questionnaires and
interviews; as we will explain, this one tests to sec if
such complex interviews can be conducted satisfactorily by
telephone. (We consider this to be our methodological contri~
bution);
® The methodology of previous studies tended to elicit primarily
non-work related,coping situétions; this study incorporated
methods Lo ensure the discovery of work-related situations.
® Previous studies had not looked in-depth at why particular
sources were used; thls one investigated this in terms of
the  perceived value of source characteristics; and
) Previous studies had not gone beyond a single state; this study
comprisee the first multi-state investigation.
The following section of this chapter discusses the study design, the nature
of the population surveyed, determination of data gathering methods for this
study, the implementation of these methods, and the approach undertaken in
analysis of survey resultis.
STUDY DESIGN
Since information needs arise from all sectors in the life of an indi-
vidual, this study focuses on both work and non-work areas, as depicted in
Figure 2-1. Previous efforts to examine information seeking behavior have

focused upon either particular types of information need or the broad context
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of information seeking without prior specification of categories. Both
approaches are flawed. The lack of categorical specification automatically
limits a study's detail and depth, while focus upon a single area excludes
the possibility of touching upon other significant elements.

Further justification for the approach of this study is found in the
ability it affords to examine information seeking within occupational and
non-occupational concepts of an individual's life. Types of information
need, their level of immediacy, information sources consulted pursuant to
meeting these needs, and the general public's perceived level of satisfaction
with thesi-sources may all be examined in the light of the extent to which
they diffe: igdividual's occupational and non~occupational circumstances.
This investigation ultimately enables the addressing of a body of vital
questions, such as thé following: : i o Lo

. @ 'Is there a greater tendency to utilize interpersonal information
.sources in work related areas? - vono D L,

® Is the level of satisfaction with source providers higher for occu-

pational information needs?

® Do part _ular cypes of barriers to effective information seeking

arise more frequently in one area of 4B individual's life than in
the other?
In brief, then, this investigation seeks a cross-comparison of situation
categories, strategies of information seeking, and perceive ' satisfaction
with information source provision in a manner hitherto ignored in studies
of general information seeking by members of the adult public, in both work

and non-work related contexts.
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STUDY OBJECTIVES

This study, which deals with citizens of the six-~state New Enpland region,
seeks to:

is Ascertain situations in which resident.s made a decision, found an

answver to a question, solved a problem, or tried to understand
something:
" @ Depict such situations for the general populatiun as well as
the component sub-groups of this population;
® Differentiate among job-related, and non-occupational situ-
ations;
¢ Identify the utilization patterns of the various channels of
information communication and dissemination: interpersonal,
institutional, and mass media; and
® Relate imiurmation source utilization to specific situations.

2. Examine New England residents' perceived level of satisfaction

with information source providers:
® Depict the factors related to perceived satisfaction; and
® TIdentify those situations in which libraries were used.

3. Determine barriers to effective information seeking.

Our general purpose is to present the study findings in such a way that
they can be easily understood by a wide variety of readers. 1n order to en-
hance the potential value of the New England study, the hypothesés given in
the following section are stated in the simplified way and may possibly
leave out the more precise but complicated relationships.

HYPOTHESES
This study gives rise to a number of hypotheses, the purpose of

which is to provide structure and form for the process of data analysis. The

O
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hypotheses are, in large measure, distilled from the body of research focusing
on information seeking beuavior noted previously. Findings of this study

ar; discussed in great detail in Chapter 3 while discussion on the hypotheses
can be found in Chapter 4, which compares our findings with those of previous
studies.

A fundamental assumption of this investigation is that information
seeking behavior represents an individual's reaction to the setimuli of
information need, available sources, and the characteristics of the information
seeker. Taken in combination, these elements will determine the nature of
information seeking responses in a given context. Hence, it is a con-
ceptualization of this study that the information seeking patterns of an
individual are a determinant of that individual's information environment.
This environment consists of: (a) the background and characteristics of: the
individual; (b) the nature and type of information need with which he or she
1s confronted; (c) the type and availability of information source providers;
(d) source providers' capability of responding to a specific information need
posed by an individual; (e) the existence of barriers that serve to diminish
or deter the effective linkage between an information seeker and the source(s)
capable of reducing or satisfying his/her information need; and (f) the degree
of satisfaction perceived by an individual with the ability of one or more
sources to respond to his/her information need. Each of these clements will be
examined in the next chapter.

For the purposes of this inquiry, hypotheses will be stated in the null
form. This approach enables the application of statistical tests whose purpose
is to attempt to "reject" or "discard" the stated null or "test" hypotheses.

Rejection of a hypothesis thus stated does not a‘firm the converse, yet it does
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allow a basis for presumption that che stated hypothesls is false and its
converse, until proven, rewains possible. No inquiry of this nature can
assert that something do.s exist, it can only prove that a stated hypothesis
does not, within a specified range of probability, represent reality.

Prior investigations of information seeking behavior have noted the
strength of relationships thai exist between the socio-economic status
of the information seeker and the success with which that person's infor-
mation need is satisfied or reduced. As Dervin has succinctly noted2 infor-
mation resources are most effectively and efficiently accessed by the most
advantaged members of society. It is our desire to assess the extent to
which this relationshir holds across a wide segment of the general population
on a regional basis. To this end, measures of socio-economic status (SES)
have been utilized in the course of this inquiry in an effort to ascertain
their impact upon the resolution of information seeking. The three measures
of 3¥S employed in this study are: level of formal education attained;
occupational status; and total annual family income. Previous sociological
research3 provides support for the utilization of these three measures as
central indicators of SES,

The following test hypotheses focus upon the relationships between
individual characteristics of information seekers and articulation of infor-
mational situations:

® There is no statistically significant relationship between
socio-economic status (income level, level of education and
occupational status) of respondents and ability to articulat.
situations.

® There is no statistically significant relationship between
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respondents' age and their ability to articulate situations.
There is no statistically significant relationship between
respondents' geographical situs and their ability to articulate
situations.

There is no statistically significant relationship between
articulation of work and non-work situations and

-~ dincome level

~ level of education

- occupational status

- age level

- geographical situs

There is no statistically significant relationship between work
and non-work situations and the socio-economic status of the
respondents, namely income level, educational attainment level,
and occupational status.

There is no statistically significant relationship between work
and non-work situations contextsand either age level or geographical

situs of the respondents.

. There is no statistically significant relationship between number

of sources utilized and socio-economic status of respondents (income
level, educational attainment, and occupational status).

There is no statistically significant relationship between either
age level or geographical situs of respondent and number of sources
utilized.

There is no statistically significant relationship between either

category of source(s) utilized and socio-economic status of respon-
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dent (income level, educational attainment, and occupational
status).

® There'is no statistically significant relationship between
category of source(s) utilized and either age level or geographical
situs of respondents.

® There is no statistically significant relationship between utili-
zation of the library as a source and socio-economic status of
respondents (income level, educational attalnment, and occupational
status).

® There is no statistically significant relationship between either
age level or geographical situs of respondent and utilization of
library as a source.

® There is no statistically significant relationship between level
of satisfaction with the source provider (including libraries)
deemed most helpful and the socio-economic status of respondents
(income levei, educsticnal attainment, and occupational status).

® There is no statistically significant relationship between level
of satisfaction with source provider and either age level or
geographical situs of respondents.

® There 1s no statistically significant relationship between barriers
to effective information seeking and demographic characteristics.

® There is no statistically significant relationship between
barriers to effective information seeking and either age level or
geographical situs of 1espondents.

As was mentioned at the end of the section for study objectives, hypo-

theses have been stated in such a way that general readers can readily com-
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prehend the relationships probed. Some of the hypotheses, especially those
pertaining to socio~economic status, could be reworded; prior research might
indicate an expected direction to the relationship. However, by doing so,
the readability of the chapter and the presentation of survey findings would
be affected.
METHODOLOGY

This section, which describes the methodology employed in this study,
justifies the reasons for its adoption, the relationship between our approach
and those of prior, similar investigations, and the limitations imposed by
our approach upon validity, reliability, and generalizability of generated
data. In so doing, alternative methodologies considered in the design phase
of this study will be explained along with the reasons for their ultimate
rejection.

The target populétion under study was composed of residents of the six
New England states. Although this region includes wide variations in popula-
tion and economic base, it might be characterized as constituting the most
discrete and identifiable geo-political grouping in the northeast. A primary
.obstacle confronting this investigatiun was the development of a flexible,
realistic strategy by which this diversity could be reflected in sample
selection. 1In deciding upon the appropriate sampling approach, various tech-
niques were considered. Since generalizability from the selected sample to
the general population was desirable, non-probability sampling approaches
(e.g., accidental, quota, or purposive) were rejected at th. outset.

Data Gathering Technique

Among the types of survey approaches considered for use in this study
(e.g., in-person interview, telephone survey, and self-administered mailed

questionnaire approaches), each presented a variety of strengths and defi-
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ciencies that were weighed prior to adoption of the telephone data gathering

technique employed in the course of this investigation. In-person interviewing

is conceptually the superior form of survey technique. This approach,

enabling direct interaction between surveyor and respondent, provides for

question clarification, the elaboration of responses as well as minimizing non-commital
responses. Furthermore, comparisons of the relative effectiveness of dif-
ferent survey methi ologles indicates that this approach is apt to produce
the highest response ra:e.

The primary drawback to in-person interviews is its high cost.5 The
expense Involved in training and deploying interviewers in the field becomes
particularly prohibitive in a study of this scope. Thus, while this approach
has been successfully used in prior investigations of intormation seeking
patterns on a regional or local level (e.g., Warner,6 Dervin and Zweizig,7
and Palmour, et. al. 19798), both the size of the population under study and
its broad geographical distribution determined that this approach would far exceed
the budgetary limitations of this study.

Telephcie surveying represents a variation on the in-person technique
and is less expensive to conduct. Analyses of the effectiveness of the various
strategies for data undertaken by the Institute for Survey Research at the
University of Michigan strongly support this approach as most cost~beneficial
for large scale surveys. One study, which examines the use of telephone
surveying and compares telephone and personal interviewing, discusses various
telephone intervdew techniques and the importance of random selection of
telephone numbers. 1In brief, this study is of value to anyone undertaking

telephone surveying.
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Previous related studies have relied upun mail questionnaires and
personal interviews as the primary means for data collection. In contrast,
we wanted to test another method for data collection in order to determine
gsimilarities and dissimilarities with previous studies on information use.
Once telephone interviewing had been decided upon, the sampling frame
included individuals over the ageof sixteen residing in New England house-
holds with telephone sérvice. The primary sampling units consisted of
households meeting this specification. The sampling strategy emoloyed in
this study, therefore, was a variation of simple random sampling.10

A potential difficulty posed Ly adoption of the telephone survey lay
in the ideutification of all household telephone numbers within each of
the region's: six states. Theoretically, teiephone directorles irom every
locale in the area could be gathered, but they would not provide "unlisted"
or "unpublished" 11 household numbers. The New England states have a low
percentage of households without telephones, as shown in Table 2-1. The
second important factor in considering the desirability of telephone inter-
views is the percentage of unlisted numbers. Table 2~l. shows. that.between
11 and 23 percent of the telephone numbers in the New England states are
unlisted. The average of these numbers (18.3%) is in line with the rest
of the nation where the overall average of unlisted numbers is about
22 percent. Consequently, the use of telephone interviews appeared feasible
without serious problems.

The problem of obtaining unlisted numbers was alleviated through the
purchase of random computer-generated numbers that included within their
frame all telephone numbers (personal/private, business or commercial) in
each state. Since interviewers reach many numbers other than those included

in the sampling frame (e.g., business telephones, non-working or inor arative
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Table 2=1. Fsrimites of Unlisted Telephones
" For New England States, 1977

HOUSEROLDS TELEPHONES
STATE TOTAL (0N0's) WITHOUT PHONES LISTFED UNL<STED

Connecticut 1,056 0% 797 217%
Maine 360 27 83% 17%
Massachusetts 1,980 2% 79% 217
New Hampshire 276 0% 85% 15%
Rhcde Island 315 1z 15% 25%
Vermont 159 0% 89% 117

SOURCE: Extracted from newsletter published by Survey Sampling, Inc.
Original sources were Sales and Marketing Management, July 25,
1977 for total households, Statistical Abstract of United States:
1975 p. 534 for number of households with telephones, and Donnelly
-;1£kb£iﬂﬁ files in November 1977 for nroportions of listed tele-
phones., .
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numbers, and pay telephones), the research team . &ould eliminate thosg
that were inappropriate.

Another drawback iavolved in this approach is its potential for under-
representation of households without telephones. To the extent that such
households tend to dispropo?tibnatély\;epresent individuals with parti-
cular characteristics (e.g., low incomeﬁﬂ a cautionary note concerning the
generalizability of the findings for this study may be in order.12 This

and other potential limitations upon generalizability will be discussed

later in this chapter.

Sample Design and Selection

With the decision having been made that the survey methodology would
be based upon telephone interviews, the sample design stage began with an
investigation of various approaches to obtaining a wvalid probability sample
of residential telephoﬁe listings in New England. Two basic approaches were
available: 1) use random digit dialing, or 2) use actual assigned telephone
numbers. Random digit dialing first requires the identification of all the
telephone exchanges in the area of interest. The real concern about the use
of random digit dialing for this project was the increased amount of inter-
viewer time and frustration due to the many additional calls which must be
placed to reach valid telephone numbers. The decision was made to use existing
assigned telephone numbers assuming an acceptable method could be found.

The second approach requires some kind of compilation of existing numbers
from telephone directories or special directories having telephone numbers.
Without the availability of the universe .of ail residential telephone listings
in the six states, the sample design would have to be a multi-state design with

Primary sampling units being identified geographical areas, e.g. counties.
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This was not desirable if an existing source couid be found to provide the
universe of assigned telephone numbers.

Contact was made with a company specializing in providing telephone
samples. Survey Sampling, Inc. of Westport, Connecticut provides probability
samples of residential listings based upon files compiled by Donnelly Marketing
from more than 4,500 telephone and city directories. The necessary samples
were purchased from that firm.

An important study objective was the desired ability to compare survey
results from individual states. Consequently, the sample design called for
independent samples of equal size for each of the six New England states.
Adequate statistical reliaéility could be obtained for most estimates from
samples of 400 completed valid interviews in each state. Such a sample size
should provide for estimates of proportions to within 45 percent with 95 percent
confidence; more will be said Jater about the meaning of this statement. Two
factors had to be considered in order to agriviz at the required sample size
for each state: the anticipated propoction of working residential telephone
numbers and the response rate. Experience has shown that a sample of'about
three times the desired number of completed interviews is sufficient for
telephone surveys. Such a working factor allows for one~third of the sample
to result in non-valid telephone -umbers (non-working residential and “usiness)
and a fifty percent response rote. Samples of 1,200 telephone numbers were
ordered initially for each of the six states (7,200 total), based on the
requirement of 400 completed interviews in each state. However, because of
the size of non~working numbers an additional 2,400 or 400 for each state,
telephone numbers were requested in order to yield a total of 2,400 comp leted
interviews. Had the primary objective of the study been the estimation of
characteristics at the New England regional level, a sample smaller than 2,400
could have been used. The objective, however, was to compare responses among

residents of the six states.
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The samples of these telephone numbers were drawn by Survey
Sampling, Inc., (See Figure 2~2 for a sample printout) using the following
procedures for each state:

1. The sample is allocated to each county in proportion to each"

county's share of listed homes.

2, Within each county, its share of the sample is, in turn, allocated
to che county's exchanges based on each exchange's share of listed
numbers,

3. Within an exchange, its share of the sample is systematically
selected by dividing the samnle quantity (n=1,200) into the
number of eligible numbers for the sampling interview. The first
number is randomly selected within the first interval and subsequent
sample numbers are drawn an interval apart until the correct sample

size has been obtained.

INSTRUMENT

A 16-page color coded questionnaire (see¢ Appendix I) was carefully
designed as the survey instrument used for telephone interviews.

When eligible respondents were contacted, the purpose of.the investiga-
tion was presented in order to aid them in focusing on the subject at hand.
It was thought that use of the word "information" early in the interview,
might conjur up an overly restrictive definition of the term in the respondaent's
mind, and herce might artifically confine the area of information needs
to a segment of the entire spectrum of such needs. Also, - P

o -+ - - gsupplying any formal definition of the term
"information" at the outset might similarly introduce a biasing effect,

thus reducing response validity. To avoid use of the word "information,"
respondents were asked to identify whether they "...needed to find the answer

to a question, solve a problem, or make a decision in two important situations..."
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that might have occurred "... at work, at home, or elsewhere."

Kerlinger and others have noted the potentially undesirable effects
that maturation of subjectc can have on the validity of an investlgation.14
This phenomenon is particularly dangerous when subjects are asked to recall
their actions an& behaviors on questionnaires at some time prior to ine
interveiw. Albeit with the best of intentions, subjects may omit details,
fail to remember events, or unconsciously modify past events. To minimize
the impact of this variable upon the study, respondents were asked to limit
their responses to events occu-ing in the 'past month or so." While the
imposition of this limitation could not eliminate entirely the detrimental
ef fects of subject maturation, and while this approach resulted in the
elicitation of a larggr number of situations for which solutions were still
being souglt than might otherwise be the case, the limitation was deemed
necessary. From these discussions, it is clear that actual information needs
are immersed in the situations,

Respondents indicated any situation which met the criteria of the
definitional framework noted above. Upon their description of the situation,
they were asked to define whether or not it was work related. This approach
enabled the "anchoring" of information situations within either the occupa-
tional or non-occupational contexts. Responses were later categorized into
broad categories similar to those used in the Calirfornia study (adjustments
were made for the coding of work situations): "Neighborhood;" "Consumer;"
Housing and Household !Maintenance;" "Employment: Getting/Changing Jobs;"
"Employment: Salary and Benefits;" "Employment: Organizational Relations;"
"Employment: Technical;" "Employment: Other;" "Education and Schooling;"

"Health;" "Transportation;' "Recreation and Culture;" "Money;" "Public

Q .
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Assistance and Social Security;" "Child Care;" "Other Family Relations;"
"Personal Relationships;" "Legal;" "Crime and Safety;" "Energy;" "Current
Affairs;" and "Miscellaneous."

Each situation category might potentially relate to either the occupa-
tional or non-occupational sectors of the information seeker's 1life situ-
ation. While one might assume that the category "Recreation and Culture"
might appear predominantly in relation to non-occupational situatioms,
conceivably this might be a concern to a person deciding whether to seek
or accept a work position in another locale. Analysis of the distribution
of responses and their relation to the contexts (occupational or non-
cccupational) of the information seeker reinforces the use of this approach,
as noted in the next chapter.

For both occupational and non-occupationai contexts within which respon-
dents cite situations, the same sequence of questions was followed. This
approach facilitated a parallel analysis of information seeking patterns,
sourse provider effectiveness, and impact of barriers for both contexts.

In other words, the questionnaire elicited both work and non-work situations.

Once respondents suggested that they sought an answer for this
situation, they wer2 presented with a list of thirteen source providers:15

the respondent's "own experience;"

something told the respondent by a "friend, neighbor
or relative;"

"something...read in a newspaper, magazine, or book;"

"something...learned from someone who works for a store,
company, or business;"

"something...learned from a co-worker;"

"something told...by a professional such as a doctor or
lawyer;"
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"something...learned from someoue who wc..s in government;"

"something...on TV or radio;"

"something...from a library;"
""something...found in the telephone book;"
"something...learned from a religlous leader;" and
"other" soﬁrces.

The prespecified list could be collapsed into the same broad
categories of interpersonal, institutional, and mass media source providers
used in the California study. Information seeking patterns, therefore,
could be viewed in relation to both specific and broad groupings of
information source providers. As each source was read, interview subjects
were asked to indicate which one(s) they had consulted in the course of
information seeking. Incidentally, the prescribad list was not always given
in the same sequence. The list was randomized and presented in a order
predetermined on the basis of the last two digits of the respondents'
tele,hbne:numbepsn

This investigation probed respondents' views as to the effectiveness
and helpfulness of information source providers. After identifying the
source(s) consulted, respondents were asked to label the one perceived as
"most helpful in getting the answer" to the question.* Upon identification
of this source, they were asked a series of questions relating to its
utilization. Possible motivations for initially consulting a "most helpful"

source included: referral from another source, prior experience or knowledge,

convenience of location, or happenstance. In the event that respondents

]
No special effort was made to define "most" helpful,
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indicated that they had been referred to this source, the referring source
was identified; this enabled an assessment of the effectiveness of referral
sources in bringing the information seeker and the appropriate information
source provider together. 1In additjon, the respondents' perceived level

of satisfaction with the most helpful source was investigated, alony with
any disagreeable features of this source. This later element was probed
through elicitation of an "open-ended" response to the question of whether
respondents found anything about this source they did not like. Another
indicator ,of source satisfaction can be found in the willingness of respon-
dents tc return for an answer to a similar question in the future. Respon-
dents were asked whether they would return to the most helpful source and,
i1f so, why. Responses to this item provide an opportunity to assess the
positive features of this source ~- features cutweighing any negative
factors which might have been identified.

Respondents were queried as to whether the most helpful source
suggested an additional provider to which the information seeker might go
for further assistance. In the event th~: it had, they were asked to indi-
cate their.level of satisfaction with the service provided by the source
to which they were directed. 1In the cvent they failed to contact this other
source, the reasons for this were likewise recorded. While one might presume
that the "most helpful" source provider would be that which provided the
"ultimate" resolution of the information need, the possibility of its
greatest utility being a function of the linkage it provided to another
gource cannot be discounted.

In the next sequence of question, respondents were asked to identify
from the entire range'of sources they consulted, the one

*
they considered as "least helpful." 1In assessing those

*
Q No special effort was mude to define "least" helpful,
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factors pertinent to the least helpful source, the identical series of
items were asked of survey participants as had been with the most helpful
provider. The reasons for selecting the least helpful source were obtained,
as were levels of satisfaction with this source. While it might reasonably
be assumed that t"e level cf satisfaction with this least helpful source
would be lower than for that which proved most helpful, the frequency and
intensity of dissatisfied sentiment might be expected to vary in relation
to the nature of the information need and the socio-economic characteris-
tics of the information seeker.

Willingness of respondents to return to the source they cited as least
helpful for assistance with similar questions was also probed, as was the

effectiveness of this least helpful source in providing referrals. Simi-

larly, indications of whether the respondent contacted any source sug-
gested by the least helpful source provider were obtained, as was a
determination of the level of satisfaction with the referral source, in
the event the subject established contact.

A major concern of this inquiry was to measure the extent to which
e¢lements associated with access to information served to facilitate, or
hinder, information seeking responcents. Five such factors were probed:

"cost in money," "cost in time" required to obtain desired information,

"up-to-dateness"

of sought information, "accuracy" of the answer provided,
and ‘he "understandability" of the obtained answer. These five factors
represent two aspects of information source selection: the economic

(cost in money and time) and perceptual (recency, understandability,

and accuracy). They also comprise potential barriers which inhibit the
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effectiveness of source providers. Analysis of the extent to which these
barriers intervene in information seeking were probed in this study.
Respondents were asked to judge which of the above mentioned factors
were most and least important in aitempting to answer thé question, solve the
problem, or make the decision. In an attempt to provide a "baseline'
from which the indications as to the importance of the above cited
factors could be judged, respondents were asked to compare the relative sig-
nificance of: a) cost in time versus the cost in money; b) the cost in
money versug the understandability of the obtained information; and c) the
time it took versus the understandability of the obtained information.
Undoubtedly, the importance of these several factors varies with respect

to situations, the context within which the stated need was

~placed (i.e., occupational or non~occupational), and the socio-economic

characteristics of the information seeker.

To repeat, the entire sequence of questions presented in the fore-
golng pages of this chapter was repea-ed with reference to the work and
non-work context of situations. This approach thus enabled cross-comparison
between occupational and non-occupational contexts, the range of sources
consulted, perceived utility of sources in responding to an information y%i%&%%%on,

level of satisfaction with source, level of satisfaction with referral to

source, and economic and conceptual factors related to the selection of

information source.

Libraries were one of the institutional source providers available
to individuals. To this end, a series of questions designed to examine
reasons for library use or nun-use were included. Where subjects did not

consult a library during their information search for either or both the
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work and non-work situaiions, the reasons for non-utilization were collected.

Coded responses to the open-ended question included the following: lack of
time; inconvenience of location, hours, or parking; unsafe location of the
library; inability to find what was wanted or needed for the particular
information problem; the library's frequent lack of needed material; un-
friendly staff; provision of incomplete service by staff; lack of a library
card; lack of need for a library; respondents' urwillingness to read; the
respondent failed to think of the library as a : 13

L .-~ non-existence of a telephone reference or information service
by the library; the nature of the need for which information was sought was
interpersonal; the respondent had enough information from other sources;
no library was available; and others. As can be seen, the self-reported
reasons involved impressions or perceptions. Several of the categories
suggest that respondents might not have thought of libraries in the con~
text of their question, problem or decision.

When the library was, indeed, used, the probing process was repeated.

The range of coded reasons for the open-end question included: convenience

to workplace or residence; perception of the library as usually having infor-

mation wanted/..ceded; friendly or helpful staff; happened across material
while looking for other information; and avallability of telephone reference
service.

In order to obtain data pertinent to the socio-economic characteristics
of survey respondents, the concluding section of the survey instrument
probed the sex, age, residential situs (large city, suburb of a large city,
medfum-sized city, small city, rural/farm, rural/non-farm), level of edu-

cation, occupation , income, and ethnic/racial origin of respondents.
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For the investigation of the relationship between occupation and
information seeking patterns, the study used the National Opinion
Research Center's (NORC) Occupational Prestige Scale, revised and updated
by Siege1.16 Tke purpose of this scale, originally developed in 1947 by
North and Holt,17 is to enable a measurement of occupational prestige with
an assurance of validity over occupational categoriés specified by the
U.S. Buearu of the Census,

Census categories do mot purport to provide a hierarchical ordering of
occupations; the element of structured ordering is loosely present in the
arrangement of broad categories (e.g., Professional and Technical Workers,
as well as Managers and Administrators). 1In addition, the assignment of
occupations to these categories does not reflect the actual prestige by
which the American public views various occupations.

The NORC scale is designed to afford this type of prestige ranking.
Beginning with the North-Holt studies in the 194Q/s, and in subsequent
updatings, the Center has interviewed a representative cross-section of the
public in order to obtain a numeric relation iadex rating of prestige for
over 100 major occupational categories. In accord with the relative ranking
provided by the members of the cross~sectional sample, each occupation is
assigned a "Prestige Index Score" between 1 (low) and 100 (high).
| It was decided to utilize this method in ou~ study due to its super-—
lority as a measure of relative occupational piestige. This approach
affords an opportunity for analysis of the relationship between occupational
prestige level and information seeking behavior of respondents, in a manner
similar to which other socio=-economic «tatus variables, such as income and
education, are examined. A detailed breakdown of the clasuification scheme

used for this study 1s presented in Appendix II.
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INSTRUMEW1 PRE-TEST

In order to ensure clarity of items, appropriate sequencing of
questionnaire elements and appropriateness of instrument length, consider~
able pre~-testing of the survey instrument was undertaken. FEach member of
the research staff, over a peciod of ten days, duplicated condicions
under which the study'would take place., Individual respondents were randomly
selected from telephone directories for the Boston, Massachusetts area, and
were administered preliminary drafts of the questionnaire. Both during the
course of interviewing and in the summary de-briefing sessiongtimit followed
with each rec undent, items lacking in sufficient precision, clarity, and
structure were noted. This feedback provided the basis for modification and
alteration of the drafts of the instrument into the fimal questionnaire.

The research - team e ot e e e 0 supervised

two days of interviewing by the first interviewer hired. The results were
nc. incorporated inco the 2,400 completed surveys, but pruvided the basis
for additional evaluation and modification of the questionnaire. In addi-
tion to providing insight into the suitability of the iastrument itself,
the process of pre-testing afforded the opportunity to anticipate potential
respondent vbjections to participation in the suivey and enable estimation
of response rate among potential participants in the actual survey phase of
this inquiry.

During and after the:prmstest phase, completed questionnaires were edited
and coded, agai1 replicating as closely as possible the actual field condi-
tions under which the study would take place. By go doing, putential coding
and classification difficulties could be unticipated. The pre-

test. phase thus enabled modification to be undertaken that would minimize
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such points of difficulvry. In addition, insights gained from this
procedure enanled research staff to identify potential problem zrc 3 for
interviewers during the actual survey phase As a direct result,
more effective modes of interviewer orientation and training were deve-
loped and implemented.

DATA GATHERING PUASE

This scction examines the actual implementation of telephone inter-
viewing techniques during the data gathering phase More precisely it
looks at the selection and training of interviewers, use of techniques for
increasing response rate, establishing interview procedures, and the coding
and editing of survey instruments. Early in the proje-~t, a research
associate was hired to coordinate and unify the data gathering phase of
the study. The direct, daily conract between the research and intervieving
staff provided the necessary supervision and "as-needed" training required
of interview staff.

Individuals were selected as interviewers who has a background related
to, and an interest in, the outcome and objectives of this project.
Pursuant to this, a particular effort was made to hire as interviewers
students enrolled in the Graduate Schnol of Library and Information Science
or recent graduates of the program.

HIKING

Library science students comprised the majority of non-professional
interviewers, During the first month of operation, six interviewers were
hired: two recent library school graduates, two library school students,
and two undergraduate students with library worl experience. Although
library experience was not specified as a requirement, interviewers with a

library background had an advaatage over those without because they could
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more readily grasp the purpose and language of the survey instrument.
Potential interviewers were also screened for self-confidence, poise,
self?expression and empathy.

The number of interviewers was expanded to a maximum of 30 during
August and September of 1979, when telephone surveying extended to several
gtates at the same time. When scheduling presented problems, members of
the research staff participated in the interviewing process as well.

TRAINING

Each interviewer underwent two programs of training: initial orien-
tation and follow=-up training. During the initial orientation, the research
associate, with the participation of one or more of the seniocr research
staff, explained the goals and objectives of the inquiry, and introduced
the interviewer manual. The newly~hired interviewer was then "walked through"
the questionnaire, item by item, and given an explanation for the sequencing
of items and the structure of the instrument.

Trainees, in this orientation phase, were then given the opportunity
to observe actual interviews. Effective telephone interview techniques were
explained, and trainees were encouraged to indicate areas which were unclear.
As a final state of the orientation process, interviewers were observed as
they first conducted interviews with eligible respondents; afterwards, sug-
gestions were made for addressing any weakness in their approach.

The second phase of training consisted of on-going monitoring of
interviewer performance, productivity, and effectiveness. This assessment
was the primary responsibility of the research associate and was partici~-
pated in by research staff members. Levels of productivity were monitored

daily. The number of completed interviews and the number of refusal were
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recorded during each interviewer shift. On the average, four to six surveys
by each interviewer -

were conducted per four-hour shift. With the addition of more telephones,

output increased from 15-~20 to 45-50 interviews per day. Some interviewers

were occasionally able to obtain seven to ten interviews per shift.

Completion rates were definitely influenced by environmental factors
For example, during the heat wave of July and August, 1979, the refusal
rate for participation.was high. Interviewers evidenced adverse reactions
to prolonged periods of work. They found it necessary to take periodic
work breaks. An incentive program of bonuses, along with encouragement
from the research staff and countdowns of numbers of interviews left per
state posted on the bulletin board, served to stimulate output.

CODING AND EDITING OF SURVEY DATA

Each questionnaire went through a multiple process of coding and editing
prior to data tabulation and analysis. Upon completion of each interview,
individual surveyors rechecked the instrument for completeness, comprehen-
sibility, and overall accuracy. These questionnaires were then examined
by the research team for purposes of observing potential problems encountered
by interviewers. All deficiencies were called to the attention of the
individual jinterviewer. If necessary, respondents were even recalled.

Each questionnaire was then prepared for final coding and keypunching,
in accord with the specification of the coding manual; a sample section is
included in Appendix III. Open-ended items were coded, and inconsistencies
arising from the recording of responses by interviewers were rectified.

The advantages of assigning one member of the senior project staff to this
task were two-fold: subjectivity between coders could be ultimately eli-
minated in the preparatory stage, uand an opportunity was afforded for the

gsenior staff to monitor, unobtrusi 1y, the quality and production levels
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of the interview staff. The feedback provided by this approach enabied
rectification of difficulties before they posed a serious threat to
survey data validity.

Cumpleted survey instruments were grouped by the state of residence,
the number of situations articulated by participants, and the date and
time in which the interview was completed. Questionnaires were then for-
warded to King Research, Inc. in Rockville, Maryland18 for final coding

and keypunching preparatory to data analysis.

RESPONSE RATES

Procedures were instituted to monitor the number of completed inter-
views with male and female respondents. Although telephone calls were
scheduled for evenings and weekends, it was anticipated that the proportion
of interviews with males and working females might be lower than the actual
proportion in the total population.

The data gathering phase of this inquiry extended over a twelve-week
period from July 16, 1979 to October 9, 1979. Tabile 2-2 reports the number
of telephone numbers used, the number of valid working numbers, and the
response rate by state. The overall response rate was 40 pe:qent;
the range was from a low of 36 percent for Connecticut to a high
of 45 percent for Maine. As a checl:i on the representativeness of
the final sample, selected 'emographic characteristic of the respondents

~2re compared to the same characteristics for the whole population. These
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Table 2-2. Response Rate by State

Telephone Valid Completed Response

State Numbers Used Working Numbers® Interviews Rate (%)
Connecticut 1,565 1,254 457 36
Maine 1,417 1,161 520 45
Magsachusetts 1,383 1,114 452 41
New Hampshire 1,551 1,261 478 38
Fhcde Island 1,524 1,217 485 40

Vermont 1,494 1,174 510 43 _

Total 8,934 7,181 2,902%* 4

*Excludes non-working and business numbers.

*%The total fnucludes tne 2,400 respondents who articulated at least
one work and nor-work situation, and 502 individuals who were
willing to participate in the study but were unable to articulate
a situation. Chapter 3 contains an analysis of the 502,
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& - checks compared the education, age, sex, and race distributions of
tne sample to the population, as reported by the U.S. Bureau of the Censius,
for each state. Census data were available on education as of 1976, age
as of 19/7, sex 1970, and race 1975,
ANALYSIS

The Statistical Package for the Social Sciences (SPSS) was used for
analysis of the data. King Research, which did the computer programming
in light of the coding specifications, arranged for computer facilities
close to its Maryland office. For the purposes of analysis, data were
grouped in the form of frequency distribution and bivariate analysis
(crosstabs). The comparisons of the sample and the total population for
each state resulted in the decision to weight the results in terms of
educati:m level. Respondents tended to be higher educated than the
population indicatéd in 1976. Consequently, the respondents with high
school education or less were assigned welghts ranging from between 1.2 and
1.5 to overcome the undersampling of t"is group. Table 2~3 shows the
assigned weights by state for the three education levels: .

Sampling Errors

Sampling error is defined as the difference between a sample estimate
and the result that would have been obtained had the entire population
been used with the same survey procedures, It is important to understand
what sampling error includes, and what it does not include. Sampling
variation is only one source of error in survey results. Broadly
speaking, survey errors can be classified into three categories as follows:

- Coverage errors
- Measurement errors

- Sampling errors
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TABLE 2-3 SAMPLU WSIGHTIN( FACTORS

State

PO

IS D

6

Technical/Vocationa)

and High Scioel

and Lags

Coanecticut
Mol ne

Mas osdchusetts
sew hamyshire
Fhode Island

Varmont

1.5
1.2
1.5
1.5
1.4
1.2

Collepge Graduate
and Above
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Coverage errors result ~-om inadequate sampling frames and low response
rates. Measurement errors are due to faulty quesionnaires; poor quality
interviewing; poor respondent recall; and mistakes in editing, coding,
keypunching; and analysis. Sampling error 1s basically a function of
sample size, and in the case of small populations, the relation of the
sample size to the population.

For surveys of the type in this study, the non-~sampling errors may
exceed the sampling errors because of the complexity of the questions being
asked of the respondent. Unfortunately, the non-sampling errors are not
measurabie except at very high costs to conduct follow-ip studies of the
non~respondents and the validity of the survey instruments and procedures.

Table 2-4 can be used to determine the estimated sampling error in
terms of sample size and the estimared proportion of the sample having a
specified characteristic. The use of Table 2-4 can be demonstrated by an
example. Assume that the survey found that eight percent of 210 respondents
with a specified level of education from one of the states used libraries
as a source for information. What is the sampling error associated with
the estimate cf eight percent? From Table 2-3, using the column for 200 as
the base and the row corresponding to 10 or 90 percent, the approximate
standard error is 2.1 percent. The sampling error is twice the standard
error or 4.2 percent. The statement can be made that the chances are about
19 out of 20 (95%) that the difference between the estimate of eight
percent and the estimate which would have resulted 1f the entire state
population had been interviewed using the same procedures is less than
4,2 parcent. In other words, the »dds are about 95 out of 100 that the

population valuc is eight percent t4.2 percent, or lies in the range of
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TABLE 2-4: APPROXIMATE STANDARD [RLOR OF ESTIMATED
PERCENTAGE FOR SURSETS OF THE TOTAL POPULATION

-

Estimated e Buse_Q[_qugﬂugﬂﬁg_m”m__“n_*m*w
Percentage 50 100 200 300 4bo 890 1,200 2,000 2,50C
2 or 98 2.0 1.4 1.0 0.3 0.7 n,5 0.4 0.3 0.28
3 or 95 J.1 2.2 1.5 1.2 1.1 0.7 0.6 0.5 0.43
10 or 90 4.2 3.0 2,1 1.7 1.5 1.0 0.8 0.7 0.6
25 or 753 6.1 4.3 3.0 2.5 2.1 1.5 1.2 0.9 c.8

50 7.1 5.0 3.5 2.9 209 1.7 1.5 1.1 1.0
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3.8 to 2.2 percent. The table can be used in a similar fashion as a
guide to the statistical precision (measure of sampling error) of any
estimate resulting from the survey,
LIMITATIONS TO THE STUDY

Since generalizability is to a large ¢ °ree a function of methodology
and all methodologies - like all people - are flawed in some way, no study
can aspire to complete accuracy. At best, misleading elements are copiously
and carefully minimized. Factors related to this study that may potentially
serve to reduce generalizability of results may be categorized as threefold:
(a) those related to methodology; (b) those concerning implementation; and
(c) those involving analytical interpretation. Potential limitations in

each of these categories are discussed below:

Methodological Limitations

1. The approach undercaken in this study was that of survey research where
representativeness .s ¢ direct function of the validaty of responses provided
to an interviewer. Aws in previous investigations of Information seeking
behavior, this Iinquiry was unable to verify replies from self-reporting
survey respondents. Thus, accuracy relies upon the assumption that indivi-
dual respondents will recall fully and dccurately their information seeking
strategies and needs. The imposition of the time frame within which
respondents were asked to recall their behavior (e.3., one month or less)
provided a check against the danger of "subject maturation" as noted pre-
viously; nonetheless, in the absence of verification procedures to determine
whether respondents consulted the sources they indicated, generalizability

is largely a creature of the veracity of self-reporting survey respondents.
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2. The questionnaire ewployed was lengthy and at times compler, even
after thorough pre-testing and subsequent instrument modification. The
care taken to avoid potentially unfavorable effects of mentioning the
words "information" or "library" early in the interview may have made it
difficult for certain respondents to focus their answers with the scope

of the study. Response rates may have been affected as a result through

‘the refusal of some respondents to participate due to imperfect understanding

of the nature of the study.

3. This chapter has previously noted the methodological berefits of
utilization of the telephone approach for a study of this type. Nonetheless,
there remain two potential drawbacks to adoption of this methodelogy. House~
holds without telephones are necessarily excluded from the sampling frame;

to the extent that household non-subscription to telephone service is

highly correlated with certain characteristics of individuals (e.g., low
income), respondents with those characteristics would be under-represented

in the.sample. The budgetary constraints within which this investigation
tecok place render uufeasible the employment of a "multi-method' approach

by which responses obtained through utilization of this interviewing apprqach
would be combined with those of other methods (e.g., in-person interviewing).
whether, in fact, data variations generated through the employment of two

or more approaches would become manifest remains unclear and needs to

be further explored. This investigation is less generalizable to
the total Topulation than either the California or Baltimore studies. This

point must be remembered by anyone attempting further telephone interviewing.
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4., The purpose of this study was to ascertain the information seeking
patterns of individuals wheun confronted with a situation for which they
sought a solution. Similarly, it has attempted to probe the degree to
which these individuals perceilved the sources consulted as effective or
as ineffective. This inquiry does not analyze, however, the sequence

in which information seekers utilize sources. Hence in probing sources
labeled "most" or "least" helpful by respondents, insufficient attention
may have been directed to those sources playing an intermediate role in
the process of linkage. As a result, certin sources may have been widely
utilized during the information seeking process but because they did not
provide the '"ultimate" resolution to the stated need, they have appeared
to be of minor significance in the effectiveness assessment provided by
this instrument.

Implementational Limitations

1. Any investigation of this nature must employ a large number of interview
staff. Regardless of the measures undertaken to ensure the maintenance of

a high level of quality in staff productivity and performance, individuu.
interviewers will inevitably vary. As generally expected, some interviewers
functioned more effectively in probing situations, handling the complexities
of the questionnaire, and in establishing a rapport with the respondent.

To the extent that this factor affected respondent participation in the
study, generalizability of findings will doubtless suffer.

2. During the initial weeks of interviewing, factors extraneous to the
methodological design of the inquiry fould have served to reduce responsde

rate. A heat wave during the final weeks of July created uncomfortable

conditions for both the interviewers and respondents. It i3 conceivable
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that this had an effect of rendering communications more difficult and makiny
some respondents unwilling to partiripate in the study until meteorological
conditions were more favorable. Similarly, the timing of the interviews

may have resulted in the failure to contact respondents who were on vacation.
To the extent that the ability tn undertake such travel is related to the
economic status of respondents, representativeness of generated data may
have been affected. If these limitations are operative, the greatest impact
would be on data gathered from Massachusetts; the first month of interviewing
(July) focussed exclusively on this state..19

3. The commitment of interviewers to the success of the project varied.
Certain members of the interviewing staff displayed considerable interest

in the outcome of the survey; as a result, thelr level of productivity was
usually high. Ochers proved less concerned, demonstrating a diminished
output. The less interested interviewers voluntarily resigned or were
terminated, resulting in a relatdively high turnover rate, especially

during the beginning weeks of the data collection phase. The resulting
disruption, undoubtedly, also affected the response rate adversely.

Analytical Limitations

The conceptual framework of an investigation imposes limitations upon
analyses and interpretations. The following points sould be remembered
while considering the display and interpretation of data:

1. 1he conceptual appr ach or this study was to afforu the context in which
participants could discuss what they wanted to know and how they gathered
information. This -as accomplished through the mechanism of dividing situ-
ations into occupational and non-occupaticnal contexts. To a certaln degree,

these categories are artificial. Many information needs can be viewed from either
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perspective; separation of the two contexts 1s not as simple as thé conceptual
model may imply. Certain respondent groups (e.g., retired individuals,
those not working and housewives) are more likely to suggest non-work
situations. They may not resard their present activities as applicable
to a work-related category.
2. Individual respondents may have failed to interpret the listing of
information source providers as a discrete set of entities. One may have
conceivably indicated utilization of several sources when in~fact, these comprised
one and the same provider (e.g., a friend, co-worker and someone working
for a business may all have been indicated inaccurately as separate sources
consulted) . Hence, there may be a tendency to over-repnrt source utili-
zation to the extent this phenonemon 1s operative.
3. Finally, there are important areas of consideration that were outside
the scope of this investigation. Ore such element was the impact of parti-
cular sources on the larger "quality of life" of the respondents. It was
our intent to describe the information seeking patterns of individuals,
rather than e aluate the ability of sources to provide information. Many sitna-
tions raised by participants may not have been addressable by particular
sources; conversely, the primary utility of particular sources may lie in
areas other than those identified by respondents in the course of responding

to the interview.
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We concentrated che first six weeks on Massachusetts respondents, but
after the first month of intervicwing we began the interviewing

process for the other five states,
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CHAPTER 3

ANALYSIS OF STUDY RESULTS

Whereas previous chapters have given the study framework, its purpose
and setting, this one presents, in a descriptive manner, the findings
gleaned from those 2,400 interviews conducted in the six New England states.
The remaining chapters will compare our findings to previous studies as
well as explore data implications.

For the purpose of analysis, the Statistical Package for the Social
Sciences (SP.S) was used. Descriptive data are grouped by frequency distri-
butions and percentages, and displayed through tables and figures in both
this chapter ard the appendices. The chi-square test was used
to determine statistical significance in relationships between variables.

For example, it was useful for analyzing relationships between demographic

.variables as well as for investigating possible state differences. Although

the Spearman Rank Order Correlation Coefficient and other non-parametric
analyses were performed, these results are not reported unless they make a
significant impact upon the findings presented in this chapter. 1In testing
the significance of relationships involving demographic and state variables,
the level of significance was set at 0.05. Non-statistically significant
relationships were identified and those pertinent to the discussion have
been incorporated into this chapter.

Some data generated by an investigation of citizens' information needs

may be vague and imprecise, due to the fact that m:ny people have neither
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consciously thought about nor verbalized information needs.

Some survey respondents such as older citizens and certain

university groups, encounter difficulty «ven in basic problem articulation -
the initial step in the interview process. As previously discussed, infor-
mation needs, which can be difficult to quantify, must be measured through
information-seeking or information-using situations. Because of this, the
researchers realize that they are not describing information needs per se
but, rather, the context in which people address information needs.

The results of the analysis of the data collected are given in two
main sections. The first of these reports background characteristics of
survey respondents. The second section analyzes survey responses and the
light they shed on hypotheses generated for this study. In general, data
relationships are analyzed in terms of basic variables: sex, age, residen-
tial situs, occupation, education, income, race and state. While providing
an overview of information seeking patterns and source providers, this
chapter concentrates on the role of the library as an information provider.

RESPONDENTS ' DEMOGRAPHICS

Demographic characteristics of respondents were compared to 1970

census data published by the U.S. Bureau of the Census and to population

estimates as reported in Statistical Abstracts of the United States. Much

of the published census data are grossly out-dated and do not detail pop-
ulation changes of the 1970s; the researchers are preparing this report
prior to the release of 1980 census data. Thus, they were forced to regard
statistical estimates as approximations of present figures. The accuracy
of a study such as this one is squarely dependent upon polling a group of

individuals representative of the community as a whole.




Figures 3-1 and 3~2 provide the sex distribution within each New
England state, from both 1976 census data and our own study. Our survey
results showed that the percentage of male respondents ranged from 41.6
to 45.8, averaging 44.5. With female respondents, the percentages varied
from 54.5 to 58.4, with the a'~rage being 55.4. Comparison of those per-
centages to the total male and female population for 1976 population esti-
mates distributed by the U.S. Bureau of the Census indicates no statisti-
cally significant difference. The largest discrepancy between surve,
distribution and those for the census data is for New Hampshire. The sex
distribution for this state, however, faiied to alter significantly the
findings of the chi-square test.

These considerations are of primary importance since survey subjects
were selected on the basis of sex and occupation, with the intent of con-
structing as representative a survey group as possible. The larger portion
of interviewing hours during the day time tended to attract more respon
dents from the group of housewives.* As discussed in Chapter 2, the re-
search nndeavored to limit the number of housewives participating, and
to exam ne otaer occupational as well as non-occupational situations.
Occupation

Occupations have been classified . ..ording to the scheme developed by
the NORC which was explained in Chapter 2 and in Appendix II.

For the purpcses of this study, the categories of retired persons, unemployed

*Undoubtedly some men stay home and assume the role of househusbands.
However, during the survey phase, the research team did not encounter a
significant number of househusbands, to make it necessary to report such
a category in this chapter.
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Table 3-1, Respondents by Occupation

Percent of Total
Occupational Groupings* Situations

Professional and Technical

Workers 17.4
Managers and Administrators

(exc.apt farm) 7.9
Sales Workers 7.5
Clerical and Kindred Workers 14,2
Craftemen and Kindred Workers ‘ 11,7
Operatives (except transport) 4.6
Transport Equipment Operatives 1.2
Laborers (except farm) 3.0
Farmers and Farm Managers .6
Farm Laborers and Farm Foreman N

Service Workers (except private

household) 9.9
Private Houschold Workers S
Retired People 5.3
Students 5.8
Unemployed 2.9
Housewives 1.0

Total: 99.9

* The occupational categories have been adapted from
Paul M. Siegel, "Prestige in the American Occupational Structure,"
Unpublished Ph.D, dissertation, University of Chicago, 1971,
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Tabie 3-2., Respondent Age by State (%)

3

16-24 25-34 35~44 45-54 55--64 65 + over Total %
Connecticut 17.2 25.9 20.9 18.0 11.4 6.6 100
Maine 23.1 30.6 18.4 11.2 10.4 6.2 100
Massachusetts 19.5 31.9 18.3 14.1 10.3 5.9 100
New Hampshire 23.4 30.9 17.7 15.2 7.5 5.2 100
Rhode Island 23.1 31.3 20.6 13.2 8.0 3.7 100
Vermont 20.9 34,5 19.4 7.3 11.3 6.5 100

*Numbers are rounded to the nearest whole number.
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persons, students, and housewives were added. Table 3~1, which gives the
occupation of respondents, indicates a wide distvibution of occupational
groups, Analysis of those occupational groups, state-by-state, indicates

a similar distribution. Farmers and farm workers comprised pnly a rela~
tively small percentage of the total respondents even in states, such as
Maine, New Hampshire, and Vermont, with large rural populations. Since
these occupational groups are underrepresented, the findings cannot be said
to fully reflect tlie type of situations they might describe.

Age

Age distribution of respondents ranged from sixteen to over sixty-
five years of age. As shown in Table 3-2, the number of respondents in the
category of sixty-five and over was exceedingly sﬁall. For instance, the
percentage of respondents in the category of sixty-five and over ranged
from 3.7 in Rhode Island to 6.6 in Connecticut:; the average for the remaining
four states was 5.9 percent. 1In comparison, the population estimates
placed the percentage range of elderly people from 11.2 in Connecticut to
12,8 in Rhode Island; the average for other states at 11.5. As will be
explained later in the chapter, a major problem was that elderly people ex-
pressed difficulty in articulating situations over the telephone for pro-
longed periods of time. They frequently could think ouly of non-work
gltuations and expressed health related problems as barriers to completion
of the survey.

It should be noted that the age categories in the table do not exactly
correspond to those of the census data., The category used by the census
prescribed the age of 17 as the dividing line; the survey's equivalent group
was defined as 16-24, Comparison of the age of respondents to 1978 popu-

lation estimates from the U.S. Bureau of the Census would suggest that survey
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respondents comprised a somewhat younger group than the population as a
whole.

Even though age was not a primary criterion for the selection of survey
subjects, it was adjusted in the final computer analysis so that the indi-
vidual responses of those sixty-five years of age and over would carry
greater weight and be more representative of people in that age group.
Income

Table 3-3 provides family income of respondents. A comparison of our
data to those of 1975 estimates reported by the U.S. Bureau of the Census
indicates that respondents were, for the most part, representative of the
population for individual New England States. Approximately half of the
respondents from the states of Connecticut, Maine, Massachusetts, and Rhode
Island were represented within the median family income specified by the
census estimates. Viewed from another persective, our results show that
54,2 percent of Connecticut respondents had family incomes within the
$15,000-20,000 range; the median for the census d-ta was $16,244. Some
49.3 percent of the respondents from Maine had incomes no higher than
$15,000; the median family income reported by the census was $11,839. 1In
Massachusetts, 60.4 percent of the respondents suggested incomes no higher
than $20,000; the median family income reported by census data was $15,531.
In Vermont, 54.8 percent of the respondents suggested incomes not exceeding
$15,000; the median family income suggested by census data was $12,415.

The percentages of respondents falling within the census salary range for
New Hampshire and Rhode Island were iower than those in the other states
(43,27% and 40.2% in comparison to census median family incomes of $14,258
and $14, 530 respectively). Adjustment for inflation would suggest that

respondents for these two states were similar to the population.
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Table 3-3: Respondent Income By State (%)

Less Than $5,000 - $10,000 - $15,000 - $20,000 - More Than
$5,000 10,000 15,000 20,000 25,000 $25,000 Total %%
Connecticut 4.7 12,3 17.3 19.9 13.7 32.2 - 100
Maine 7.0 20,3 22,0 20.6 11.0 19.2 - 100
Massachusetts 10,9 10.0 18.1 21.4 14.5 . 25,1 - 100
New Hampshire 6.1 18.0 19,1 21.1 18.6 17.2 - 100
Rhode Island 5.7 15.0 19.5 25,8 14,7 19.3 - 100
Vermont 9.0 20,2 25.6 19.9 10.4 15.0 - 100

*Numbers are subject to rounding
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Racial/Ethnic Origin

Table 3-4, which examines the racial/ethnic orisin of respondents,
indicates a heavy emphasis on Caucasians, with other groups comprising only
small percentages, Comparing these data to those of 1976 population estimates
of the U.S, Bureau of the Census indicates that no statistically significant
differences prevail. The population for each state consists primarly of
Caucasians. The Portugese representation may seem high to people unfamiliar
with the New England area, but this group comprises an important segment of
the New England population, specifically for the states of Massachusetts and
Rhode Island.

Education

Table 3-5, which presents data by education, does not produce statis-
tically significant differences with census data. Regardless of the state,
the majority of residents had, on the whole, advanced beyond a high school
education. Pecple having at least some college or vocational/technical
training beyond high school comprised the largest proportion of the survey
population,

Residential Situs

Table 3-6 shows the residential situs of respondents by state. Res-
pondents from the states of Maine, New Hampshire, and Vermont were primarily
frem rural areas, whereas the proportion of respondents from rural areas was
significantly less for the other, more urban states, At this point, it
might be useful to provide the following definitions:

1) urban - - - large city, suburb of a large city, or medium

size city (suburb and non-suburb), with population
over 50,000,

2) small city - 25,000-49,999 population
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Table 3-4, Respondent Race by State (%)

Black Caucasian Hispanic Indian  Asian Portuguese Other Total %*
Connecticut 4,2 92.3 1.6 .8 3 .3 .5 100
Maine .2 96,3 5 1.7 2 .5 .5 100
Massachusetts 2.3 91.7 5 .8 —— 1.8 3.4 100
New Hampshire oS 97.0 .8 .8 - .3 .8 100
Rhode Island 2.0 93,5 .3 .5 - 1.5 2.3 100
Vermont .5 96,2 .3 1.3 .8 — 1.0 100

*
Numbers have been rounded to the nearest whole number,
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Connecticut
Maine
Massachusetts
New Hampshire
Rhode Island

Vermont

Table 3-5: Respondent Education By State (%)
Technical
Legs than High School or Some

High School . Graduate Vocational College

9.6 26,4 6.0 22.5

10,6 31.2 9,2 20.3

8.4 28.7 4,1 22,3

10.5 28,0 5.8 26.5

12,4 jo.7 5.4 23.3

9.3 32.3 5.3 20.3

*Numbers are subject to rounding

Post-

College Graduate

Graduate Studies
21.2 14,7
19.6 8.9
21.6 15.0
21.0 8.3
le.1 11,6
18.5 14,5

%*

Total %

100

100

100

100

100

100
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Table 3-6, Residential Situs by State (%)

Urban Small City Rural Total 2
Connecticut 38,7 23,9 37.4 100
Maine 13.3 14,4 72.3 100
Massachusetts 35,7 19.8 44,5 . 100
New Hampshire 24,2 5.1 70,7 100
.Rhode Island 41,8 17.9 40.3 100
Vermont 11.8 0 88,2 100

*Numbers are subject to rounding
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3) rural - - - cities under 25,000, farms, or open country.

Figure 3-3 collapses the three categories across states and seems to show a
heavy overall emphasis on respondents from rural settings. However, since
these categories are not compatible with those of the census data, no meaning-
ful statistical comparison can be made at this time.

The findings as to residential situs reflect general similarities
to 1970 census data. Complicating interpretation, however, is the fact that
census categeries and our definitions of the three categories do not cor-
respond exactly.

Situation Articulation

Households were selected for investigation from a computer-generated
list of randomized telephone numbers. As previously explained, respondents
were monitored on a daily basis to ensure representation of male and non-
housewife respondents. Tn retrospect, residential situs might have been
accorded more attention in the sampling frame. TFurthermore, an examination
of occupation groups indicates that farmers and farm workers comprise only
a small percentage of respondents,

Additional insigkts into the character of the survey group can be
garnered from an investigation of respondents' ability to articulate situ-
ations in which they had to make a decision, find an answer, solve a prob-
lem, or understand something. When respondents were asked to describe
gituations, of both a work and a non-work nature, they could not always do
gso. In fact, many people could only think of, and explainja single situation.
Examining the ability to articulate one or two situations on the basis of
respondent demographics indicates substantial variation. Of the respondents,
sixty-five years of age and over, 80.6 percent explained only one situation.

Frequently, these people had difficulties recalling work-related sggﬁtions.
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They wanted to describe situations involved with employment before reti-e-
ment. Intervievers tried to explain that work-related could involve
household chores and a variety of other activities. Still the elderly
viewed work related situations within a narrow context and opted for a
discussion of a non-working, personal (coping and psychological) need.
Undoubtedly, the study matrix requires refinement if it is to take into
consideration retired and unemployed persons, who may not have encountered
work related situations in the past month or so.

Further support for the findings relating to the age demographic can be
seen from an examination of situation articulation on the basis of occupa-
tional group. Some 91.9 percent of the retired persons, and 77.4 percent
of those unemployed, offered only one situation. Approximately three-
fourths of the housewives provided a single situation, usually of a non-
work nature. For whatever reason, two-thirds of the laborers and 52 per-
cent of the clerical workers supplied only one situation. Other occupa-
tional groups tended to suggest two, rather than one situation.

Articulation of one or two situations did not reflect statistically
significant differences for sex, residential situs, income, education and
race. The distribution from state to state was approximately the same,
with Maine representing the only variation. Residents of this one state
were more likely to suggest only one situation than were the residents of
the other states surveyed.

THOSE NEW ENGLAND RESIDENTS WILLING TO PARTICIPATE
BUT UNABLE TO ARTICULATE A SITUATION

The need for information occurs to everyone at one time or another
but some cannot, coherently and concisely, articulate situations in which

decisions were made, answers found, problems solved, or something under-~
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stood. During our survey period, interviewers were instructed to gather
demographic data on respondents unable to articulate a situation so that the
research team could construct a profile of this group. It was felt that
such information will aid program planners, as well as researchers'wanping
to elicit situations from a broader cross section of the population.ﬁﬁin—

formation need, as used here, is a construct which researchers have invented

to explain why people seek and use information. Having hypothesized that

information needs exist, situations are identified in an effort to provide
the basis upon which to study information needs. It is our hope to observe
"traces'" of an information need having existed in the context of the situa-
tion. The effort was to get respondents to articulate a situation so that
the researchers could get at the information seeking or use tﬂat related

to it. There 1s no theoretical reason to believe that ability to articu-
late situations is a requisite to seeking or using information; it is only
for our need as researchers in order to observe the information seeking or
use. In brief, we do not equate articulation to the information néed.
However, the ability to articulate situations may be requisite for use of
formal information systems.

In this New England study, some 502 residents expressed a willingness
to participate in the telephone survey but could not recall a single situa-
tion. Having to remember an important situation in which they recently
needed to find an answer to a question, solve a problem, or make a decision
was impossible for these people, at least during brief telephone conversa-
tions in which they undoubtedly sensed that the interviewer was waiting
for a response. Interviewers were thoroughly trained to be patient in
walting for a response and not to prompt potential survey subjects by

suggesting possible topical areas. They could and did, however, ask survey
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subjects to recall what happened to them in the past week and to see if any
of their activities fell within the scope of this study.

A slightly higher percentage of those residents unable to articulate
situations were women (57.8%). This pattern, which did not deviate on the
basis of state, was similar to the response characteristics of the 2,400
survey subjects, Therforzs, it seems to show that s2x was not an important
deternining factor. A significant difference, however, can be found for
the residence demographic. Some 273, or 54.4 percent, of the 502 zero-
situation New England residents lived in cities or towns under 50,000 in
population. Further, by including those residents who live in open country
or on a farm, the number increases to 355, for a total percentage of 70.7.
As 1s evident, people living in large cities, suburbs near metropolitan cen-
ters, and cities over 50,000 in population are more likely to articulate
situations. This finding is also true on a state-by-state basis, with two
exceptions: Massachusetts and Khode Island. In these two states, people
unable to articulate situations were as likely to reside in an urban center
as they were to live in rural settings. This difference can possibly be
contributed to the characteristics of the urban population in large cities
of Massachusetts and Rhode Island, such as Boston. For example, the large
number of intéﬁ%&ty population can possibly show the statistical result.
Thus, it would seem that the opportunities for residents to be exposed to -
the complexity and variety of potential information sources may have a
bearing on their articulation ability,

Some 344, or 66.5 percent, of the 502 residents had received an edu-
cation of high school or less. The remaining percentage was distributed
among various categories reflecting differing degrees of college educa~

tion. For this demogrephic variable no variations among the six states
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were evident. Apparently, those who are less educated experience a greater
degree of articulation difficutty,

All but ten residents identified their age. Analysis by age of respon-
dent reflects that half of these people were at least 46 years of age or
over. Those falling within the first quartile were 62 years of age or
older, while those in the third quartile were at least 30 years of age.
Similar results were found across all six New England states. It would
seem, on the basis of these findings, that older people encounter greater
difficulty in situation articulation.

Some 95 of the 502 residents refused to identify the category range
reflecting their income. Of the 407 providing income data, some 277
(68%) reported a total family income of iless than $15,000. By including
the category range of "$15,000-20,000," the percentage becomes 81.1. Once
more, state comparisons did not refiect variation. These data seem to sug-
gest that lower income people have greater difficulty in verbalizing situa-
tions.

Table 3-7 reflects the ethnic background of the 502 survey subjects,
Similar to the 2,400 respondents able to express a situation, these indi-
viduals were primarily caucasian. Yet, on the whole, the caucasian group
accounted for only 73.7 percent of the total 502 zero-situation respondents.
Clearly, this is much lower in comparison with the 94.4 percent of the sur-
vey population. The Black population, which accounts for 5.4 percent of the
total zero-situation population, is higher than that participating in the

sdud y
mainA(ranging from a low of 0.2 % in Maine to a high of 4.2% in Connecticut)_

Komere ~Similar findings are apparent for some other ethnic groups. This
suggests that language difficulties as well as the cultural, social, and

economic backgrounds of the minority/ethnic groups couid influence their
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Table 3~7. State Comparison of the Ethnic Origin for People Unable to Articulate a Situation
(Number of Respondents)

Hispanic American Asia.  Portuguese Refused to Total

Black Caucasian American Indian American American Other Answer Number
Connecticut 6 47 1 1 - - - 2 57
Maine 10 24 26 18 13 10 - 19 120
Massachusetts 4 47 - - - - - 1 52
New Hampshire 1 77 - - - - - 2 80
Rhode Island 4 74 ' - 1 - 3 - - 82
Vermont 2 i 101 - 1 - - 4 3 111
TOTAL NUMRER 27 370 27 21 13 13 4 27 502
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ability to articulate situations,

Some 29 (5.8. 7% of 502) individuals refused to disclose their
occupation. Occupations described by the other 473 respondents were coded
into the same occupational categories for this study. The results indicate
distribution among all the categories, with the most frequently cited ones
being:

retired persons (15.7 %)

craftsmen and kindred workers (15.7 %)

clerical and kindred workers (11,5 %)

housewives (8.2 %)

professional and technical workers (7.6 %)

service workers, excluding private household (6.6 %)
Thus, almost two-thirds of all the occupations suggested (65.3 %)
fall into these six categories. Given what was discussed earlier in terms
of age, income, and education, it is interesting to note that the highest
two groups of respondents for zero-situations were retired persons or
craftsmen and kindred workers,

In summary, a person who was willing to participate in this survey
but was unable to articulate either a work or non-work situation seemed
most likely to earn less than $15,000 per year, to have a formal education
not exceeding high school, to reside in a place not exceeding a population
of 50,000 (Massachusetts and Rhode Island possibly comprise an exception to
this generalization as was discussed earlier), and to be over forty-six
years of age.

REPORTING ON HYPOTHESES
As detailed in Chapter 2, a series of hypotheses were geﬂerated to

guide formulation of the questionnaire and to probe specific aceas of
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information needs. The hypotheses which were designed to lend the data
collection procedure a sense of purpose and direction, we=e the controlling
ideas behind the study. In surveying and analysis, it is these concepts
that are tested, weighed and assessed. Findings concevning specific
hypotheses are summarized in the next chapter. The following discussion
focuses on the situations described, the source providers consulted, level
of satisfaction with the sources, barriers encountered in the search for
information, relevance of economic and perceptual criteria, and reasons

for library use and non-use.

Information Seeking Situations

In all interviews, respondents weve asked first to describe an impor-
tant work or non-work situation from the past month or so in which they
made a decision, found an answer to a uestion, solved a problem, or tried
to understand something. These situations could be positive or negative.
What was important was that they be situations where the person stopped
and thought about what he/she was going to do. The 2,400 completed inter-
views produced a total of 3,530 situations, of which 1,572 were work related
and 1,960 were non-work related.

Table 3-8 represents a rank order of major work and non-work situation
categories faced by those surve .. Consumer issues, together with "job-
related: technical" accounted for one-fourth of all the situations desciibed
by regpondents. Each category was suggested in 13 percent of the total
situations. As for the category of consumer issues, which was the major
non~occupational situation described Ly those interviewed, respondents

could recall, among others, information needs relating to the following

topics:
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Table 3-8. Major Situation Categories Described by Respondents

Situation
Job-related: Technical1
Consumer Issucs

Job-related: Getting/
Changing Jobs

Housing and Household
Maintenance

Education and Schooling
Recreation
Money Matters

Job-related: Organizational
Relations

Health

Job-related: Salary and
Benefits

Child Care
Personal Relations
Transportation
Energy

Assorted Miscellaneous

TOTAL

Work Non-Work
470 8
37 434
321 30
24 266
61 181
15 162
30 146
172 3
38 118
121 5
18 82
5 93
13 47
11 46
236 337
1,572 1,958

Total
478

471

351

290
242
177

176

175

156

126
100
98
60
57

575

——— et

3,530

Percent of Total .

Situations
13.5

13.3

10.0

8.2
6.9
5.0

5.0

5.0

4.4

3.6
2.8
2,8
1.7

1.6

1
Issues related to execution of specific tasks or related to setting up

businesses.

2Job definition and relations with supervisors and co-workers.
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~ product quality

- product availability

~ product information

- billing

- service availability

-~ service quality

- service information

- high prices

-+ consumer protecﬁion

Before interpreting these findings, readers are urged to review
Appendix IIT which summarizeg the component topics used for defining
all given situations. For example, it would appear from Table 3~7 that
energy matters were of little importance to polled New Englanders, but
since the survey wés conducted during the summer and early fall of 1979,
during a severe gas shortage with escalating fuel prices, such a con-
clusion would be highly inaccurate. Energy concerns, as it turns oqt,
are listed in the table, but as part of such categories as money matters,
transportaiion and other.
Situations by State
Examination of the total 3,530 situations among the six New England

states indicates state to state variations mostly in the situation categories
relating to occupation:l groupings as well as to consumer issues, recreation
and education. (See Figures 3-4 and 3-5.) Consumer issues rated highest
for residents of Rhode Island, Vermont, and New Hampshire; percentages for
the remaining three states were similar. --—eee oo
< - Recreational situations were more likely to be mentioned by respondents

from Connecticut, Massachusetts and New Hampshire (with the percentage among
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the remaining three states averaging 12.2. Again, resid nts of Conn-
ecticut emphasized educational situations more so chan thcse of t. 2
other states. The percentage spread among the remaining five states
was only 7.2. It does seem unusual that Massachusetts, known for its

diversified educational facilities and centers, ranked fourth. Housing
issues were much more of a concern to residents of Maine, New Hampshire,

and Massachusetts, than they were to citizens of Rhode Island or the
other two states.

Among the work related situations of getting/changing jobs, technical
issues, and organizational matters, some distinct variations emerge. Res~
pondents from the state of Maine were most interested in organizational
matters; they were at the lower end of the scale for getting/changing
jobs, and technical issues. Residents of Vermont were more likely to des-
cribe situations relating to getting/changing jobs than they were situationms
pertaining to technical and organizatiomal matters. Citizens of New Hampshire
showed the least variation among the six situation catégories; as indicated
in Figures 3-4 and 3-5, regardless of the situation categories; they ranked
either second or third. As to the occupational categories, respondents from
Rhode Island were most likely to suggest technica! issues. Except for salaries
and benefits, Massachusetts residents surprisingly ranked no higher than
fourth in the remaining occupational categories. Finally, citizens of
Connecticut ranked high on technical issues but low on getting/changing jobs.
Situations by Demographics

Combined Work and Non-Work Situation. Situation categcries were

examined on the basis of respondent demographics. Figures 3-6 through 3-8

show substantial differences in terms of information seeking patterns among
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the various classifications of respondents for combined work and non-work
total situations. For example, respondents sixty-five years of age and
over most often suggested situations relating to education and ch» getting/
changing of jobs. Also, the lower the income bracket the more likely that
the respondent would be interested in getting/changing jobs and consumer
issues.

The distribution of both work and non-work situation categories
by occupaional groupings indicated minor variations except for clerical
workers, retired persons, students, and housewives. Clerical workers
were the only group to place getting/changing jobs as the most frequent-
ly mentioned category. Other than for this, the distribution of this
group was similar to that of the others. Predictably, students most
frequently described an educational situation; as with other groups,they
were also interested in job-related: technical, and getting/changing jobs, as well
as consumer issues. Housewives and retired persons showed the greatest
variation within their responses. Of the 132 combined work and non-work
situations (3.8 % of the total) described by retired persons, the

percent distributions is as follows:

consumer issues (21.9)
housing (14.2)
health (7.0
education (6.3)
energy (5.6)
recreation (.5.1)
money matters (.5.0)
other (34.9)




lef

Similarly, the perceutage distribution for 204 situations (5.9 %)

of the total situations) given by housewives was:

consumer issues (16.6)
housing (15.4)
education (12.8)
recreation ( 7.5
health (5.9

personal relations ( 4.4)
other (37.4)

The job-related categories are notably absent from both rankings. Yet,
job-related categories played a far more central role in the situation

specified by other occupational groups.

Separate Worx« and Non-Work Situations. Thus far, analysis of the

situations has been based on combined findings for work and non-work
situations, for a total of 3,530 situations. When we examined the

1,572 work~related and the 1,958 non-work related situations separately,
we discover that the findings are similar to those for the total sit-
uvation,

The variables of sex, age, education, state of residence, income,
and race did not produce statistically significant differences among
work situation categories. However, it should be noted that respondents

between the ages of 16 and 34 were the most likely to describe situations
relating to the two dominant interests of their lives: getting/changing
jobs (65.5 % ) and education (78.5 %). Even though statistical
significance can not be derived from an analysis of the types of situations

mentioned according tr )rofession, it is interesting to note that 60.5
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percent of the work situations were described by those whose occupation
are of lower prestige levels, as determined by the NORC scale. (See
Chapter 2 for an explanation of this scale.)

Similarly, those variables of sex, place of residence, education,
income, and race did not produce statistically significant differences for
non-work situation categories. Some marked differences surfaced, however,
for the age variable. Over 60 percent of the education (65.7 %) and
almost that percent of recreation (58.6 %) situations were described

by people under the age of 34, whereas 59.2 percent of the health situations,
were given by people old¢ - than this.,

Situations 1In Relation Yo The Categories Specified by the White House
Conference On Library and Information Services
The White House Conference on Library and Information Services

examined five theues in which information plays a role. As shown in
?

Table 9, the vast majority of total situations (73 %) pertained
only to "meeting personal needs." Within this theme, over half
(52%) of the situations dealt with the resolution of day~to-day problems.
"Improving organizations and professions " was an important secondary
category. Here, the most important factor was serving organizations
that provide products or services. Education accounted for only 4.6
percent of the total work situations, and the government for only 2.5
percent. Respondents did not suggest any situations dealing with theme
five,which covers international issues and problems.

As for the 1,572 work situations, some 54.3 percent dealt with
meeting personal needs, while "improving organizations and the pro-

fessions" comprised 38.8 percent. As is evident, the percentage for the
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Theme Percent Number of Number of
Number of of Tatal Work Non~-work
1. MEETING PERSONAL NEEDS Situations Situations Situations Percent Situations Percent
a) serve ia solving day-to- '
day problems 1,839 52 742 47.2 1103 56.3
b) assist individuals in coping
with trauma or crisis , 172 5 43 2.7 133 6.8
c) inform the public of news
and current events 106 3 16 1.0 80 4,1
d) support interests in cultural
heritage, religion and family iife 195 5 19 1.2 173 8.8
e) accomodate needs in entertainment,
recreation, and leisure activities 210 6 23 1.5 187 9.5
f) serve special constituencies 23 1 9 0.6 14 0.7
g) other (personal) 26 1 1 0.1 23 1.2
2, ENHANCING LIFELONG LEARNING
a) support education in schools 71 2 28 1.8 A 2.3
b) concerns reinforcing higher
education 78 2 37 2.4 40 2.0
c) erase illiteracy and improve
reading skills of general public 2 0* 1 0.1 1 0.0
d) enhance informal lifelong learning
for pre~school age children and adultsg 17 0* 3 0.2 17 0.8
e) other 18 0¥ 1 0.1 5 0.3
3. IMPROVING ORGANIZATIONS AND THE PROFESSIONS
a) serve organizations that provide
products or services 458 13 447 28.4 14 0.7
b) support organizations that provide a
benefit 10 0" 5 0.3 5 0.3
c) assist professions 169 5 116 7.4 53 2.7
d) other 68 2 43 2.7 23 1.2
4, EFFECTIVELY GOVERNING SOCIETY
#4) increase citizen participation in
public policy decisions 38 1 9 0.6 27 1.4
b) government needs for census, economic,
weather, and other related informution 6 0* 1 0.1 5 0.3
c) government needs related to public
service, research, regulations, and laws 36 1 24 1.6 10 0.5
d) other 3 0.2 1 C.1
TOTAL 3,548 100% 1,572 100% 1,960 100%

17/

O * Percentages smaller than 0.55 cve rounded off.




latter theme was 18.8 percent higher than that tor the combined work
and non-work situations. On the other hand, the majority of non-work
situations (87.4 % ) related to the White House Conference theme
of "meeting personal needs." Over half of those situations emphasizing
this theme (56.3 % ) dealt with resolving day-to-day problems.
Within this context, we find situations dealing with such topics as
consumer issues, transportation, housing, and neighborhood concerns.
The other four themes accounted for a relatively small proportion of
the total non-work situationms. |

Citizens' overriding requirements for information in meeting their
personal needs seem to be in line with what was expressed by the White
House Conference delegation and the resolutions passed during that
conference. This finding, together with demographic characteristics
of respondents, should have implications in terms of future planning
and development of library services in this country. Further coverage
of this significance will be dezlt with in the next two chapters.

Information Source Providers

It is useful to insert a methodological note at this point. The

research team is not equating situation categories and information
needs. It is, rather, suggesting that information needs arise nat-
urally within the context of individual situations. Individuals
utilize information providers as preliminary sources to decision
making, problem solving, or a fuller understanding of an element in
the surrounding world.

Given the conceptual framework of this study, once situation cate-
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gories had been identified, survey subjects were presented with a list

of source providers, and were asked to select those which they either

had consulted in the past, or planned to consult in the future. Table 3-10
presents : the sources consulted in the order of frequency of suggestion

by the 2,400 respondents. Respondents were also asked to identify the
sources they considered most or least helpful in their pursuit of perti-
nent infqﬁﬁation. Libraries were ranked ninth among information source
providers and were considered as most or least helpful in only 3 percent

of the situations in which they were consulted. In the remaining instances,
when they were used, they served as an intermediary step in the informa-
;ion chain; although often failirg tu provide the information sought, they
may, instead, indicate other possible avenues of search.

In many situations (76% of the total), respondents consulted five
or less providers. Conversely, in few (7.6%) of the situations did
respondents use eight or more source providers. There were no statisti-
caily significant differences on the basis of respondent demographics,
state variations, and work and non-work situations.

In an attempt to deterwine the qualities of a spécific source pro-
vider which made it more or less popular, the randomized list of thir-
teen sources was broken down intc groups showing basic characteristics:
interpersonal (e.g. one's own thinking and past experience, friends,
neighbors, or co-workers), institutional (e.g. professional people,
school, religious, library, or governmental), and mass media (e.g.,

newspaper, books, television, or radio).2 In weeere i
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Table 3-10, Source Providers Consulted

Percent by Which
Source is Listed as:

Percent of

Number of Respondents Most Least

Sources Consulted Situations Citing Source Helpful Helpful
Own experience | 2,611 74 25 16
Friend, neighbor,

or relative 1,993 57 15 17
Newspaper, magazine,

or book 1,585 45 10 12
Store, company or

business 1,572 45 10 10
Co-worker 1,534 43 12 11
Professional (e.g.,

doctor or lawyer) 1,420 41 13 6
Government 943 27 5 6
TV or radio 731 21 1 8
Library 596 17 3 3
Telephone book 580 16 1 6
Social Service

agency or charity 461 13 2 3
Religious leader 337 10 1 1
Other 86 3 2 0
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all situations, work and otherwise, respondents were most likely to con-
sult interpersonal sources alone or in conjunction with institutional

and mass media gources. When institutional sources were used, most
frequently respouients checked professional people, companies, or govern=-
ment agencies as shown in Table 3-11. The other providers in this category
were used much less frequently. Except for the group of professional
people, the percentage differences between least helpful and most helpful
were similar,

Probimg the sequence in which source providers ave consulted might
prove productive for future studies. It would provide z more complete
indication of the relationship among sources of an Interpersonal, institu-
tional, and mass media nature, and supply a more detailed plcture of
information seeking patterns. Although survey respondents, in many instances,
consulted a large number of source providers, self-reporting, based on a
checklist of sources, may produce either an under-estimation or an over-
estimation of those actually consulted. Further, respondents may have
described the same source under various categories. For instance, the
co~worker consultea might have been associated with a government agency,

In such cases, both the co-worker and government agency categories might be
mentioned, without indication that they represented the same consultation.
Interviewers were instructed to detect this and to have the respondents
clarify the appropriate response category. This c.ecking procedure proved
difficult to implement, as interviewers did not always remember to verify

that suggested source providers comprised seperate entities. To be falr to
the interviewers, the questionnaire was complex and even experienced inter=
viewers occasionally forgot the proper sequence and had to call subjects later

for additional information.
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The hypothesis pertaining to the source providers dealt with the
number and type (interpersonal, institutional and mass media) consulted.
Analysis by state of residence, aemographic characteristics, as well as
work and non-work situations produced no statistically significant differ-
ences. Regardless of situation categories and their placement within the
fabric of work and non-work needs, respondents placed heavy emphasis on
interpersonal source providers, Past experiences, communication with
friends, neighbors, and co-workers, provide the basis for dealing with
many information needs arising from everyday living. When using mass
media resources in obtaining needed information, respondents tended to
seek further informatfon from a smaller range of other source providers.
In most cases, the extent of their further information search might have
been limited to use of personal collections or printed information ob-
tained from interpersonal contacts.

Level of Satisfaction with Source Providers

Most Helpful Source.

Situation categories. As mentioned previously, respondents were
asked to identify the source provider most helpful in meeting their informa-

tion needs. Table 3-12 discusses those source providers listed as most
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Table 3-11, Institutional Source Providers Depicted As
Most and Lcast Helpful

Percent by Which Source

Total Percent Was Listed As:

Source Providers 0f Use Most Helpful Least Helpful
Professionals, such as

doctor or lawyer 41 13 6
Store, comnany, or

business 45 10 10
Government agency 27 5 6
Library 17 3 3
Social services agency

or charity .13 2 3
Religious organization

or leader 10 1 1
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Table 3-12, Source Providers Listed As Most Important for Selected Situation Categories

Interpersonal Institutional
Sources Mass Media Sources ~ Other
% 4 pA %

Consumer Tssues 45,5 : 15.7 38.2 0.6
Housing 50.9 10.2 36.7 2,2
Getting/Changing Jobs 67.4 6.6 23,2 2,8
Salary and Benefits 63.9 4.9 28.6 2.6
Job-related: Organizational 59.6 8.0 30.4 2.0
Job~related: Technical 55.3 12,2 30.7 1.8
Education 45,3 11.0 40.3 3.4
Recreation 55,5 17.5 24,4 2.6
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important in relation to the top eight major situation categories (ones
accounting for 65.5 ¥ of the total situations). Clearly, sources
of an interpersonal nature were most likely to be regarded as most
helpful. No significant variations were found for respondent demo-
graphics and individual states.

Although interpersonal sources were mentioned as most helpful in
over 45 percent of the situations specified in every category, there is
significant variation from category to category. For example,interpersonal
sources were considered the most helpful for the categery of getting/
changing jobs, whereas for situations relating to consumer issues and
t.ducation, only 45 percent mentioned that interpeiconal sources were
most helpful. On the whole, mass media sources wrre not frequently labeled as
the most important source. Still, they received their highest percentage
for recreation related activities.

Isolating the category of institutional sources would indicate a
predominant reliance, regardless of situation categories for professional
people and corporations; a detailed statistical breakdown is provided in
Tablezizl Institutional sources were consulted 38.2 percent of the

times in which respondents dcalt with consumer issues. Nearly a third

(28.9 %) of these sources were corporations and professional
people., The remaining 7.9 percent involved the other remaining instit-

utional sources. Libraries were seldom labeled as most helpful sources.

The largest percentage in which they were labeled as most helpful was for
the categories job related: technical (5.7 %) and education

(5.0 2), This low percentage for the library should not be surprising
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given the overall finding that libraries were most helpful in only 3
percent of the total situations in which they were consulted.

Professional people, businesgses and corporations were mentioned
most frequently for the situation categories of job-related: technical,
housing, and getting/changing jobs. In the case of consumer issues,the
order was reversed, while for education and schooling, professional
people vere mentioned the mostand businesses the least. TFor the categor-
ies of housing and consumer issues, govermment agencies and libraries
placed in third or fourth positions, with social services agencies, char-
ities, and religious leaders mentioned in less than 1 percent of the
gituations.

In job-related: technical situations, libraries placed third and
government agencies fourth. The situations of education and getting/
changing jobs reflected the most variation. For education, professional

libraries, social service agencies_
people were followed by government agencies,.and religious leaders. o
Corporations and businesses placed last and were suggested in less than
2 percent of the cases. As is evident from the discussion thus far,
libraries ranked either third or fourth. The category in which they
dramatically shifted position was for getting/changing jobs. Here
they were listed last- most important in only 1.5 percent of the
situations. Social service agencies and religious leaders rated
slightly higher. Government, businesses, and professional peopie
were suggested with greater frequency.

Respondents drew upon a variety of information source providers.
Among those of an institutional nature, libraries were most likely
listed as most helpful within selected categories, primarily job-

related: technical and education. Overall, however, respondents
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seldom sought resources contained in libraries. As will be discussed later
in thie chapter, situation categories were probed in depth in order to dis-
cover those areas in which people were most likely to turn to institutional
sources and to label them as most helpful.

In further quantifying the positive and negative qualities of popular
source providers, respondents were asked if there had been anything about
the most helpful source which they did not 1like. Overwhelmingly (92%),
there was satisfaction with that source provider. Given the deree of
satisfaction with the most helpful source, it is understandable that respon-

dents expressed the likelihood that they would return to that source with a

" similar information need in the future. If a minor irritant was present,

it most likely pertained to relevance or accuracy of the answer; or the
manner in which the answer was presented,

Referral. Regardless of situation, respondents did not choose the
most helpful source provider on the basis of a referral. In those situations
in which respondents had been referred (20% of the total), respondents
usually found the most helpful source provider through recommendations from
friends or acquaintances (58%). Referrals offered by institutional source
providers .. st often came from someone working for a business (16.9%), or a
professional person (15.0%). Ou the whole, government agencies infrequently
engaged in referral. Likewise, in the few instances in which government
officials did offer suggestions, respondents almost never made use of them; in
fact, in only 2 percent of the total situations 4id infornation seekers
locate a source provider due to a government referral.

For the category of education and schooling, it might be mentioned that

friends accounted for 39.3 percent of the referrals, school persomnei for
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28.3 percent, a. ! professional people with whom respondents had contact for
18 percent. Together these three groups accounted for 85.6 percent of the
referrsls. Yet, the importance of this finding must be viewed within the
context of a central fact: referrals occurred in only 20 percent of all

the situations described.

Reasons for labelling a source provider "most helpful." Geographic
proximity to a source'provider was not an important factor in its selection
as most helpful. Overwhelmingly, respondents went to the most helpful
source due to prior experience and knowledge. The only two exceptions
(crime and safety, and legal issues) involved a very small number of
situations. Of the 14 situations involving crime and safety, ten did not
go to the particular source due to prior knowledge. The total number of
legal situations was 37 of which 31 involved referral while six did not.

There was no statistically significant difference between non-work
situations categories and the various reasons for labeling a source pro-
vider "most helpful." In all, close proximity and easy accessibility were
not important factors. Although not significant, this issue should be
pursued in future studies. It may be that the energy shortage may force
the public to alter its information seeking patterns and source provider
priorities.

An unsuspected, but generally influential, agent in respondents' choice
of source provider was coincidence. Many respondents reported that they
made use of a response in relation to another need, and as an afterthought,
procured assistance in resolving the need described for this study. Perhaps
information seeking patterns are as idiosyncratic as the humans of which

they are a function.
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Summary. As this “survey indicated, respondents went to the most
helpful source provider due to prior experience (75.6%). As might be
expected, respondents overwhelmingly (92%) expressed some degree of satis-
faction with the source provider (92%) and most (92.7%) felt that they
would return to the most helpful source if a gimilar need arose in the
future. Further, the'findings underscore the importance and role of inter-
personal sources in meeting everyday information needs. Given the total
percentage of situations in which libraries were consulted, respondents
were much more likely to visit institutional source providers other than

libraries.

Least helpful sources. - Situatian categories. As is shown in Table 3-10,
respo;éénfs w;fe”aékéalgb identify "'least helpful" sources. By taking the
list of thirteen source providers and regrouping them on the basis of

broad categories covering interpersonal, mass media, and institutional
sources, it can be found that interpersonal SOUTCES yere regarded as least
helpful in 44.4 percent of the situations in which there was an identifiable
least helpful source. Another 25.6 percent of the leastihelpful sources

were classified as mass media. The remaining 30 percent was split between
institutional sowrvces (29.4%) and other (0.6%). Examination of those ins‘itu-
tional sources depicted as least helpful indicated that bugsinesses, profes-
sional p ople, and government azencies generated the major dissatisfaction.
Libraries, social service agencies, and religious leaders were used less
frequently and consequently werg less likely to be labeled as least helpful.

They accounted for only one-fourth of the instances in which institutional

sources were mentioned (7.2% of the total 29.4%).
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Tables 3~13 and 3-14 indicate state to state variations within each
type of institutional source, The categories of profes.ional peovle,
businesses, govermment agencies, and libraries exhibit only minor state to
state variations. In the category of social service agencies and charities,
greater deviations emerge, with residents of Vermont making the most use
of this institutional source categery, while those in Massachusetts made
the least. The next table, Table 3~15, illustrates institutional sources
on the basis of selected occupational groupings and shows that professional
and clerical people most likely labeled businesses as least helpful.
Students and housewives, on the other hand, showed significant variatiom.
Students most often labeled libraries and professional people as least
helpful, while housewives were less satisfied with professimnal people.

For students, businesses ranked fourth on the list of least helpful insti-
tutional sources, thle for housewives, they rated third.

Table 3-~16, which examines selected situation categories in relation
to least helpful institutional sources, shows that for the situation categories
of consumer issues and "job-related: technical" and "getting/changing jobs,"
businesses and professional people comprise the least helpful sources,
although they are, on the whole, more frequently consulted. This finding
provides even clearer indication that businesses and professional people
comprise a link in the information chain, more so than other institutional
source providers.

For education and schooling, there are dramatic shifts. In this type
of situation, library and government agencies are considered
least important in over nine percent of the cases where this situation

category was mentioned. Obviously, the information received from both
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Connecticut

Malne

Massachusgetts

New Hampshire

Rhode Island

Vermont

Portion of
Total
Situations

Institutional Source Providers Depicted As Least Helpful

(With State Varlations Within Each Source Provider) *

Businesses
Professional and Government
People Companies Agencies Libraries
28 57 32 20
(16.4%) (19.5%) (16.6%) (20,2%)
31 46 31 14
(18.1%) (15,7%) (16.1%) (14.1%)
29 42 33 17
(16.9) (14.4%) (17.1%) (17.,2%)
27 47 32 16
(1.5.8%) (16.1%) (16.,6%) (16.2%)
25 59 34 16
(14.6%) (20.2%) (17.6%) (16.2%)
31 41 31 16
(18.1%) {14,0%) (16.1%) (16.2%)
171 292 193 99
(5.7%) (9.7%) (6.42) (3.3%)

*4ll percentapes are subject to wounding

Social
Service
Agencies

10
(12.3%)

15
(18.5%)

, 9
(11.1%)

12
(14.8%)

11
(13.6%)

25
(30.9%)

81
(2.7%)

Religious

1

3
3 (18.6%)

10
23.2%)
\'\5\‘

'"5

(11.6%)

6
(13.9%)

7
(16.3%)

7
(16.3%)

43
(1.4%)

_.People
{

{28, 6%)

Other

4
(19.0%)

0
(=-)

6
(28.6%)

6

3
(14.3%) ™.

2
(9.5%)

21
(0.7%)



Table 3-14, Institutional Source Providers Depicted As Least Helpful
(With Rela’ive Compariscn Among Pro’ .ers)

Businesses Social

Professional and Government Service Religious Rew

People Corporations Agencies Libraries Agencies People Othex Total

Connecticut 28 57 32 20 10 8 4 492
(5,6%) (11.6%) (6.5%) (4.0%) (2.0%) (1.7%) (0.8%) (16.4%)

Miine 3 46 31 14 15 10 0 452
(6.8%) (10.1%) (6.9%) (3.0%) (3.3%) (2.3%) (15.0%)

Massachusetts 29 42 33 17 9 5 6 479
(6,2%) (8.8%) (6.9%) (3.5%) (1.8%) (0.9%) (1.2%) (15.9%)

New Hampshire 27 47 32 16 12 6 6 529
(5.2%) (8.9%) (6.0%) (3.0%) (2.2%) (1.2%) (1.1%)  (17.6%)

Rhode Island 25 59 34 16 11 7 3 537
(4.7%) (11.0%) (6.3%) (3.0%) (2.0%) (1.3%) (0.5%) (17.9%)

Vermont 31 41 31 16 25 7 2 519
(5.9%) (8.0%) (6.0%) (3.2%) (4.9%) (1.4%) (0.4%) (17.3%)




Table 3<15; Institutional Source Proyiders Sugpested As Least Helpful
By Respondents Relative to Selected Occupational Groups

Buginesses Social
Professional and Government Service Religious Raw
People Companies . Agencies Libraries Agencies People Other Total
Professional
and Technical 45 52 32 22 23 11 6 583
Workers (7.8%) “(9.,0%) (5.5%) (3.7%) (4,0%) (2.0%) (n,01%)  (19,8%)
Clerical and
Kindred 17 43 27 5 6 4 4 409
Workers (4,1%) (10,4%) (6,6%) (1.1%) (1.4%) (1.1%) (1.0%) (13.9%)
Students 12 6 8 13 3 4 2 194
(6.2%) (3.1%) (4,1%) (6.6%) (1.4%) (2.1%) (1.0%) (6,6%)
Housewives 14 10 13 6 3 1 2 - 176
(8.0%) (5.5%) (7.5%) (3.6%) (1,6%) (0.7%) (1,1%)  (6.0%)
156




Table 3-16, Least Helpful Ingtitutional Sources As Compared
to Selected Categories

Businesses Social Raw Totals
Professional and Government Service Religilous of all
People Companies Agencies Libraries Agencies _Leaders  Other Source Ircviders
Consumer 16 53 8 8 4 1 0 403
Issues (4.1%) (13.2%) (1.9%) (2.0%) (0.9%) (0.1%) (L3.4%)
Housing and 18 20 17 b 5 5 3 253
Household (7.3%) (7.8%) (6.8%) (1.6%) (2.0%) (2.0%) (1.7%) (8.4%)
Maintenance
Job-Related: 26 51 24 17 9 7 3 414
Technical (6.47%) (72.3%) (5.8%) (4.1%) (2.27) (1.8%) (0.7%) (13.8%)
Job-related: 17 30 16 11 12 3 3 308
Getting/Changing (5.6%) (9.8%) (5.2%) (3.6%) (4.0%) (0.9%) (1.0%) (10.3%)
Jobs
Education and 14 7 20 20 10 3 4 214
Schooling (6.6%) (3.3%) (9.2%) (9.6%) (4.5%) (1.6%) (1.9%) (7.4%)
TOTAL: 3,007
(1007%)

156 157




source providers does not result in satisfactory resolution of many infor-
mation needs. This finding tal'es on a greater importance when it is recalled
that education comprises an area of supposed strength for many library
coliections.

It would appear that social service agencies and religious leaders
were infrequently consulted and labeled as either most or least helpful
source providers. Businesss and professional people were consistently
highly ranked among institutional source providers considered as either
most or least helpful for a given situation. Except for education and
schooling, government agencies and libraries generated little strong posi-
tive or negative feelings. Instead, they probably constitute an interme-
diate step in the search for information.

The variety of considerations which propelled respondents towards the
~ source they regarded as least helpful share certain base characteristics.
Most of those interviewed in this study turned to their least helpful source
on the basis of past experience. Regardless of the type of information
need involved, positive past experiences and simple geographic proximity
were influential considerations. These findings simply reinforce the already
self-evident: a source chosen for reasons of simple expedience, and not for
its promise as an effective source provider, is likely to result in the
greatest degree of dissatisfaction.

Referral. Our study results show that respondents went to the least
helpful source provider as a result. of referral in only 13.8 percent (346
situations) of total combined work and non-work situations. This finding
suggests the relative unimportancevof referrals in the process of information
seeking. In only 20.2 percent of the non-work situations, and 19.3 percent

of the work situvations, had the respondent been referred to the most helpful



source provider. Approximately one~third of the non-work situations dealt
with recreation, health issues, education and schooling. ©Still, even for
these three situations, the great majority of respondents had not been
referred. Further, approximately three-fourths of the referrals had been
made by interpersonal source providers, predominantly iriends and acquain-
tances. Professional people were twice as likely to suggest referrals

as were any other institutional source provider dealt with in this survey.

The same pattern was also prese:t for work situations. In this case,
interpersonal sources, primarily co-workers, made most of the referrals (80%).
Least helpful information source providers do not engage in referral

activities. Overwhelmingly (in 75% of total situations), respondents
explained that least helpful sources had not suggested additional resources
to consult. Nevertheless, respondents expressed sat.isfaction with the least
helpful source. This suggested that the public as a whole is unaccustomed
to referral.

Referral from the least helpful source was to a diversity of sources,
including professional people and co-workers, as well as other institutional
and mass media sources. Incidentally, some 12.5 percent of the referrals
were to a printed source. An additional 5.1 percent of the situations
involved referral directly to libraries and their resources. As can bhe
seen, respondents thought of prin.ed matter in 17.6 percent of the situations,
but only 5.1 percent directly involved library resources.

Reasons for labelling a source provider "least helpful." Table 3-17
demonstrates the reasons for dissatisfaction with selected information sources.
In over 50 percent of the situations, dissatisiraction was attributed to the
relevance or accuracy of the answer, or the manner by which the information

was received. As to the library, major weaknesses were concerned with
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Relevance cf
Response

Accuracy of
Response

Understandability
of Response

Up~to-dateness
of Response

Reliability of
of Response

Manner of
Presentation

Cost of Obtaining
Answer

Table 3-17: Factors Which Respondents Did Not Like

Ahout Institutional Source Providers *

*Percentages for interpersonal and mass media sources are excluded.
importance of institutional sources and shows variation among speclfic institutional sources.
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Professional Businesses or Government  Social Services Religious

People Corporations Libraries N Agencies Agencies Leaders Other
19 24 16 25 14 2 2

(6.7%) ( 8.4%) ( 5.4%) ( 8.8%) (4.7%) (0.7%) (0.8%)
8 15 7 12 6 L 4

( 4.8%) ( 9.37%) ( 4.6%) ( 7.2%) (3.47%) (2.0%)
4 8 3 8 2 1 o

( 5.8%) (12.0%) ( 4.3%) (12.8%) (3.4%) (0.9%)
1 1 6 1 o . L

( 5.4%) ( 1.9%) (23.6%) ( 5.4%)
4 10 1 12 2 1 2

( 5.3%) (11.42%) ( 0.7%) (14.6%) (2.8%) (1.3%) (1.8%)
2 9 9 3 1 1

ate2) o1t men ( 8.9%) (3.1%) (1.32)  (0.5%)
4 4 o o o 1 o

(24.3%) (27.0%) (7.2%)

Total (for all

Situations):

The table, therefore, reflects the relative

Raw
Totals

289
(28.4%)

163
(16.0%)

65
( 6.4%)

26
( 2.5%)

85
( 8.4%)

104 -
(10. 3%)

15
( 1.5%)

1019
(100.0%)
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overall relevance and up-to-dateness of the response. It is important to
note, however, that in only 4.8 percent of the situations in which

libraries were described as the least helpful source providers could respon-
dents actually specify a shortcoming.

Respondents' willingness to return to '"least helpful" source provider.
Respondents were asked if they would return to the least helpful source for
an answer in the future to a similar question. In two~thirds of the situ-
ations, they expressed a willingness to return, even if there had been
some dissatisfaction with the source provider. On the basis of the findings,
it cannot be concluded that the sentiment of dissatisiaction was either
deeply felt or a reason untc itself for abandoning an information source
provider.

Level of dissatisfaction with least helpful source provider, The fact
that interpersonal source providers were labeled as least helpful in
44.4 percent of the total situations provides another indication of the
degree to which respondents rely on friends, relatives, co~workers, and
their own experience. Respondents favored this type of source because
it is, by definition, unstructured and readily accessible, Frequently,
while discussing another problem with a friend or relative, the respondents
sought on the spur of the moment assgistance with the situation
described in the study. It fs important to note that these interpersonal
sQurces are not highly qualified or specifically suited, but rather are
merely most available. This singular truth explains the heavy utilization
of interpersonal resources - and the resulting widespread dissatisfaction,

Much the same pattern exists for mass media. Respondents encountered

a mi&cellaneous fact while perusing this medium, which they felt might be
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of use in resolving their information-need. Usage paiterns of institutional
source providers indicate an essential and imperativc distinction. Respon-
dents are more likely to consult libraries or professional people out of a
plan and with intent. Because institutional sourcess are not always readily
accessible, the public 1is more likely to utilize them only after some fore-
thought.

Summary. This section of the chapter has sought to examine the various
factors contingent upon the decision making processes that determine the
shape of information seecking patterns in our society. It has also touched

upon two other closely related icsues: barriers encountered in the public's

ongoing search for information and the perceived level of public satisfaction

with individual source providers and information choices as a whole. In
analysis focii became clear: respondents drew heavily upon interpersonal
source providers, libraries constituted a secondary and often unimportant
institutional source provider, and respondents, on the whole, were not very
dissatisfied with least helpful sources. Indeed, respondents indicated that
they might consuvlt least helpful sources again in simila‘ circumstances. If
they did bypass the source, respondents commented that it would most likely
be in favor of the aforementioned most helpful source.

Library Use¢ and Non-use

Thus far, library use has been discussed within the context of the use of
institutional source providers in general. Realizing the frequency of use and
perceived level of satisfaction :involved in library use are two of the more
important “vital signs" of modern libraries and have broad and somber impli-
cations for all who attempt to build and guide libraries in the future, this
gection is devoted to more in depth discussion of both library use and non-

use in terms of fulfilling citizens' information needs.
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Library Use

Table 3-18, which provices detailed data on both library use and non-
use by situation caregories, gives a breakdown of these cate-
gories by work and non-wor# envirnoments. nespondents turned to the
library in occupational situations dealing primarily with technical issues.
Issues next in importance were getting/changing jobs and organizational
relations., Together, these three situation categories accounted for two-
thirds of the use of libraries. With the addition of situation categories
for housing, recreation, financial matters, child care, and health, this
fraction doubies. On the bhasis of these findings, it would seem that re-
gpondents perceived libraries as potentially useful information sources
within definite, recognized subject categories. The work and non-work
situations reflect variations in terms of library use.

Table 3-19 provides a detailed breakdown of information on library use
by occupational groupings of the respondents. It is clear that certain
occupational groups (including professional and technical workers, students,
service workers, clerical workers, craftsmen, managers and administrators)
exhibit a far greater tendercy to utilize library resources. Students, pro-
fessional and technical workers, accounted for 40.9 percent of the library

use.

Figures 3~9 through 3-12 provide further statistical data on library use

and non-use by demographic characteristics of the respondents and by the states

in which the respondents reside. As Jdemonstrated, no statistically signifi-
cant differences emerged.
In those situations in which libraries had been consulted as an infor-

mation source provid-r, survey responde.ts were asked to uxplain their
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Yable 3-18: Librarv Use and Non-Use by Situations ““ﬁﬁ%

Use of Libraries Non-Use of Libraries

Percent of Percent of
Total Total

Situation Work  Non-Work  Total  Situations Work  Non-Work  Total Situations
Job-related: Technlcal 115 2 117 19.6 355 5 360 12.3
Education and Schooling 20 56 76 12,7 40 123 163 5.6
Consumer Issues 7 47 54 9.1 30 387 417 14.2
Job-related: Getting/Changing Jobs 46 7 53 8.9 274 25 299 10.2
Job-related: Organizational Relations 32 1 33 5.5 140 2 142 4.8
Health 13 16 29 4,9 25 192 127 4.3
Housing and Household Maintenance 4 25 29 4.9 19 241 260 8.9
Recreation 3 22 25 4,2 12 140 152 5.2
Money Matters b 18 23 3.9 24 128 152 5.2
Child Care 2 17 19 3.2 16 54 80 2.7
Personal Relations 0 12 12 2,0 5 81 86 2,9
Job-related: Salary and Benefits 9 2 11 1.8 111 3 114 3.9
Energy 1 9 10 1.7 11 37 48 1.6
Assorted Miscellaneous 35 69 - 104 17.4 214 317 531 18.1
Rounding Errors 1 .2 3 .1
TOTAL: 292 303 ugéé. MIBBI 1,276 1,055 2,934' nzaa
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Table 3- 19: Library Use bv Occupational Groupings

Number of Situations
(Percent) by which Source

Library Use was Considered as:
Percent
Number of of Total Most Least
Occupational Classification® Situvations Situations Helpful Helpful
Professional and Technical Wo kers 171 29.2 32 (29.4) 22 (22.3)
Managers and Admiristrators
(except farm) | 45 15,2 6 (5.6) 7 (7.2)
Sales Workers 36 6.2 5 ( 4.9) 7 (7.3)
Clerical and Kindred Workers 56 9.6 13 (12.4) 5 ( 4.7)
Craftsmen and Kindred Workers 53 9.1 8 (7.2 10 (L0.5)
Operatives (except transport) 19 3.2 3 (2.7) 6 ( 6,0)
Transport Equipment Operatives 5 0.8 1 (0.5) 2 (1,6)
Laborers (except farm) 10 1.7 eme- 3 (2.9)
Farmers and Farm Managers ——— —— v ——
Farm Laborers and Farm Foremen 2 0,3 —— 2 (1.9)

Service Workers (except private

household) 52 8.9 6 ( 5.9) 8 (7.9
Private Household Workers 1 0.2 e 1 (0.5
Retired People T 2.4 2 (1.6) 3 (2.8)
Students 69 11.7 20 118.1) 13 (13,2)
Unemployed People 15 2,6 302.7) 5 ( 4.6)
Housewives 37 6,4 9 (8.7) 6 {6.5)
Non-~-respnndents 11 ———— —— - e

TOTAL 596

*
Siegel. Paul M. "'Prestige in the American Occupational Structure." Unpvblished Ph,D,
dissertation, University of Chicago, 1971,
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reason(s) for library use., In 86.8 percent of these situations, the value
of libravry holdings was specified as a reason for consulting the libra— es.
It is beneficial to note that convenience of library location, staff attitude,
and staff assistance were negligible factors (4.5% of the situations). These
findings did not vary with situations, individual states, or demographic
characteristics,

To assist libraries in planning for future programs and services, the
general data on situation categories in terms of library use have been
further analyzed. Component parts of situation categories have been probed
so that those more likely to require library use can he identified.

Library use within major situation categories. S8ince each of the situ-

ation categories contain several c-mponent parts, the question becomes whether
library use is spread uniformly among the component topics. The following
analysis sheds ligﬁt on the subject by identifying specific patterns of use
for the following major situations categories, as were identified in
Table 3-18 (see also Figure 3-13):
Consumer Issues
Education and Schooling
Employment -~ Getting/Changing Jobs
Health
Housing
Job-related: Organizational Relations
Job-related: Technical
Recreation and Culture
These eight categories accounted for vver two-tihirds (69.7%) of the

situations depicting library use, Viewed from another perspective, 82.2 percent
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of the work situations involving library use were covered by these cate=-
gories, whereas 58,1 parcent of the non-work situations are represented.
Education, consumer issues, housing, and recreation were primarily non-work
related situations, whereas all three job-~related categories were heavily
work related. Ac a matter of fact, they accounted for over two-thirds
of the work related situations invoelving library use. Health related
issues were almost equally distributed between wurk <. d non~work situations.
Table 3-20 summarizes the most frequently mentioned component topics
for each of these eight situation categories., Naturally, the getting and
changing of jobs =eflects a work orientation while hezith factors can easily
relate to eftlhier a work or non-work environment, The other categories reflect
a heavily non-work emnhasis. It might be noted that the demograp'iics as well
as the state of residence did not produce statistically significant differences.
Additional analysis of these categoriés will be performed in the section
examining library non-use for major situation categories. The purpose here
will be to compare component topics for library use and non-use and to deter-
mine whether statistically significant differences exist., The research
team made a detailed breakdown of library use an. non-use by state, but these
did not produce statistically significant findings.
Non-use of Libraries
As indicated earlier, libraries were consulted in 17 percent of the
total situations described. Details on library non-use by situation can also
be found in Table 3-18 and Figure 3-13. Further statistical data on library
non-use by demographic characteristics of the responlents and by state of

residence can be found in Figures 3-8 through 3-11.
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Table 3-20: The Major Topics Involving librarv Use Categorics

CONSUMER ISSUES

Product Information (which products to buy, where to
buy them, product price, etc.)

Product Quality (fell apart, badly made, problems in
making exchanges, getting vefunds, or having repairs
made, etc.)

EDUCATION AND SCHOOLING

Educational Information (programs should take, credits,
opporiunities, best schools, how to get education,
completion of a school assignment, etc.)

EMPLOYMENT -~ GETTING/CHANGING JOBS

Career Decisions

Unemployment (nct working now, need job, unemployed,
need to know where and how to find work, how to make
resume, etc.)

HEALTH

Availability and Adequacy of Health Care (too few doctors,

clinics, care inadequate, et:.)

Physical Health (problems with, etc.)

Health Information (need information or advice on a
a specific health problem or disease, etc.)

HOUSING AND HOUSEHOLD MATNTENANCE

Property or House Repairs and Improvement, Maintenance
Operation (need to do, get done, know how to do, etc.)

JOB~RELALED: (RGANIZATIONAL
Job Definition

JOB-RELATFD: TECHNTCAL
Issues Related to Execution of Specific Job
RECREATION AND CULTURE

Need for Information on Recreation

Mainly Related To:

Non~work

Non-work

Non-work

Work

Work

Work

Both Work
and Non-work

Both Work
and Non-work

Non-work

Work

Work

Non-work



For those situations in whica libraries had not been menticned as an
information source consulted, survey respondents were queried as to the major
reasons. Table 3-21 shows that in some 59.1 percent of the situations,
reasons for non-use included a conviction that libraries would not be helpful
or that consultation was unnecessary. Many indicated that they simply dic
not think of libraries in the context of their situation. In an
additional 10.9 percent of the situations, responder“s reported that they
alieady had enough information without turning to the library. This utili=-
zation of the institution would not only be pointless, but could also result
in an "inforration overlaad.,"

Motivation for not using libraries in the remaining situ-
ations (307%) was widely distributed. Lack of time was cuggested ip only 5.5
percent of the situations. It is encouraging to note that discourteous staff
attitude and poor quality of service in general were only mentioned in two
situations out of over three thousand. Inconvenient location of the library
building, inconvenient library hours and parking facilities, and unsafe
location at night were also negligible factors (4.2% of the situations).

Complicating further amalysis of the reasons for non-use of libraries
is the fact that not all the categories constitute discrete entities with
prestated definitions. Often, the responses were unclear or unspecific and
covld, conceivably, have been logged under multiple categories., Still, the
findings indicate that in a substantial uumber of situations ~2spondents
had not thought of libraries within the context of their information - eeds.
Furthermore, although the percentages are small, it might be noted that
inconvenient location was mentioned in those situations described by respon-

dents from Maine, Vermont, New Hampshire, and Connecticut. This 1is not



Table 3-21: Reasons Tor Non-Use of Libraries

Number of Tercent of Library
Situations Non-Use Situations
Didn't need libraries 769 26,0
Didn't think libraries could
help 425 14.4
Had enough information from
other sources 322 10.9
Didn't occur to me 285 9,6
No reason given 243 8,2
In the past, I could not find
what T want/need: assume the
same to be true in this case 208 7.0
Lack of time 163 5.5
Libraries don't own what I want/
need 97 3.3
Inconvenient location 93 3.1
Library holdings are not current
enough 69 2.3
Assorted miscellaneous 286 9,7
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surprising since libraries in Maine, Vermont and New Hampshire are more
demographically dispersed than those in other states. Inconvenient hours were
most likely suggested by respondents from New Hampshire, Maine,

and Massachusetts.

Library non-use within major situation cat( rories. Previous sections

have examined library non-use within the context of situation categories beth
of a work and non-~work nuture. This part of the chapter, whic¢h builds upon
the previous section entitled "Iibrary use within major situation categories,"
compares the component topics of selected major situation categories in order
to observe simllarities and dissimilarities resulting from a comparison of
those situations involving the use and non-use of libraries. For tlie purpose
of analysis, the researchers applied the Spearman Rank Crder Cnefficient Test
so that component topics within situation categories could be ranked according
to the frequeacy of references to library use and non-use, and so that the
ranking for library use :ould be compared to that for library non-use.

Analysis by the Spearman ranking indicated that the degree of agreements

it

varied greatly for the categories of educatiou (v = ,35), recreation (r I,

consumer issues (r = ,52), health (r = .09), or getting/changing jubs (r = .58).
In other works, there is similarity between library use and non-use for the
situation category of health, whereas recreation reflects much greater dif-

other
ferences. Similar differences were found within work and non-work categories

A
related to library use and uon-use.
It is important, however, to keep in miud that for all of these situation
categories responses relating to non-use of the librery were distributeu among

all of the cumponent topics whereas use of the library was confined to a few

of the topical choices, as showvn in Table 3-22. For exawple, library use
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Table 3-22: DETAILED BREAKDOWN OF SITUATIONS RELATED TO LIBRARY USE Al'D NON-USE

CONSUMER ISSUES

PRODUCT QUALITY - fell apart, bacly made, problems getting
exchange or refund or repairs.

PRODUCT AVAILABILITY -~ getting particular sizes, brands, etc.

PRODUCT INFORMATION -~ which prowucts to buy, where to buy,
product price, etc.

BILLING - billed for items/services not received, charged to
wrong account, ete,

SERVICE AVALLABILITY - inconvenient service, locations, hours
cannot find, service unavailability, etc.

SERVICE QUALITY -~ poor quality of service, etc.

SERVICE INFORMATION - which service to get, where to get it,
service price, etc.

PRICES HIGH - cost of living too high, prices go up, prices
too high, etc.

CONSUMER PROTECTION - protection against rip-offs, dishonest
merchants, free offers, mail order companies, obnoxious
salesmen. harrassment from creditors, etc.

OTHER CONSUMER ISSUES

HOUSING AND HOUSEHOLD MAINTENANCE

LOANS AND MORTGAGES - concerns on getting loans and mortgages,
financing home improvements, ete.

GETTING ANOTHER/BETTER PLACE TO LIVE - dissatisfaction with
present. housing (rent, landlord, location, etc.) and
want a better place

LANDLORDS - dissatisfaction with rept, maintenance, etc.
but no mention of wanting to find a new place

PUBLLC HOUSING -~ getting, changing, repairing (look for
mention of public housing)

BARRLIERS TO GETTING NEW HOUSING - high cost, age, children,
pets, etco,

Library Use™ Library Non-Use

WORK ~ NON-WORK WORK  NON-WORK

X X X

X
X * X *
X

X X

X X
X X X *
X X

X X X
X
X *
bt X X X
X X
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Library Uset Lisrary Non-Use
WORK  WON-WORK WORK ~ NON~WORK

HOUSING INSURANCE «~ need information, etc.

SELLING HOUSE, SUB~LEASING - finding huyer, renter,
getting dollar return, etc, X X X X

GETTING EMERGENCY HOUSING -~ have no plarce to stay, etc.

REGULATIONS ~ rules on home improvements, housing inspection,

zoning, installation of house trailiers, etc. X
UTILITIRS SERVTCE - complaints or n=ed for information on

phone, gas, electric, water, etc. X X X
PROPERTY OR HOUSK REPAIRS A’ ) IMPROVEMENT, MAINTENANCE OPERATION

need to do, get done, know how to do, etc. X * X *

HOUSEKEEPING/DO-IT~YOURSELF PROJECTS -~ housebreaking pets,
gardening, setting rid of insects, household hints,

learning to sew, etc. X X
CAR REPAIR, OPERATION, AND MAINTENANCE - maintaining and

caring for personal, family car(s), etc. X X
OTHER HOUSING ISSUES X X X X

EMP LOYMENT-GETTING/CHANGING JOBS
BARRIERS T0 CGETTING/KEEPING/CHANGING JOBS - age, education

veteran, draft status, health, etc, X
CHANGING JOBS, CETTING DIFFERENT JOB - looking for new job,

different joh, etec. * X
UNEMPLOYMENT - not werking now, need job, unemployed, need to

know where anc how to find work, how to make resume, etc. * X X X
SUMMIR JOBS - getting, etc. X X X
CAREER DECISIONS * X X X
JOB ADVANCEMENT X X X
NTHER X X X X
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Library Use + Library Non-iUse
WORK  NON-WORK WORK ~ NON-WORK

EMPLOYMENT - ORGANIZATIONAYL RELATIONS

JOB DEFINITION ' * *
RELATIONS WITH SUPERVISORS X *
RELATIONS WITH CO-WORKERS X X *
OTHER X * X

EMPLOYMENT - TECHNICAL
ISSUES RELATED TO EXECUTION OF SPECIFIC JOB *
SETTING UP BUSINESSES X X

%

>

EDUCATION AND SCHOOILING

ADULT EDUCATION - poor quality, unavailability, need for, etc. X
FINANCIAL AID FOR EDUCATION - hcw to get it, need for, etc. X X X
HIGH COST OF EDUCATION = complaints about, etc. X
EDUCATIONAL INFORMATION - programs should take, credits, '

opportunities, best schools, how to get education, etc. X * * %

EDUCATION SYSTEM - poor quality, fear for children, dissatis-~
faction, schools going down hill, lack of programs,

lack of resources, lack of backing (levy failure), etc. X X
PARENT /STUDENT/TEACHER CONFLICT -~ grade failures, report

cards, discipline problems, etc. X X
BUSING - complaints about school busing, ete. X
PART- TIME JOBS TO SUPPORT EDUCATION ~ getting jobs specifically

to support education, etc. X X X
EDUCATION CERTIFICATION -~ need to get certification, getting

certification cleared, etc. X X
OTHER EDUTATION AND SCHOOLING ISSULS . X X hd X

HEALTH 1SSUES

MENTAL HEALTH - problems with alcoholism, depression, drug
addition, etc. X X X
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Library Use t Library non-Use
WORK NON-WORK WORK NON=-WORK

PHYSICAL HEALTH - problems with, etc. X X X %
HEALTH INSURANCE -~ complaints and questions about. coverage,

high cost, etc. X X
COSTS OF HEALTH CARE ~ too high, doctor's fe:, praescription

drugs, hospital bills, not enough money to pay for care, etc. X X
AVAILABILITY AND ADEQUACY OF HEATLH CARE - too few doctors,

cliniecs, care inadequate, etc. * X X
HEALTH INFORMATION -~ need information or advice on &

specific health problem or disease, etc. X X X *
GETTING MEDICAL CARE - nced information on getting medical,

dental, other health care, etc. X X X
OTHER MEULICAL ISSUES X X X

RECREATIONAL AND CULTURE

TOO FEW RECREATION OPPORTUNITIES FOR CHILDREN/TEENS - not enough
playgrounds, not enough for kids to do, etc.

TOO FEW RECREATION OPPORTUNITIES FOR ADULTS AND FAMILIES - not
enough availsble, etc. X

POOR QUALITY OF RECREATION, DESTRUCTION OF, ETC.

HIGH COST OF RECREATION/ENTERTAINMENT - restaurants,
nightclubs, movies, etc. X X

NEED FOR INFORMATION ON RECREATION, ETC. * X W

LACK OF SUPERVISION AT PLAYGROUNDS ~ bullying, fear for
children, etc.

OTHER RECREATION AND CULTURAL ISSULS X X X X

+.. i
Please note that "X" signifies that resnonses fell Into this category, and that "*" indicatces
that there was .. heavy concentration of responses in the category.

b
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within the category of consumer issues can be found in connection with product
information, product juality, service availability, and the miscellaneous
"other" category. Respondents, however, did not associate'library use with
product availability, billing, service quality, service information, high
prices, or consumer protection. Further comparisons of library use and non-
use are self-evident in this table,

These findings suggest that future studies might profitably probe specific
component topics in order to examine the availability of library resources for
these component topics as well as thé currency of the information needed.
Awarcness of thege specific topical areas will also enable libraries to better
plan effective publicity and marketing strategies. More about value of the
findings of this study will be presented in the next chapter.

Criterion in Information Seeking

Most Important Criterion

Further exploratory an~lysis was conducted and centered on what respon-
dents perceived to be the must useful characteristics of a source provider.
Pursuant to this, study subjects were asked to choose the most important from
among five preselected criteria - cost in money or in time, accuracv, under-
standabilityjﬁﬂp—to-dateness of information supplied. Accuracy (27.9%) and
understandability (23.6%) were regarded as the most important. Cost in money
was third (18.9%), while cost in time comprised 17.1 percent. Up-to-dateness
of information supplied was only a minor consideration (6.6%). Incidentally,
responcents were not supplied with definitions of each basic criterion. In
situations hazed by memory and reported in telephone conversations, the some-
times subtle distinctions between two criteria may become blurred. In situ-

ations where these distinctions are particularly fine (such as for up-to-dateness




and accuracy), one criteria may be viewed as a function or subset of another.

Variations for the most i ,ortant criterion are evident in the combined
work and non-work situation categories. Cost in money was paramount in
situations irvolving consumer issues and housing, with accuracy second in
importance for consumer issues. Together, cost in money and accuracy were
rated as the most significant reasons in 60.2 percent of the situations. In
the category of housing, accuracy and understandability were of approximately
equal importance; with cost in money, these two accounted for 73.1 percent of
all the instances in which a most important criterion was suggested. In
situations involving educational issues, accuracy and understandability were
favored in 60.7 percent of the instances, while for recreation and money matters,
accuracy and cost in money were most important. Tahle 3-23 (and Appendix IV),
which examines only non-work situations, reflects that for some categories,
cost in money is of more overall importance than other criteria.

Table 3-24 (and Appendix V), which examines work situations, indicates
that accuracy and undevstandability were the two most highly prized factors.
Cost in time, a secondary consideration, was more important in these work
situations than it was in non-work situations. Table 3-.5 analyzed the most
influential items by state and indicates significant differences. Responaents
in all states except Maine suggested that acc vy of supplied information was
the single factor that plaved the catalyst role in their choice of source
provider. In Maine, the distribution between accuracy and understandability
was almost equal. Cost in money and cost in time were mentioned third and
fourth most otten respectively. Cost in money was cited more frequently by
respondents in Connecticut, Maine, and Vermont. In Rhode Island, distribu-
tion between the two cost criteria was the same, while for Massachusetts and

New Hampshire time was more influential,
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Consumer
Issues

Housing

Money
Matters

Education
Recreation

Health
Issues

o192

Table 3-23,

Cost dn
_Money

151
(35.1%)

108
(40.97%)

37
(25.8%)

23
(12,9%)

41
(25.7%)

11
(9.7%)

Most Important Factor as Reflected in

Each Non~work Situation

Accuracy Unable
Cost in of Under-~ to
Time Up-to~-dateness Response standability Choose
65 13 114 69 17
(15.2%) (3.1%) (26.6%) (16.1%) (4.0%)
37 7 43 46 23
(13.9%) (2.6%) (16.3%) (17 .4%) (8.8%)
23 8 36 27 12
(16.3%) (5.4%) (25.2%) (19.1%) (8.3%)
22 17 58 47 13
(12.2%) (9.27%) (2.1%) (26.2%) (7.3%)
26 17 45 23 8
(16.2%) (10.7%) (28.1%) (14.2%) (5.1%)
24 11 37 26 9
(23.7%) (9.3%) (31.27%) (21.8%) (7.47%)

Total (for all
Situations):

Row
Totals

429
(100%)

264
(100%)

143
(100%)

180
(100%)

159
(100%)

118
(1.00%)

1,930



Table 3-24: Most Important Factor As Reflected
In Fach Work Situation

Accuracy Unable
Cost In Cost In of To Raw
Money Time Up-to~-dateness Response Understandability  Choose  Totals
Job-Related:
Getting/Changing 64 53 20 71 90 18 316
Jobs (20, 2%) (16.8%) ( 6.5%) (22.3%) (28.5%) ( 5.6%) (100)
Job-Related: 24 20 4 36 30 7 120
Salary Benefits © (19,8%) (16.8%) (3,5%) (30.0%) (24.6%) (5.5%)  (100)
Job--Related:
Organizational 18 32 10 63 35 15 172
Matters (10.7%) (18.4%) (5.6%) (36.5%) (20,2%) (8.7%) (100)
Job-Related:
Technical 29 105 23 162 103 37 458
Issues (6,3%) (23,0%) (5.0%) (35.3%) (22.,4%) (8.1%) (100)

Total (For ALl 1547
Stituations): (100%)
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Non-Work Situation for Each State

Accuracy Unable

Cost In Cost In of To Raw
Money Time Up~to-dateness Response Understandability Choose Totals

Connecticut 101 83 37 174 136 51 582
(17.4%) (14.27%) ( 6.4%) (29.9%) (23.37%) ( 8.8%) (100%)

Maine 115 73 28 _ 125 129 46 516
(22.2%) (14.1%) ( 5.4%) (24.,2%) (25.1%) ( 8.9%) (1.00%)

Massachusetts 90 115 30 158 134 24 551
(16.4%) (20.9%) ( 5.47%) (28.7%) (24.2%) ( 4.47) (100%)

New Hampshire 112 120 bl 178 140 34 628
(17.9%) (19.1%) (7.0%) (28.3%) (22.3%) ( 5.5%) (100%)

Rhode Island 113 113 33 177 129 39 603
(18.7%) (18.7%) ( 5.5%) (29.3%) (¢ 47) ( 6.5%) (100%)

Vermont 125 90 37 160 150 34 596
(20.9%) (15.1%) ( 6.1%) (26.9%) (25.2%) ( 5.8%) (100%)
Total (For All 3477
Situations): (100%)
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Appendix VI examines all occupational groups on the basis of the
criteria. The following graph, Figure 3-14, indicates variations in the
relative importance of criteria on the basis of selected groups. Cost was
most important for retired persons; other groups substituted either
accuracy or understandability. Table 3-26 examines the criteria on the
basis of which institutional source was suggested as most helpful. Accur-
acy was listed by respondents as most important for libraries, professional
people, businesses, and government agencies, while understandability rated
second in all cases. When social services agencies, charities, or religious
organizaticns were rated as most helpful, understandability and accuracy
were cited as the two most influential criteria.

Least Important Criterion

Respondents were also asked to identify the least important criterion
for seeking information in a particular situation. When combined
work and non-work situations are analyzed, the cost in money (43.1% of the
situations) followed by cost in time (29.2%) w-re mentioned as least important.
In the remaining 27.7 percent of the situations, the responses were as
follows: understandability (9.2%), up-to-dateness (9.1%), accuracy (3.2%),
and inability to select one (6.2%).

Typically, cost in money was least important for non-work situations.
As shown in Table 3-27, cost in time was least important for consumer
issues, housing, and money matters. In these categories, cost in money
was second. A slight shift is evident in occupational situations shown in
Table 3-28. Here, cost in money is congistenitly regarded as a least impor-
tant consideration in choosing an influential source provider. Cost in time

is in second position., The relative positionirg of these two depends on
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Table 3-26. Most Important Criteria in Comparison to
Institutional Sources Suggested as Mcst Helpful

Businegses Social
Professional and Government Service Religious
People Corporations Libraries Agencies Agencies People Other

Cost 1n money 81 80 5 27 9 4 7
(17.67%) (23.8%) (17.7%) (14.6%) (13.6%) (7.9%) (12.9%)

Cost in time 65 ' 48 21 26 13 3 11
(14.1%) (14.3%) (18.9%) (14,2%) (18,6%) (5.7%) (20.3%)

Up-to-dateness 21 17 11 12 6 - 2
(4.6%) (5.0%) (10.4%) (6.8%) (8.1%) (3.7%)

Accuracy of response 161 91 43 57 17 9 18
(35.2%) (26.9%) (39.3%) (31.1%) (25.3%) (19.2%) (33.3%)

Understandability 97 76 23 47 21 28 17
(21,2%) (22.5%) (21,0%) (25,7%) (29.8%) (61.47%) (31.4%)

Unable to choose 34 25 6 1¢ 3 3 1
(7.4%) (7.4%) (5,8%) (7.6:) (4.6%) (5.7%) (1.8%)

COLUMN TOTALS: 459 337 110 182 69 45 54
(13.3%) (9, 8%) (3.2%) (5.3%) (2.0%) (1.3%) (1.3%)
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Money
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Table 3-27% Least Important Factor as Reflected in Each Non-Work Situation*

%

203

Accuracy
Cost in Cost in of
Money Time Up-to-dateness Response
121 178 45 9
(28.3%) (41.9%) (10.6%) (2.2%)
52 96 29 10
(20.1%) (37.1%) (11.3%) (3.9%)
89 59 12 4
(49.47%) (32.9%) ( 7.0%) (2.5%)
61 52 8 11
(38.2%) (32.5%) ( 5.0%) (7.0%)
70 30 4 4
(59.3%) (25.47) ( 3.47%) (3.3%)
45 47 10 7
(31.1%) (32.9%) ( 7.3%) (4.6%)

Appendix VII covers all situation categories,
**Parcentages have been rounded to nearest whole number,

Unable
to

Understandability Choose
59 14

(13.8%) ( 3.3%)
43 29

(16.6%) (11.1%)
8 7

( 4.5%) ( 3.8%)
19 9

(11.7%) ( 5.6%)
7 3

( 6.0%) ( 2.5%)
26 9

(18.1%) ( 6.0%)

Total for all
Non-work Situations

Totals**

426
(22.2%)

260
(13.5%)

180
( 9.3%)

159
( 8.3%)

118
( 6.1%)
144
( 7.5%)

1925
(100.0%)




Table 3-28: Least Important Factor as Reflected in Each Work Situation™

Accuracy Unable
Cost in Cost 1in of to '
Money Time Up-to-dateness Response Understandability  Choose Totals**
JZ:;§§172§:; o 123 98 37 13 32 12 316
?obs g &M% (39.0%)  (31.0%) (11.8%) (4.1%) (10.2%) (3.9%) (20.4%)
Job~related: 269 84 30 6 32 38 460
technical issues (58.6%) (18.2%) ( 6.5%) (1.3%) ( 7.0%) (8.3%) (29.7%)
ggg;;iizzii;al 89 41 16 5 9 10 171
matters (52.3%) (23.87%) ( 9.6%) (2.9%) ( 5.5%) (6.0%) (11.0%)
g:g;;;lzzzd‘ 55 32 14 3 7 9 120
L/ 47 L/ Ly 9, 14/ o, [/
benefits (45.9%) (26.8%) (11.5%) (2.5%) ( 6.0%) (7.4%) ( 7.8%)
Education 27 17 4 4 6 3 61
(44.37%) (28.3%) ( 6.2%) (6.2%) (10.4%) (4.6%) ( 4.0%)
Total of All 1548
Work Situations (100.0%)
* Appendix VIII covers all situation categories.
**¥Percentages have been rounded to nearest whole number,
PANE
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situation categories in a non-work environment. Viewing the data on the
basis of individual states and demographic variables do not significantly
alter the findings concerning most and least helpful source providers.
Thus, it would seem that in situations arising from occupational context,
the cost of consulting an influential source provider in terms of bLoth time
and money, is as a relatively unimportant consideration; except for
certain occupational groups such as retired people and housewives. In these
cases, cost in money becomes rather crucial.
Paired Comparisons of Information Seeking Criteria

After selecting the most and least important criteria, the respon-
dents examined the five criteria through a series of paired comparisons.
The purpose of these questions was to determine which criteria were major
factors in given situations., Respondents were asked if théy were more
concerned with the amount of time consumed in the search for information or
the cost in money. For combined work and non-work situations, time was
overwhelmingly emphasized (52.2% of the situations) with the cost cited in
30.1 percent of the situations¢. The remaining 17.7 percent was distri-
buted thusly: equal importance (6.6%), neither was a major concern (8.5%),
and unable to select one (2.7%). The cost in time, as shown in Table 3-29
was more important in situations involving job-related categ -ies, education,
recreation, money matters, and health issues. The cost in money was more
important for consumer and housing issues.

Respondents were next asked to select between cost in money or
understandability of the answer. In this second paired comparison, under-—
standability was heavily favored. In the situations displayed in Table 3-30

’

understandability was considered as a more useful characteristic of an
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Job-related:
Technical Issues

Consumer Issues
Job-related:

Getting/Changing Jobs
Education

Housing

Job-related:
Organizational
Matters

Recreation

Money Matters

Health Issues

*
Pt{nentages have been rounded to nearest whole number
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Table 3-29: Paired Comparisons for "Cost in Time" and "Cost in Money”

for Fach Situation Category (Combined Work and Non-work Situations)

Cost in
Time

321
(68.4%)

186
(39.9%)

170
(48.9%)

141
(58.7%)

94
(33.2%)

98
(55.8%)

93
(53.1%)

78
(44.8%)

101
(64.7%)

Cost in
Money

—.

76
(16.2%)

232
(49.7%)

112
(32.3%)

59
(24.7%)

146
(51.5%)

31
(17.7%)

53
(30.2%)

74
(42.3%)

22
(14.1%)

0f Equal
Importance

35
( 7.47%)

19
( 4.1%)

27
( 7.8%)

11
( 4.8%)

20
( 7.0%)

19
(11.0%)

10
( 5.8%)

11
( 6.2%)

4
( 2.4%)

Neither is
Important

28
( 5.9%)

22
( 4.6%)

29
( 8.5%)

21
( 8.9%)

15
( 5.4%)

20
(11.4%)

13
( 7.2%)

"

5
( 3.1%)

24
(15.5%)

Unable
to Choose

10
(2.17)

8
(1.7%)

(3.7%)

-

7
(3.7%)

5
(3.2%)

Total (for all

Situations):

Totals*

469
(13.5%)

466
(13.4%)

347
(10.0%)

240
( 6.9%)

283
( 6.2%)

175
( 5.0%)

174
( 5.0%)

174
( 5.0%)

156
( 4.57%)

3477
(100,0%)

[N
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Table 3-30: Paired Comparison for '"Cost in Money" and "Understandability' for Each Situation Category
(Combined Work and Non-Work Situations)

Cost in Understand- 0f Equal Neither is Unable

Money Ability Importance Important to Choose Totals®

Job-related: 69 357 14 19 10 469
Technical Issues (L4.7%) (76.2%) (3.0%) (4.1%) (1.9%) (13.5%)

Consumer Issues 188 242 17 12 5 465
(40.3%) (52.1%) (3.8%) (2.7%) (1.2%) (13.47%)

Job-related: Getting/ 97 211 13 16 12 348
Changing Jobs (27.9%) (60.77%) (3.6%) (4.5%) (3.2%) (10.0%)

Education 32 186 8 6 9 240
(13.2%) (77.4%) (3.3%) (2.5%) (3.6%) ( 6.9%)

Housing 113 135 14 12 9 284
(40.0%) (47.5%) (4.9%) (4.1%) (3.5%) ( 8.2%)

J°g;zziizziional 28 122 4 10 11 175
Matters (16.0%) (69.9%) (2.1%) (6.0%) (6.0%) ( 5.0%)

Recreation 53 97 4 14 6 174
(30.5%) (55.6%) (2.5%) (7.8%) (3.6%) ( 5.0%)

Money Matters 55 105 ) 4 5 174
(31.6%) (60.1%) (3.3%) (2.5%) (2.4%) ( 5.0%)

Health Issues 20 117 5 12 ? | 156
(13.0%) (75.1%) (3.3%) (7.6%) (1.0%) ( 4.5%)

Total (for all 3477
Situations): (100.0%)

Percentuges have been rounded to nearest whole number.
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information source provider. Likewise, indeed to an even greater degree,
understandability was prized in occupational situations as is illustrated
in Table 3-31. Even though understandability was also first in the non-
work environment, Table 3~32 indicates that percent differences between
cost in money and understandability were smallest for consumer issues and
housing.

For the final paired comparison, respondents chose between the
time it took and understandability. In over half of the situations (56.7%),
respondents again emphazised understandability. Time was suggested as the
major concern in 30.9 percent of the situations, with the remaining 12.4 per-
cent distributed among the other categories. As shown in Table 3-33,
understandability was favored for the entire range of situation categories;
the sole exception was transportation where the pair was equal. It should
be noted that although understandability was listed more frequently than
any other single category, for recreational related situations, cost in
time, when arrayed with the other miscellaneous categories, approximates
that of understandability. This finding might suggest that understandabi-
lity may not have quite the importance for this situation as is initally
indicated here.

CONCLUSION

Regardless of situation category, respondents preferred information
gathered through interpersonal channels. Presumably, the printed informa-
tion they consulted often camsz from friends, co-workers, their own personal
collections, or institutional sources other than libraries. Secondly,
respondents often had not thought of libraries in the context of their

information need or, if they had considered libraries, they dismissed this
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Table 3-31: Paired Comparison for "Cost in Money" and "Understandability" for Each Situation Category

Job~related:
Technical Issues

Job-related: Getting/
Changing Jobs

Job-related:
Organizational
Matters

Job-related: Salary
and Benefits

Education

Percentag:s have been rounded tou nearest whole number.
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Cost in
Méuey

68
(14.8%)

88
(27.8%)

28
(16.2%)

26
(21.9%)

9
(14.8%)

(Work Situations)

Understand-
Ability

351
(76.1%)

191
(60.47%)

119
(69.4%)

85
(70.6%)

49
(79.5%)

0f Fqual
Tmportance

l14
(3.1%)

12
(3.8%)

4
(2.2%)

4
(3.7%)

1
(1.0%)

Neither is
Tmportant

19
(4.0%)

16
(5.0%)

10
(6.1%)

3
(2.1%)

(2.47)

Unable

¥
to Choose Totals
10 461
(2.0%) (29.87%)
10 316
(3.0%) (20.4%)
11 172
(6.1%) (11.1%)
2 120
(1.7%) ( 7.8%)
1 61
(2.3%) ( 4.07%)
Total (for all 1550
Work Situations): (100.0%)
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Table 3-32: Paired

Consumer Issues

Housing

Education

Recreation

Money Matters

Health

%
Percentages have been rounded to nearest whole number.
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Comparisons for 'Cost in :loney" and "Understandebility" for Each Situation Category

Cost in
Honey

178
(41.5%)

104
(40.0%)

23
(12.7%)

52
(32.5%)

48
(32.6%)

17
(14.6%)

(Non=-Work Situations)

Understand-
Ability

218
(50.9%)

124
(47.6%)

137
(76.7%)

86
(54.0%)

86
(58.7%)

88
(74.6%)

0f Equal
Tmportance

15
(3.5%)

.14
(5.4%)

7
(4.0%)

4
(2.8%)

Neither is
Important

12
(2.8%)

10
(3.9%)

(2.5%)

Unable

to Choose

(1.3%)

(2.3%)

5
(3.4%)

Total (for all
Situations):

216

*
Totals

428
(22.2%)

260
(13.5%)

178
( 9.3%)

159
( 8.3%)

146
( 7.6%)

118
( 6.1%)

1927

(100, 0%)

(L)
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Table 3-33: Paired Compafison for 'Cost in Time'" and "Understandubility" for Each Situation Category
(Combined Work and Non-Work Situations)

Job-related:
Technical Issues

Consumer Issues
Job-related: Getting/

Changing Jobs
Education

Housing

Job-related:
Organizational
Matters

Recreation

Money Matters

Health Issues

Cost in
Time

153
(32.67%)

163
(35.0%)

107
{30.7%)

69
(28.8%)

98
(34.6%)

49
(28.0%)

68
(38.9%)

63
(36.2%)

44
(28.1%)

&
P%rcentages have been rounded to
LS

217

Understand-
Ability

263
(56.0%)

258
(55.3%)

191
(54.9%)

152
(63.5%)

140
(49.3%)

98
(56.22%)

84
(48.2%)

94
(53.9%)

96
61.8%)

nearest whole number,

0f Equal
Tuportance

38
(8.17)

20
(4.2%)

21
(6.2%)

10
(4.3%)

19
(6.8%)

15
(8.6%)

(4.2%)

Neither is
Luportant

b
(1.3%)

20
(4.4%)

14
(4.0%)

3
(1.4%)

15
(5.1%)

5
(2.7%)

Unable
to Choose

10
(2.0%)

-

5
(1.17%)

14
(4.0%)

5
(2.1%)

11
(3.9%)

8
(4.6%)

6
(3.7%)

5
(2. 8%)

2
(1.0%)

Total (for all

Situations) s

218

Totalg

469
(13.5%)

466
(13.47%)

348
(10.0%)

240
( 6.9%)

284
( 8.2%)

156
(4.5%)

3479
(100.0%)



avenue because an abundance of information had been gathered from other
sources, Libraries, as 1s evident, are not utilized to thelr potential,

Their use centers primarily within specific situation categories and certain
socio~economic groups. Libraries, therefore, are not reaching all the
citizenry and, in fact, respondents may have regarded -hem more as collections
of books and periodicals than as purveyors of informatisn.

Regardless of situation category, respondents were, on the whole,
satisfied with the source providers consulted. Even if there was dis-
satisfaction, they were a3 likely as not to consult that least helpful source
again if a similar situati%%?seChanging search strategies will not be an
easy process, and awareness that libraries contain re‘evant information
will probably not significantly increase library use. Better public rela-
tions with library users and better marketing of library services than
what now occurs certainly could help to promote the utility of existing
library services and programs, However, it is probable that these activities
alone will not substantially change the picture. Libraries need to determine
their role in the information seeking processes of citizens and to cooperate
more fully with other institutional source providers, so that citizens,
as well as other source providers, begin to associate libraries more broadly wi‘h the
provision of information and referral services.

Chapter 4 summarizes the major findings of the study and notes which
hypotheses were significant and which ones were not. In addition, the chap-
ter compares findings of the New England study to previous, related investi-
gitions, In particular, comparison is made to the Baltimore,3 Seattle,ﬁ

and California5 studies,
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This scheme was suggested by King Research, Inc., Rockville, MD
at the time of the development of the survey instrument.
The coding was based upon the scheme continued in Vernon E. Palmour

et al, Information Needs of Californians: Technical Report.

Rockville, MD: King Research, Inc., 1979,

Edwvard S. Warner, et al, Information Needs of Urban Residents.,

Baltimore, MD: Regional Planning Council, 1973. (ED 088-464).

Brenda Dervin, et al, The Development of Strategies for Dealing with

the Information Meeds of Urban Residents. Phase I. Citizen Study.

Seattle, WA: School of Communication, University of Washington,
1976, (U.S. 0ffice of Education).

Vernon E. Palmour, et al, Op. Cit.



CHAPTER 4

COMPARISON TO PREVIOUS STUDIES

The previous chapter has presented the major findings obtained in

" the course of our investigation. Certain of these findings can be cautious~
ly compared to related, previous studies. This chapter, therefore, relates
our findings to those studies of information seeking and source utilization
which are directly pertinent to the concerns of this inquiry.

The major factors addressed in this study are: 1) the characteristics
of those people seeking information resolution, 2) the situations in which
they require information, and 3) the sources consulted for information re-
solution. As previously indicated, interviews with 2,400 New England res-
idents generated a total of 3,530 situations in which information might
have been sought. The number of situations reported in our study per res-
pondent was 1.6 situations. This, on the surface, was considerablv less
than those reported in several related studies, most notably that by
Warner, et a1l in which a mean of 4.95 informational situations were
reported.-j

és;;;;:’it must be remembered that respondents in our study were lim-
ited to specifying not more than two situations (one
work-related and one in a non-work area), while the Warner study did not

place a numerical limit on the gituations identified. Thus, the two figures



are not really comparabie, Situations reported by respondents, especially
elderly and homemaker segments of the sample, were more likely to fall into
non~occupationally related areas. These respondents did not view themselves
as Incorporating work related situations, Tor &xample, in a number of
instances retired persons wanted to recall work-related situations from
their previous employment.
PROFILE OF RESPONDENTS

While a wide variety of situations were identified, there was consid-
erable variation in the characteristics of those who were able to relate a
situation. The relationship between age and occupational status to the
inability to cite occupationally related situations was noted in Chapter 3.
To a certain extent, this inability to convey work situations may have been
controlled through the use of nouns other than "work," for example when
querying subjects, particularly homemakers, about occupation related sit-
uations. Yet, a not insignificant proportion of potential respondents con-
tacted for this study (approximately 1 out of every 5 households willing
to participate) were unable to articulate even one situation. While this
group (502 individuals) was not statistically disproportionate in terme of
its sex, such factors as geographic situs, level of education, age and
income appear to be significant factors for situation articuation. This
finding, which was discussed in the previous chapter, is similar to evid-
ence gathered from previous investigations,2 in that individuals who might
be presumed to have pressing areas of information need (e.g., the poor,the
elderly, the less~well educated) actually demonstrate less o  a tendency
to articulate situations in either their work or non-work related life
areas.

Information seeking patterns have been hypothesized in our study as



related to the soclo-economic characteristics of the individual. Hence,
it has been posited that those individuals who are more highly educated,
wealthier, and of higher occupational status would be more sophisticated
in both their ability to articulate situations, and the sources they con-
sult in those circumstances. In that regard, a summary of the study's
major findings concerning source providers is presented here,

Overall, one striking pattern manifests itself with respect to the
information seeking strategies of the respondents to our inquiry; they
tend to use interpersonal sources of information over institutional and
mass media channels. This pattern holds for all catcgories of situation
types as well as across both occupational and non-occupational lines. This
finding i3 consistent with all other studies of source provider preference.3
To summarize the finding, individuals prefer interpersonal sources possibly
due to the availability of feedback that is either limited or.'lacking in the
case of institutional or mass media providers, More often than not, inter-
personal sources are '"known'" to the information seeker, and hence are felt
to be more readily approachable as well as more readily apparent as a pot-
ential information source. Yet, as Warner has noted, preference for inter-
personal source utilization may, in fact, detract from the effectiveness of
information need resolution to the extent that the information seeker is
unable to pinpoiut the person who might provide the most relevant, pertin-
ent, and accurate information.4 One additional factor has likewise been
noted as a possible ouxplanation of interpersonal source preference among
information seekers: the "law of least effort." As Alexandersand others

have discovered, there is a tendency to rely on those sources that are

more phywically or psychologically accessible rather than to compare and




contrast the effectiveness of information provided by a broader range of
sources. In brief, then, preference for interpersonal source utilization
is an almost universal phenomenon in the information seeking act. Yet,
the effectiveness of such source utilization appears to be a function of
the ability of the searcher to identify the appropriaie individual or
group most responsive to the expressed need,

One indication of the effectiveness of various categories of source
providers can be found in tke analysis of the perceived level of satis-
faction when compared with the obtained information., While the design of
this present inquiry did not allow for a detailed and complete examination
of the sequence and pattern inherent in each and every source consulted,
some measure of source provider effectiveness becomes evident from analysis
of those sources labeled "most" and "least" helpful.

Interpersonal sources ranked higher than did institutional and mass
media providers among those sources deemed "most helpful," 1It is inter-
esting to note the relative infrequency with which mass media providers
were suggested for all categories. Perhaps this phenomenon reflects the
virtually non-existent opportunity for two-way communication between the
mass media source provider and the information seeker. Because bf this
condition, there exists little opportunity for problem specification and
formulation when this source is relied upon in a given situation.

Analysis of "least helpful" source providers shows on the surface
that respondents were satisfied with interpersonal sources. Yet, a more
detailed examination of the statistics, one taking into account the total
percentage of respondents citing the least helpful source, reveals among

other things, that respondents were, proportionally speaking, reasonably



satisfied with their ow&fggberience as a source provider. Given the ten-
dency to seek information from sources providing the most timely, pertinent,
and reievant resvonse, individuals relied on their own resources for iden-
tification of an alternate source unless they were "linked" - the first
contact to another provider. Studies investigating information seeking
behavior imply that such a linkage process is of particular advantage for
people who rank lowest on the socioc-economic spectrum.

To the extent that unfamiliarity with the appropriate source exists,
one might susvect that there is a relatively high degree of dissatisfaction
with the information provided by the consulted interpersonal source. This
phenomenon, which appears in our study, is consistent with the findings of
Warner and others.7 Institutional source provision ranked significantly
behind internmersonal source providers, yet ahead of mass media channels of
information, in terms of expressed dissatisfaction. Notable in this regard
is the tendency of the least helpful institutional source not to provide
referrals to other providers. This characteristic might be explicable for
interpersonal "least helpful" sources, in light of the possible lack of
knowledge on the part of the individual consulted. Further, the lack of
feedback mechanisms provided by channels of mass media render such referral
difficult for a particular situation. Still, the failure of institutional
sources deemed least helpful to suggest alternative courses of action pro-
vides potential cause for concern as to the effectiveness of such providers
in the overall information environment.

On the other hand, the "most Lelpful" source alsc did not provide any

referral. It is important to keep in wind, however, that the methodology

te,



employed in this study did not enable an examination of the sequence of
respondents’ negotiation of the information enviromment. Although the
data does not enable us to state categorically that the most helpful
source provided the "final" answer to the seeker's satisfaction, it could
be inferred that a source providing referral would not be suggested as
"most helpful;" respondents probably equate "helpfulness' with the provis-
ion of information demanded by the situational context. Similarly, the
least helpful provider would probably not be one that provided a useful
and pertinent referral; hence the tendency for a small incidence of ref-
errals from sources so labeled.

In those situations in which libraries were used, similar patterns
prevailed, Staff members frequently did not engage in referral, and
apparently respondents also did not know to expect such a service. Most
likely, libraries were consulted when respondents knew or sugpected that
library holdings would be helpful. 1In those cases in which libraries were
not consulted, it was largely due to a perception about libraries and the
relevance of their holdings in comparison to information provided through
other channels, Moreover, respondents frequently did not think of libraries
when they wanted to consult institutional sources. An important secondary
reason for library non-use was that respondents believed they already had
gathered enough informationi consulting libraries would only overload them
with information. Location of libraries in relation to home or work, as
well as staff attitudes and services, were not regarded as significant
reasons for using or not using libraries.

It might be noted that in approximately 60 percent of the situations
described in the Seattle study, respondents were unlikely to consult

libraries for information resolution. Viewed another way, in less than




20 percent of the situations were they highly likely to consult 1ibraries.8
These findings suggest that people often do not associate libraries with

the resolution of particular information needs. Generating more extensive

use of libraries may require the development of techniques other than just
public relations and marketing, It cannot be assumed that a process by which
greater awareness of libraries and their resources is generated, automatic-
ally results in greater use, although it is safe to say that public relations
and marketing of liorary services should not have an adverse effect.,

As an ald for further summarizing the results of the study,

Table 4-1 highlights which of those hypothesis presented in Chapter 2 con-
veyed statistical s'gnificance and for which variable,

Geographic si us does not significantly affect patterns of information
seeking by individials. Similarly, educational level of respondents fails
to relate significantly to such patterns, Occupational status of respon-
dents is significantly related to the ability to articulate situations for
certain gronps. Income level serves as a predictor only in relation to
specification of information requirement for consumer issues and getting/
changing jobs, while age level is significantly related to information

need articulation in both work and non-work situation categories.
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Relationship between Socio-Economic Status, Age and

Table 4-~1,

Summary of Hypotheses and Significance at .05 Level
(A11 Hypotheses Tested Using Chi-Square Test for Ordinal-Level Data)

HYPOTHESTIS

Geographic Situs, and Situation Articulation

Relationship between Context (Work and Non-Work) of

Relationship between income level of respondent
and ability to articulate situations

Relationship between educational level of
respondent and ability to articulate situations

Relationship between occupational status of re-
spondent and ability to articulate situatilons

Relationship hetween age of respondent and
ability to articulate situations

Relationship between geographic situs of re-
spondent and ability to articulate situations

Information Need and Situation Articulation

Relationship between income level of respondent
and ability to articu.late situatcions in both
work and non-work contexts

Relationship between educational level of re-~
spondent and the ability to articulate
situations in both contexts

Relationship between occupational status of

respondent and the ability to articulate
situations in both contexts

DOHQ

SIGNIFICANCE

None

None

For retired re-
spondents - less
likely to articu-
late information
need in both con-
texts (Hypothesis
Rejected)

For respondents

over 55 years of

age - less likely

to articulate in-
formation need in
both contexts
(Hypothesis Rejected)

None

None

None

For retired, unem-
ployed, housewives,
laborers, and cleri-
cal workers - less
likely to articulate
Information needs 1in
occupational context
(Hypothesis Rejected)
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Table 4-1 (con't,)

HYPOTHESTS SIGNIFICANCE
e Relatilonship between age of respondent and abili- For respondents
ty to articulate situations in both contexts over 55 - less

likely to articu-
late information
needs in two contexts
(Hypothesis Rejected)

e Pelationship between geographic situs of respon-
dent and ability to articulate situations in None
both contexts

3. Relationship between Situation Category Within Work
and Non-Work Context and Demographic Characteristic
o¢ Respondents

e Relationship between income level of respondent For those lower in
and tendency to specify particular situations income - more likely
within context to cite a) Consumer

Issues and b) Getting
Jobs as information
requirements
(Hypothesis Rejected)

e Relationship between educational level of re-
spondents and tendency to specify particular None
situations within context

¢ Relationship between occupational status of re- For the ‘ollowing groups
spondent and tendency to specify particular ~ more likely to cite
situations within context requirements listed:

a) Clerical Workers -
Getting/Changing Jobs

b) students - Education

c) Housewives - Con-
sumer Issues and Housing

d) Retired - Consumer
Issues and Housing
(Hypothesis Rejected)

¢ Relationship between age of resgpondent and
tendency to specify situations within context None

o Relationship between geographic situs of re-
spondent and tendency to specify particular None
situations within context

4, Relationship between Number of Sources Used and
Demographic Characteristics of Respondents
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Table 4-1 (con't.)

S

Relationship

HYPOTHESIS

between income level of respondent

and number of sources used

Relationship
spondent and

Relationship

between educational level of re-
number of sources used

between occupational level and

number of sources used

Relationship

between age level of respondent

and number of sources used

Relationship
spondent and

between geographic situs of re-
number of sources used

Relationship between Category of Source(s) Utilized
(Interpersonal, Institutional, or Mass Media) and
Demographic Characteristics of Respondents

Relationship
and category

Relationship
and category

Relationship
spondent and

Relationship
and category

Relationship
spondent and

between income level of respondent
of source(s) used

between education level of respondent
of source(s) used

between occupational level of re-
category of source(s) used

between age level of respondent
of source(s) used

between geographic situs of re-
category of source(s) used-

Relationship between Tendency to Use a Library and
Demographic Characteristics of Respondents

Relationship
and use of a

Relationship
gpondent and

Relationship
spondent and

Relationship
and use of a

Relationship
spondent and

between income level of respondent
library as a source

between educational level of re-
use of a library as a source

between occupational level of re-
use of a library as a source

between age level of respondent
library as a source

between geographical situs of re-
use of a library as a source
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STGNIFICANCE

None

None

None

None

None

None

None

None

None

None

None

None

None

None

None



i
TR

Table 4~1 (con't.)

9.

HYPOTHESTS

Relationship between Tevel of Satisfaction with
Source Provideir Deemed '"Most Helpful" and Demo-
graphic Characteristics of Raspondents

Relationship between income level of respondent
and level of satisfaction with most helpful
source provider

Relationship between educational level of re-
spondent and level of satisfaction with the most
helpful source provider

Relationship between occupational level of re-
spondent and level of satisfaction with the
most helpful source provider

Relationship between age level of respondent
and level of satisfaction with the most
helpful source provider

Relationship between geographic situs of respen-
dent and level of satisfaction with the most
helpful source provider

Relationship between Level of Satisfaction with
Source Provider Deemed "Least Helpful" and Demo-
graphic Characteristics of Respondents

Relationship between income level of respondent
ard level of satisfaction with the least
helpful source provider

Relationship between educational level of respon-
dent and level of satisfaction with the least
helpful source provider

Relationship between occupational level of respon-

dent and level of satisfaction with the least
helpful source provider

Relationship between age level of respondent and
level of satisfaction with the least helpful
gource provider

Relationship between geographic situs of respon-
dent and level of satisfaction with least
helpful source provider

Relationship between Barriers to Effective Infor, -
tion Seeking and Demographic Characteristics of
Respoudentsy
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STIGNTIFICANCE

None

None

None

None

None

None

None

None

None

None



Table

4-1 (con't,)

HYPOTHESTS

St s s ot e e Wty

Relationship between inceme level of respondent
and barriers to effective information seeking

Relationship between educational level of respon-
dent and barriers to effective information seeking

Relationship between occupational level of re-
spondent and barriers to effective information
seeking

Relationship between age level of respondent and
barriers to effective information seeking

Relationship between geographic situs of respon-
dent and barriers to effective information seeking
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SIGNIFICANCE

None

None

None

None

None



COMPARISON OF FINDINGS TO PREVIOUS STUDIES
Overview

As has already been suggested, the findings of this study, in a
general cense, are similar to those of other investigations into the
information seeking behavior of members of the general population.
Still, there are several major methodological points of departure
between our study and the Baltimore, Seattle and California studies.g-ll
The most notable of these is to be found in the 'channeling" of the
interview into work and non-work contexts. This process afforded the
opportunity to elicit a broader range of situation categories than those
arrived at by the aforementioned studies. Thus, fewer instances of sit-
utations of a personal, "coping" nature were found than was the case in
these prior investigatioms.

In comparing data generated from our study with those elicited from
previous studies of similar topics, it is important to caution that situ-
ation categories are not precisely comparable. Even though this study
drew, in large measure, upon coding schemes employed in previous studies,
particularly the California one, individual differences do exist within
broad situation categories. Hence, in any effort to ascertain the compar-
ability of our categories with those of the studies compared in this
chapter, the coding scheme for categories (see Appendix III) must be kept
in mind. In addition, any assessment of comparability must first focus upon

the methodological approach that formed the context of this study. The

Seattle and California e e e R




studies focused upon the questions which arose in the search for infor~
mation. Information needs, therefore, are viewed in the -context of such
questions as '"what are my own motives, feelings, or reasons?"12 Our
{investigation, on the other hand, concentrated on situations and was
unwilling to label these questions as information needs, As found in the
interview process, not every situation results in a need for information.
Situation Categories ’ -

Even though
aAcode categories for our study do not fully correspond to those pre-

pared for all other, related investigations, they do show similarities. It
is also Important to remember that our study is the first to insure and
adequate sample of work situations. All previous studies included only a
small number of work situations, Hence, many of the categories presented
in these other studies are not directly comparable. With that caveat in
mind, Table 4-2 reflects areas of correspondence and divergence,

"Consumer issues" rated high for all four studies being compared.
Except for the Seattle study, this situation catagory placed first or
second. The category of "money matters" was the highest for the Calif-
ornia study and of lesser importance for the New England study. "Neigh-
borhood issues,”" on the other hand, although it was first for the Baltimore
study, was of marginal importance for the New England study; in fact, it
belongs to the "other" grouping. "Health matters" placed third for the
Seattle study and fourth for the California study, but ranked lower for
the other two studies. ''Child care, family and personal jssues" were
the highest for the Seattle study. Other studies dic not use the ident-
1cal category; nonetheless, component parts of the category can be found
in other categories. For New England, child care, family and personal
matters were also of lesser importance:‘they placed in the 2 percent
range of non-work situations. Incidentally, the percentages for '"educ-

ation" among the four studies was approximately the same.
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Table 4~2: Comparison of Situation/Category Distribution Among Four Studies
(situation categories as ranked in percent order)

SEATTLE™ BALTIMORE® CALTFORNIA® NEW ENGLAND )
—— m————— T T T e 3
Non-Work (Workf.Total)*

Childcare, (17.3) Neighborhood (16.0) Money Matters (10.2) Consumer Issues 22,2 ( 2.3, 13.3)
Family and s
Personal
Employment (11.6) Consumer (13.0) Consumer Issues (10.1) Housing and House~ 13,6 ( 1.5 8.2)

hold Maintenance ' )
Health (10,7) Housing and (13,0) Housing or ( 9.7) Education and 9,2 ( 3.9, 6.9)

Household Home Care Schooling
Maintenence
Consumer ( 8.2) Crime and Safety (10,0) Health Issues ( 9.5) Recreation 8.3 (0.9, 5.0)
Education and ( 8.0) Education ( 7.0) Job-related ( 9.4) Money Matters 7.4 (1.9 5.0)
Schooling Issues ’
Financial Matters ( 7.8) Employment ( 6.0) Transportation ( 7.8) Health Issues 6.0 ( 2.4 4.4)
Assistance s .
Crime and Safety ( 7.6) Transportation ( 6.0) Education ( 7.0) Personal Relations .7 ( 0.3, 2.8)
Neighborhood ( 5.5) Healch ( 6.0) Neighborhood ( 6.7) Child Care 4,2 ( 1.1, 2.8)
Tysues

Hougsekeeping and ( 5.1) Recreation ( 5.0) Recreation ( 6,6) Transportation 2.4 (0.8 1.7)
Household ’ )
Maintenance
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Table 4-2 continued

SEATTLEl BALTIMDRE2 CALIFORNIA3 NEW ENGLAND %« "
: Non+Work (Work, Total)
Housing ( 4.2) Discrimination ( 4.0) Family Relations ( 5.5) Energy 2.3 ( 0.7, .1.6)
Transportation ( 4.0) Financiil Matters ( 4,0) Crime and Safety ( 5.3) Job-Related: 1.5 (20.4, 10,0)
Getting/Changing
Jobs
Other (10,0) Other ( 9.0) Current Events ( 4.2) Job-Related: 0.4 (29.9, 13.5)
. and News Technical
Legal Matters ( 3.5) Job-Related: Salary 0.2 (7.7, 3.6)
and Benefits
Other ( 4.5) Job-Related: Organi- 0.1 (10.9, 5.0

zational Relations

Other: 17.2  (15.9, 16.2)

*Percentages have been subject to rounding.
1. See Reference No. 8 of this chapter,
2., See Reference No. 1 of this chapter,.

3. See Reference No. ll of this chapter.
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In brief, the table reflects the importance of '"consumer issues."
Variations can be found for the other categories. Undoubtedly, the reason
for these variations is five fold: (1) the studies did not all adhere to
the same definition of situation categories, () situation preference may
vary geograpnically, (3) the time and atmosphere (political, social and
economic climate) may have an impact on the everyday importance of situations, (4)
the New England study probed both work znd non-work situations, and (5)
there is no consensus or population of information needs. Information
needs, even within the same situation category, may differ.

Source Utilization

Comparison of source utlization among the same four studies is also
not exact. Again: the studies used different terminology and tried to
explore different factors. The California and New England studies, as
shown in Table 4-3 which uses the terminology employed in each study,
indicates variation in the reliance on "one's own thirnking or past exp-
erience" as an information channel. The categories of interpersonal and
mass media sources also reflect differences in the categories of "friends,
neighbors, or relatives," "professional people," '"newspapers, magazines,
or books," and "TV or radio."

Of most importance to this investigation is the treatment of instit-
utional sources. Variations are evident for the categories of "store,
company, or business," 'govermment," "social service or charity," and
"libravy." However, the New England percentage includes both work and
non-work situations while those percentages of the other studies mainly

refer to non-work situations, Thus, future studies might profitably

explore the sequence in which respondents consult institutional source




Table 4-3: Comparison or Source UL1lizatlon AmOllg TNe rour olualEs \s)J

*
SEATTLE1 BALTIMORE2 CALIFORNIA3 NEW ENGLAND

Interpersonal

o Friend, Neighbor, or Relative — - 37 57

e Professional People - - 23 41

e Co-Worker - - ~— 43

e Personal Contacts - 58 - -

institutional

» Merchant _ 7.3 - - —-—

e Store, Company or Business - - 20 45

e Government 5.5 - 19 27

e School or College (Educa- 3.9 - le -
tional Organization)

e Religious Body - - 7 10

e Social Service or Charity 1.8 - 7 13

e Library - 2 7 17

¢ Political Organization 0.5 - -— —

e Information Agency 2.1 — _— _—
(e.g., Library)

e Other 2.1 - — -

Mass Media

e Newspaper, Magazine, or Book - 60 41 45

e T.V. or Radio _— 38 26 21

e Telephone Book - — - 16

e Mass Media 6.3 - — -

Other

e¢ Own Thinking or Past - - 52 74
Experience

e No Institutional Source Used 70.6 - - —_—

*This % includes all work and non-work situations,‘ﬁhile those percentages
of the Seattle, Baltimore aud California studies refer mainly to nor-work
gituations, Thus, comparisons should be made cautiously,

1See pP. 214 of Reference No. 8 of this Chapter,
23ee p. 96 of Reference No. 1 of this Chapter.
35ee p. 26 of Refereuce No. 11 of this Chapter.

240



providers and contrast use of this type of information channel with inter-
personal and mass media sources, Further, the differences underscore the
necessity of having futuie studies use identical terminology and probe
both work and non-work situations: throueh rcplication, findings can be
more precisely compared. Still, the degree to which we should expect
similar results even if the terminology was the same is open to question,

Library Use

Libraries were used in 17 percent of the combined work and non-work
situations described by New England residents, This figure is considerably
higher than that reported by the other studies depicted in Table 4-3. The
reason for the greater incidence of library use reported by members of our
sample may be a product oéihe methodological approach which differen-
tiates this study from the aforementioned. The elicitation from res-
pondents of situations arising iIn both work and non-work contexts also
afforded an opportunity for survey participants to consider a broader
range of situatinns which called for information seeking behavior than
would have been the case had the approach undertaken by the Baltimore,
Seattle and/or California studies been employed in the New England one.

It should be noted that the library use figures obtained in our
investigation cannot be compared with those studies on library use by
the general population because of the different methodologies employed
and the difference in research focus., These other studiesl3'"17 report
responses to a different question: "how often do you use a public 1ib-
rary?" While the 17 percemt generated in this study refers to library
uge for the specific situation described, it gets at neither the type
of library consulted nor the range of purposes for which libraries
are used. Keepiug the above warning in mind, however, for the readers'

possible interest, the percentages of library use as found in some of



those studies are provided in Table 4-4.

One further study may be of interest to readers. From a represen-
tative national sample of 1515 telephone interviews conducted in 1978,
the Gallup Organization discovered that 51 percent of the respondents had
visited a public library within the past year. Only 17 percent of the
library users made "heavy" use of libraries and their resources. Further,
library users were most likely college educated, whereas non-users were
male, at least 50 years of age, high schcol educated or less, members of
households without children and residents of the South or Midwest.18 It
might be noted that "over one-half of the total sample (52%) reported
almost always being successful in getting what they want when visiting

a library. Those who never get what they want account for only 4 percent."19




Table 4-~4. Use of Library at Least Once per Month

% of General
Population Adult

Berelson (1949)l 10

Knight and Nourse (1969)2 22

Kronus and Grimm (1969)3 22.8

Zweizig (1973)4’5 23.5
1

See reference 13 of this chapter.

See reference 14 of this chapter.

See reference 15 of this chapter.

See reference 16 of this chapter.

See reference 17 of this chapter.
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SUMMARY

One of the major objectives of this study was to compare the effec-
tiveness of data collection through telephone iuterviews with previous
use of the in-person approach. The advantages and drawbacks to each
technique are presented in Chapter 2. The similarity of findings of
our study with those in Baltimore, Seattle and California in terms
of source utilization, number of sources contacted and Situation
categories, support the validity of this technique as a viatle
method of analyzing and assessing information-seeking strategies of
members of the general public. Consideration of cost factors involved
appears to favor employment of this approach for a broadly-based reg-
ional study of this magnitude.

Further studies into information needs should be undertakei..
These should probe both work and non-work situations, and should ex-—
plore other ways to identify information needs. Information needs are
embodied in situations but their identification presents major concep-
tual problems. As shown in Tables 3-20 and 3-22 (Chapter 3), libraries
were most likely to be consulted for certain topics within broad sit-
uvations. For example, library use for consumer issues was mainly re-
lated to non-we 'k situations dealing with 'product information' and '"pro-
duct quality." Perhaps, further studies might abandon the probing of all
situation categories and focus on those most likely to require asuistance
from institutional sources. Given the body of knowledge conceiruing
interpersonal sources, further research might more profitably concentrate

on use patterns most likely to require institutional sources.
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CHAPTER 5

TMPLTCATIONS OF STUDY FINDINGS

Proper user need sti.lies should not just focus on what libraries do;
instead, they should "focus on what people do, or wish they could do 1if
they could just figure out how to get the necessary information."1
As Herb White points out,

Meaningful effectiveness studies aren't easy to do. They can't
be completed simply by asking people whether the library usually
has the books they want, whether it is open the hours they like,
or whether interlibrary loan 1s helpful. We already have the ang-
wers to these questions- we've been putting them into our users'
minds since they were children. However, reassuring as the answers
may be, they don't help us in dealing with the real problems: the
relatively low use of library resources for solving information
problems and the emphasis on support for library ccllections
ra.her than librarians. More in-degpth user needs assessment stud-
ies should address these concerns.
Given the findings of this study, as well as other investigations, con-
cerning user preference for int.:rpersonal sources, further investigations
might concentrate on the utilization of institutional and mass media
source providers. TFor example, social service agencies in New England
did not comprise an important source provider, even when respondents
were trying to resolve coping needs. Future studies might
profitably examine formal sources and the sequence in which they are
consulted. The findings would suggest the relative value of library

collections, programs, and services, as well as the qualities that

people associate with the most helpful information.
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The New Encland study has shown that some groups, specifically the
elderly, have problems articulating situations and that for them such factors as
cost o% information take on added importance. Future research projects
might be designed to elicit information needs from special constituencies,
including disabled and hearing-impaired persons,3 and to place thelr reg-
ponses into the context of the groups explored in the New England study.

Many people in this study did not associate libraries with situations
in which they had to wmake a decision, find out something, or solve a prob-
lem. If they did try a library, this source frequently comprised only one
step in the process of gathering information. It should be remembered
that libraries were labeled as "most helpful" in only 3 percent of the
situations in which they had been consulted. TFurthermore, libraries were
infrequently perceived as providing referral service. Undoubtedly libraries
need to publicize their services and collactions, and to explain their abil-
ity to be of assistance in a variety of specific situations. Awareness of
library resources, however, may not result in greater library use, esp-
ecially by lower socio-economic groups. After all, this study discovered

they had already
that, on the whole, respondents were satisfied with the sourcesAconsulted.
There was not even much dissatisfaction with the sources labeled as
"least helpful." If similar situations ever recur, respondents might
consult the least helpful source or bypass it and proceed to the most
helpful one. Awareness of libraries and their collections may not alter
the sequence in which source providers are consulted.

Thomas Childers, in his study of the reference questions pcsed

at 57 public libraries from New York's Long Island area, using the
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"hidden testing' techniques, produced a related question that libraries
must ponder. He queried:

What kind of questiou dees the library choose (aspire,want, assent,

condescend, feel obliged) to answer, and what quality of answer

should it give?®
Libraries need to determine their unique role in the information seek-
ing process and to cooperate more fully with other institutional source
providers, so that citizens, as well as other source providers, associate
libraries with the provision of information and referral services.

With all the recent technological advances designed to improve
access to information such as interactive cable television and video-
disc, future studies of information seeking patterns could determine if
the percentage of library use will decline from the high of 17 percent
recorded in this study. Specialized user groups may be able to gather
informatiogéizpidly from a variety of sources since technological ad-
vances have produced capabilities for a wide range of new information
transfer systems covering the whole array of production, dissemination

and retrieval mechanisms, Arthur D. Little, Inc., in its study entitled

Passing the Threshold Into the Information Age% states that there are

three information transfer eras:

Era I~ Discipline- Oriented Era- Basic Ethic: "Knowledge
for Knowledge's Sake;"

Era II- Mission- Oriented Era- Basic Ethic: "Crganize to
do a Jobs" and '

Era III- Problem-Oriented Era- Basic Ethic: ' >lving
Scciety's Problems."

Although the study emphasized scientific information systems, it is

interesting to find that the Era IITI problem categories7 are surprisingly



similar to many situation categories identified in our study,
we currently think of it

The library, as ¥, is considered by Arthur D. Little, Inc. as
the Era T information institution, and clearly it is unable to meet the
citizens' information needs arising in Era TII of this modern information
age. TFurthermore, from an economic point of view, Era I institutions,
which include library, are labor intensive; therefore, they become vulner-
able to loss of economic viability.8

The Arthur D, Littlé study actually focuses on the role of libraries
in meeting the need of specialized user groups., Libraries need to take
the type of findings discovered in our study and decide which topical
situations they regard as within and those outside their domain to address.
In this regard, they may find useful the discussion of the five factors
which respondents considered most important for the information they
received. The five factors provide a basis for examining consumer pre-
ferences for information. Further probing of them will provide the library
community with a better understanding of the characteristics viewed as
most essential by consumer groups. Such knowledge also has implications
for library collection development, reference services, and "outreach"
pPrograms,

One can question the collectijve capacity of libraries to respond to
diverse requests for inforuation from their present and potential clientele.
Obviously networking will continue to play an important role. Yet, network
emphasis must shift from technical to public services, In the process, the
needs of a larger segment of the consuming public must be addressed, Net-
working, therefore, must expand to wmeet the everyday needs of the
general public in such areas as consumer and energy issues, health uatters,

transportation, and housing, At present, the literature of librarianship
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reflects only a few efforts on the behalf of libraries to address con-

sumey issues and to place greater emphasis on communicating than having

information. 1In order to meet a variety of everyday needs, consumers

need to gain access to current information, much of which may not be avail-
able in printed form. One problem for libraries is the fact that the lit-
erature of networking focuses, to a large extent, on bibliegraphic control,
system efficiency, and document delivery. It neither suggests how many net-
works, formal and informal,address the everyday needs of the consuming public
nor compares different types of networks attempting to address these every-
day needs. These networks may consist golely of libraries or other institut-
ional sources. In some cases, librarics may be cooperatiug with other instit-
utional source providers.9 It would seem that better understanding of these
networks and their effectiveness would be of value to libraries in their attempt
to better coordinate their services with other institutional sources.

Libraries can play (and in some cases are doing so) a mcre active role
in the contemporary total information transfer process.In this process, lib-
raries will be both clearinghouses and perhaps technology mediators so that
clientele can have their requests for information satisfied at their home or
place of employment,

In conclusion, an important question is '"why don't more people use
libraries to their fullest potential?" ILjibrary non~use is related to a
variety of factors; for example: (1) how information is sought and located,
(2° how institutional sources evaluate, and fulfill, information needs of their
_ clientele, (3) how information is utilized; and (4) hov the quality of infor-

mation and the process of providing it are judged by the information consumers

Do
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themselves. Librarians need, therefore, to understand a wide variety of work
and non-work related information needs including those in which people do not
automatically turn to libraries. Since certain information needs are adequately
fulfilled by other sources providers, libraries need to question the extent to
which they want to duplicate services, as well as the population base they want
to serve. In the process, information centers and libraries need to determine
if they want to be the first place in the community where most peopie generally
go to find information relating to predetermined subjects. |

Further complicating matters is the fact that many libraries can no
longer cope with an ever increasing amount of information produced each
year, nor can they meet all the needs of a society. With information
agencies, in both the public and private sectors, becoming more diverse,
cooperation, or a national information policy, is all the more necessary.
Libraries need to plan, develop and operate cooperative networks which

address citizens' information needs, both of a work and non-work nature.
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APPENDIX I

SURVEY QUESTIONNAIRE




SIMMONS COLLEGE
SCHOOL OF LIBRARY SCIENCE
3 'A‘Reéional Investlgatibn .~
of the Citizen's Inforuwation Needs
in New England

Interviewer's Name

Replicate No:

Page:

Respondeut's Telephone Number

Date

State

Time

Result of Call

Comments

1/79
i l74 -
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SIMMONS COLLEGE
SCHOOL OF LIBRARY SCIENCE

A Regional Investigation
of the Citizen's Information Needs
in New England

INTRODUCTION: Hello, I am _ calling from
Simmons College in Boston. We would like to ask |
you a few questions for a survey we are conducting
for the U.S. Office of Education. . This interview
will last approximately 15 minutes. Youtr answers
will be kept-confidential and anonymous.

L]
- . - N . . 'y "

Are you over 16 and a member of this household?

/ /  Yes (GO ™0 PAGE 2)
[ ] No

NOW ASK: May I please speak to a houschold member who
19 16 years of age or over?

{

REPEAT INTRODUCTION

IF APPROPRIATE RESPONDENT IS NOT AVAILABLE, ASK FOR A

CONVENLENT TIMZ TO CALL BACK. RECORD CALL BACK TIMR
ON LOG SHEET.

IF RESPONDENT INQUIRES, USE AS MANY OF THE FOLLOWING AS NECESSARY:

a) Your telephone number was obtained from a random sample of
New England residents. (If respondeut's number is unlisted,
these numbers were computer-generated.)

b) Offer them a Simmons telephone number (738-2224 weekdays) to -
verify survey and to call to arrange for a copy of the findings.

¢) The purpose of the study will be discussed in a moment . {see
: . - ...  page 2).

d) 7The results of this survey will assist both federal and

reglonal agencles in making decisions regarding a wide range cx

issuus for New England.

AL am ol 4 o
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3.

IDENVIFICATION OF FIRST SITUATION

Before we start, I would like to tell you a little bit about this
interview.

Its purpose is ro determine what you needed to find oat, or to under-
stand in two important situations you faced in the past month ox 50.
They may have occurred at work, at school, at home, or elsevhere.
Please describe an iImportaut situation that comes to mind:

IF RESPONDENT IS UNCLEAR OR UNABLE TO DESCRIBE A SITUATION:

Maybe you had to make a decision, find an answer to a question,
solve a problewm, or try to understand something., You should
understand that these situations can be positive or negative.
What's important is that they be situations where you stopped

and thoughc about what you were going to do.

came @ A acem . emme s - —

Is this situatiocn related to your occupation or ptofeasion?

Yes

W —— e n— it ot

No

[VIPRRRNRRTE S SR A )

/7 IF RESPONDENT MENTIONS OCCUPATION (WORK) RELATED SITUATION, THEW

ASK QUESTLON SEQUENCE I (CUESTION 6, PAGE 4)

o b o

/. / IF RESPONDENT MENTIONS NON-WORK RELATED SITUATION, THEN ASK

QUESTLON SEQUENCE Il (QUESTION 33, PAGE 13)

/7 1¥ RESPONDENT FAILS TO MENTION ANY SITUATION, THEN ASK:

What is your occupation or profession?

Now, in yowwork as a ' _ » Yyou may have been in
a sftuation in the past month or so where you stopped and thought

about what you were poing to do. Plecase, describe an important
situation that comes to mind:

THEN GO TO SEQUENCE I, QUELTION 6 (p. & )

23514



SEGUINIE I: WORK KiELATED S1TUATION

5

TS GUESTTOR TS ASKIHD OGN TF RESPONDENT HAS ALREADY COMPLLTED

SLQUENRCE T4,

20 Vot we have b

been discussing a sltuation that is not directly work
veiared. Wow o chink of situations in your occupation or profession
which Gave occwrred within the last month or so. Please desoribe

i leporecant situation that cumes to wind.

R A T ™ . v - ame
- LR T e e e Y - -

. - - eeiw meen e cw . e——

-t e - — e
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b, In o sitnations Thar the one yon just deseribed, there may have been

questiong that you neednd anvwers ro, things you wantoed to learn,
e e dind eot, things you wanted to make senge of, understand better,

or junt to think about. To your situvation, did you have specific
nuest fong for wirich you needed answers?

1EG NO '
t!‘

Vit wete vour questions? STOP:
(VBTATN LLST)

~1

MOCEED TO MENT SITUATLON
OR QUESTION 31, PaCGE 12,

- T Bk ) MO g AR

STB W Gens WL G MRl A 2 R B et ot S G e b st

S m s niyas W s w e

B Y,

o tbeann w ane am

.- W e ek eeMees e e eme e

L ONLY GNE QUTSTION IS MENTJTONED, GO TO QUESTION Y.

R0 ol the questions you have just mentionaed,
o the oSy impogtant?
FRH

! RO CASHOT SELLGT OULY ORE, "TAKE THE FIRST MENTIOMED.

40ttty i g

which one do you think

o - P -

' i ea attempt to pet an ansver te Lhe queation? DO NOT ASK EACH
RESPORGE CATECORY.  RECORD RESPONDENT'S AMSWER IN THE APPROPP ATE LOX.

Loy You T YES, GO 1O QUESTION J1 ON PAGE 5
r—»‘ /_‘ ! No L NOy GO 1O QUESTLION 10
/! The vespondent is st working ou the question, GO TO NUESTION 1L

ON PACL 5.
by was Lhat?

B R AL B R N LTI N D W eV G,

" A - - — e 0y Cem b e el

Wt M e e e mm ey e R e PRy,

T e Al b B g e s At - 84 @ abre

MERED O PROCLED TO NEXT SULIVATLON OR QUESTION i
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WAD EACHE PART (a through m) OWE AT A TIME AND RECORD RESPONSE IN APPROPRIALE BOX.
1, Did you actempt to get the answer or part of it from:

ASK THTS SEQUENCE IF
TELEPHONE NUMBER ERDS IN: 00-33 366 67-99

Y N _d/k Y N d/k Y N d/k

al ’ c d
a) your owa experience? | ;
b’ i , d l i
) sonething a frviend, neighbor | ) d l
or relative told you? ‘W“E F ! i ; !
C v' T ' a : 1 ‘
¢) sewerbivg you found in : ! P j !
the telephone book? N i § ' ‘ ! P
T N R
¢)  cowmething you read in a : : i . '
uewspaper, maguzine or . : o f , % §
book? - o P . : ' ' {
e T bi 1 |
g) sowmcthing you saw or heard ' : 2 ; k; § b E ! %
on TV or radio? : A : ! ‘ i ! P
£ S 1y ¢t
£) something you got from the ' ' ' | ! : % f : i E
library? L | : Lo
g T pr Ce, i i |
#)  scmething told yon by a ; ’ P : .
professional such as a o P j v
dector, lawyer, ete? : : E ) ' : ?
h i LLoan ooy
WY something vou learved from ; d ! i Co ; ¢
a co-wurkur? : : . ? . J : !
fer 3 gL !
1) something you learned from E ! ] P ! o
rsomeone who works for a ; ) ! ;! : 5 S
store, company or business? ‘ ' ! ot t L
30 T el SRR [
J) something vou learned from ' ! : i oo ‘ : .
soncone whe works for a . : f ‘ ; i ‘ | : i
socsal sveevice agency or ' ; i ; ' T E b
charity? N : mi i . i i : : 5
S B 2
Y somcthifarx vou Tearned from ‘ ! ! ". . : . : ‘
' ;- \ . : ', } i : c
Benps g wiho works in the ' : ] ' : ; ' ! : \
vty vennmly, slale or : i , ) : ' ,’ : ' !
Foveborra ] savernmeny? L,_ﬁ4uw~*;_*f T § .
et AP RN A L
'Y somcthing you learved fvem Vb { : L ;
arelisiosus leader? : | ) t i
0 :......... .,...._....._’...-...,: n '.. . . ..{ m |-
m) other: { z i o
- t
Q ! l ‘l [ .
ERIC oo — l A ﬂ - W




12, LF RESPONDENT Ou1Y MENTIOHS ONE SOUNCE, CUECK BOX AND GO 10
GUERTLON 14, 77

S e . e

20, Whiea ene ool these wias the most helplul to you in gpetting the answer
Coogone questian? TP THE RLAPORDENT BESITATES, REREAD THE SOQURCES
MITTLONED ABOVE,

e e o @ —rems s - Ar e e o Sw

b el ANl 8 B wAm B ¢ WAt d b ket G ] A W ML | S ¥ WO L TPRe

Y, Maiehocoe of these was the heast helpfal to vou in getting the answer
vy anestien?  1F THE RESPONDENT HESTTATES, REREAD THE SOURCES
SUNVELOND ABOVE.

Yhie iy did vou chieesae (REPFAT MOST HELPEUL SQURCE) to pet the:

gacwer s Did o yuuogo there because:
By whom?_

a4)  you were retfered? Yes ;::7' _
No [ /
b)Y ol prior eapericoce or knowledge?  Yes L::f
No [ _f
", T
. ¢) it wus ncarby and ensy to get to?  Yes [::7
£ No [::7
Jd) iU Just bhappesad to be there? You 1:::7
No Z::?
Were there any other reasons? Yes L::T What were they?

————— R T e e I ey

PURPROR e

No

~
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15, How satisfled were you with (MOST HELPFUL SCURCE) 7 Would you
say you were: READ ALL THE RESPORSES CATEGORIES BEFORE WALTING FOR RESPONSE

Very satisfied {1
Somewhat satisfied [::7
Somewhat dissatisfied [::7 |
Very dissatistied 7 DON'T L7
16, Wos there anything about (MOS'I HELDPFUL SOURLE) witich vou did

not like?

Lo

No [/ GO TO QUESTICN 17

St

Yes [/ /[ IF YLS. what was it?

P )

17. Weuld you go back to (MENTION MOST HELPFUL SOURCE) for an answer
Lo a similar question? -

No / 7/ GO 710 QUESTION 20

Yer L::? I YES, why is that?

P8e i (MENTION MOST HELPFUL. SOURCE) _  suggest an additional place
you should po?

N [/ [ GO TO QUESTTON 20

Yes [/ IF YES, where?

fa 'y



8.

19, nid you go to the place refevred?

Yes A::f*wb'IF YES, how satisfied were you with the referred

sevrvice?

Vcr? satisfied l::?
READ 1.IST Somewhat satisfied L::?

Somewhat dissatisfied 7

-————

Very dissatisfied

%

Yo /=% 1F X0, why uot?

20. Tarller you weotioned (LEAST WELPFUL SOURCE ~ REFER TO QUESTION 13,
FAGK 6) was tha least helpFful to vou in getting the answer to ynur
question.  Why did you po to (REPEAT LEAST HELPFUL SOURCE)? Was
it heoeause:

By whom? __

4) you were refecred? Yes [ /
(UNLESS RESPOMDENT SAYS OWN No [/
THINKING)

h) of prior cxpericuce or krowledgel Yes [T

No [/
[~
Vi vt
't ¢) it was ncarby and easy to get to? Yes / [
v N
% No [ /
e’ -
d) it ,ust happencd to be there? Yes [/
No 1::7
Were there any other reasons? Yes l::? What were they?
No /[ 7
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9.

21, How satisfied were vou with  (LFAST JELPFUL SOURCE) 7 Wonld you

D _——

say you wered READ ALL THE RESPONHSES CATEGORILS BEF‘ORE- WALTING TFOR RESPONSE
Very satisfled /7
Somevhat satisfiod L
aamewliat dissatist ted // *

vory diusatisfioed ./o_ T," DON'T KNOW i

22. M theve anvelilng about  (LEAST PELPEECL SOURCE)  which you did
not Like?

No /[ /GO TO QUESTION 23

w7 IF YUS, what was tt?
) — — - —
e e e e e e e e e e e
e e e e e e e

23, Uould you po buek to (MENTLON LFAST (UELPFUL SOURGL) for an answer
Lo g simflar question?

o /J f GO TV QUESTION 74

Yus [_::/ IF YES, why i« that?
et te e e 4 esecbaa et b e —— —————————— 1t ———— &+ 21700 2Pt oo rerab o 1 et
e S a2 4 Sttt o 55 = = 2ot e ot -
rireim e e it wtn —_ e — e

24, L (§‘IQN".I(7\1 ”Mﬂ HELPFIL SORRCE)  supsest an additional place
vou sibonbd ot

hoo G0 TO QUESTIUN 26

ves 1/ [ YES, where?

.




10.

230 Vid you go to the place reflerred?

Yes / [ IF YES, how satisfied were you with the referred

service?
Very satisfied /
READ L1.ST
Somewhat satisfied /] '

Somewhat dissatisfied Y
Very dissatis{led /[

-

No [/ /  1F N0, why not?

|

e —

26, 1ln attempting to zet an avswer to your question, can you now tell me
winfeh of the folleowiag five items was MOST 1MPORTANT to you:

vias it

a) the cost in money / /
h) the time it took [/

[~

Y ¢c) 1ts up-Lo~dateness /7

[

£ . - '

a d) the accuracy of your answer [/

e —
e) the understandahility of your answer /[ _/

27, Wilch one of the five was LEAST IMPORTANT to you?

REREAD RUSPOUSES IF NECESSARY

a) the cost in wmoney [/
b) the time it took i 7

¢) its up~Lo-datencss
dy o rhe aceuracy ol your answer /]

¢) Lhe understandahility of your auswer /

Q Dery




9.

3o,

Tn getting the answer t> your question, weve you more concerned with
the time it took ov the cost in money?

time 1::7

money 1::7

equally important 1::7 |
not sure [::7

~|

not applicable (neither) jj

e

Tn getting the answer to yoeur question, were you more concerned with
the nost in mouney or the understandability of the answer?

cost in money _[_:?
understandability 1::7
equally important L::?
not sure 1::7
not applicable (neither) / 7

|

To getting the answer to your question, were you more concerned with
the tiwe it took or the understandability of your answer?

time ' /

\l

understandability

1]

equally important

r\

!

N

not sure

N

not applicable (neither)

1P RESPONDENT HAS UEEN ASKED SKQUENCE I1I, GO TO QUESTION 58, PAGE 21.
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SEOQURAUR L MON-WURK RELATED SUTUATLON

Bave heon digenssing a situation related to yout¢ work. Now
Lafoe en situanions outside vonr work that occurred within the last
Please deseribe an fwportant situation that comes to

.

Mo, mec e, we

won o or s,

n;iilll:

-

SWOL 1w m it e me 0 TR . Gekee e e B e chior et v Sy v o s e oM § o i am—

S Wt s men 1 e e § o et e g e W o o G v e

e St Miar Sws e M h - e § o ha

LY S uksio by PAGE 4, .

PEOLETROIENG 15 UNABLE TO DESCRIBE A SITUATION THEN ASK:

Lo Pariees wemethiing redot nd o your neiphborhond (PAUSE), city, state or
atiess b aftairs (PAGE) L yoeursell, your familv, (riends. Please
deascrithe an jwpercant situation that comes to mind:

TIET B Y ol e e 4 een e e bt Mk e o o S

fat e W
- & e ecetimrs. ‘an . “e
Wikes 8 e el e A e e

ik}

OUESTION 58, PAGE 21.

LIF RESPORNDERT FATLY TO MENTION A NON-WORK SITUATION, GO TO

o 26Y




13

Ty
S

33, 1o witaativn. Vike the ane vou just descerdibod, there may have beoen
Grrestivs tyt v needed answers Loy thines yo wanted to learn,
o to Pind eat, thiinge s you vanted tao malke

sente ol understand better,
or just to think about,

Tn your sitvation, did you have specific

gquestonns for which you needeoed answers? c.
Yen (N —
S
34, What were vour anestions? STOP:  PROCEED TO NEXT SITUATION

(ORTA N LR OR (UESTION S5, 'PAGE 3.

[ T e R N s e e el e o o]

- Sa ¢ AP | mEBAer A B . e s PIA

- @ o aw s - e -

IF ONLY ONE QUESTION IS MENTIONED, GO TO QUESTION 36

35, OF ail the questions you have just meatloaed, which one do vou think

P the wost dmpovtant?  JTE PERSON CARNOT SELECT ORLY OHE, TAXE THE
Plasl nENriosen., o . - e e -t e ore e om
36, Did oo attempt to pet oan annwer to the question?  bO KOT ASK EACH
FRSEDUSE CATEGOSY . RECORD RESUONDENT'S ARSWER LN THE APPROPRIATE BOX.
: ;? s I¥ YES, GO TO QUESTION 38, PAGE 14
[: ¥, . (¥ N0, GO0 TO  QUESTION 37
! vhe teerpondent ds s workivg on the queat fun, G 7O QUESTION 38,
PAGE 14
37, Ay s thet? e e .

SO s et Y WORK~RELATED SITUATION IF NON-WORK
RELATED SITUATION WAS MENTIONED FIRST
(SEQUENCE 1, QUESTION 5, PAGE 3,) OTHERWISE
TO QUESTION 58, PAGE 2La
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14,

NEAL EACH PART (a thirousth wm) ONE AT A TIME AND RECORD DESVPORSE 11 APPROPRIATE BOX
38. Did you attempr to get the answer or part of it from:

ASK THIs SEQUENCE IV
TRLEFHONE NUMRBER ENDS IN: 00-33 3466 67~99

Y N d/k \ N d/k Y N d/x
a T '

(o3
.

) your o« experlence?

- ——

b d i

b)) somwcthing a friend, neiphbor
or relative told you?

¢)  somethisg vou found in
Lhe telephonge book?

s rntmarer ot von § s of

Y osomethiiosy you read [n oa
DeV e T, MepnzZine or
ht"‘)’h "

o {-m — ¢ el I TR TP

2)  semetbine cou v or hweaed
on 1¢ oor radio?

JERe e crtmrurn e fucmrama

fi  sereihion vou cot frem the
libheary?

N\ Iy u
<) mowmcthiea tobl vou by oa
profesniopal soch e e
o taor, boaveer, oted DU R R o I R
I i a
a)  saueethiinge vou feareed Lrom
Uy et by -
i ‘: i
1) sewcdhine von leavmd Lion
st whev works for o n
stes., company or business? O R S B A

1Y somethiog vou learned (rom
s who works tor a ..
social servlice apency or ‘\
chartis?

k IR !
Eeoosoncthiine vou teqrned from
\ Setueotie who o war ks o the
by comntyy state op
Poaloaal sovernnent ? e 1. I N
1 h h
Y st oy vou beavned froey .
@relious leader? N N N —
m m mi WMT T
Bl oot e




39,

39%a.

40.

4]-.

15.

IF RESPONDENY ONLY MEWTIONS ONE SOURCE, CHECK BOX AND GO TO
QUESTION 41
1/

Which one of these was the mest helpful to you in geteing the auswer
to your questlon? IF THE RESCONDENT RESITATES, REREAD THE SOURCES
MENTIQNED ABOVE.

S e O wop e

s caions aemtny . e

Which one of these » s the least helpful to you fo getting the answer
to vour quest lon?  TF THE RESPONDENT HESITATES, REREAD THE SOURCES
MENTIONT™ ABOVE.

- e A e Cimaw e me

tthy did you choose
thore because:

(REPEAT MOST HLLPFUL SOURCE) ? Did you go

By whom?

LY A pom— e s p—

a) you woere refered?

Yes [/
No ./h ¥
b) of priov expevience or knowledge? Yo !::j
No Z:_f
¢) it was onearby and casy to get to?  Yes i;;f
5 _
e
= Mo /]
g dY B Just happened to he there?  Yes _/.T"/n
Noo [T
Were there any other reasmms? fos 1::7 What wyre Lhey?
No [ 7/



16

42, How satlsfled were you with (MOST NELPFUL (GURCE) 7 Would you
sy you wred READ ALL THE RESPONSES CATEGORIES BEFORE WAITING FOR RESPONSE

A

Very satisfled L./

Somowhat satls{ied l::?
Somewhat dissatistied /7 ~
Vory dissatisfied i DON'T KNOW i

43, Was there anvthing about

(MOST_NELPFUL SOURCEY  wiich you dld
net 1ike? '

b eian

No / _/ GO TU QUESTION 44

Yea [/ / 1F YES, what was 1t?

- aimiman sie Wy - - s v

L . T T TR Pr SVApeY ———.

4. vould you go back toe (MENTTON MOST HELPIUL SOURCE) for an answer
to a simflar question?

No /7 €O 10 QUESTION 45

Yes /[ 1F YES, why is that?

Am 4 s 4 s se . Tt NN MM B S0 6 LR At 4 W BRI e B B WIS S S A @ B BB L um B o A S st e ST TS e D
o W e e e come tm D e L R VY SRR SUPRCEPU SPP WE RS rreewees o o s
10 @ wen . swine 0t ok comnmeist M ARA - -

5. pid (MENFTON MOST_BELPECL SOURCE) — supsest an additlonal place
' vou should pgo?

ho )/ GO TO QUESTION 47

Yes .[';7 LI YES, whuere?

e oy 04

AR @ A AT T M L W § ettt © b B etk G S
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46. Did you go to ihe place Leferred?

Yus 1;;7-v!'1F YES, how satisl'ied were you with the referred

service?

Very satlsfioed !
READ LIST Somewhat satisficd L7

Somewhat dissatisficd _;::7

Vury.dlusntlgtlud _;::f

No /[ I¥ N0, why not?

AR B e W A

S Wtrh bu e wem B IEen vt W

47, Barller you wenttoned (LEAST UELPFUL SOURCE - REFER TO QUESTTON 40,
PACE 15) was the Teast helplul to you in getting the answer to your

question.  Why did you po to (REPEAT LEAST HELPFUL SOURCE)? Was
[t heeausie:

READ LIST

Ly whom?

) you were veforved? Yeu [ !

(UNLESS BRESPOGEDLHT SAYS OUN

No /7
THEIRTHG)

b} of prior expericnce or Knowledyge? Yes !::J/
\‘.‘ il Wl "lhl“l):" “".‘ ‘|.'.:y lu ‘"“" t(]? Y||=; ./-‘ ../

d) it P

l|||1|u nod Lo e there?

P . ) R
Were there any other reasons? Yos L::] What were they?

L L A " e e M S W e s @ e

@ it s A e 4. s e mie 8 . Sam s ¢ . o st 0 ai e 44 - - > - - b emy———
b Sriatitertimrien - 4 16 mimes «ar 4 P T e s w 'Y

DR I R - SRR s S B W e 0 et & 4ty

274

e
.-

PN



18.

How satisfied were you with _ (LFAST HELPFUL SOURCE) ? Would you
say you were: READ ALL THE RESPONSES CATEGORIES BEFORE WAITING FOR RESPONSE

48

Very satisfied T

Somewhat satisfied T

Somowhat dissatisfiod l:_f '
Very dissatisfied /! DON'T KNOW / 7

49. Was Lhere anything about _(LEAST UELPFUL SOURCE) which you did
not 1tke? '

G Y

No / GO TO QUESTION 50

L./
Yes [/

—on

IF YES, what was 1t?

T e 0 R 01 ML NN W S W e TR W Gl D M el b GERIY P wr e —
IR -t 0 a0 VO S MBS ARG ¢ A s St A - e WP
e - WA s 8 B0E BTG NI B (W B TEORE SN Eh Al Gkl il GED NS b ¢ m e BN w G e - -

30,  Nenld vou po back o .. -(MENTION LEASTNFLPFUL SOVRGE)  for an answer
ooasdm Lar quest ton?

N/ /GO TU QUUSTION 51

Yes /7 IF YFS, why is that?

LRI TRV SRR N e & 2 s NP w TR M S AL ) PN R sdbeinne s Nl ¢ SIS s A Ve B W BMAR & S VA GA @ wet hbe A B WS Al 9o
R M 8 N MUt e ¢ M MY % -t R S A B0 b S o b v s e
LRY @ W v raler 0 W AN 4 006 A . G U VRIS 6 LA ARSd & s e A A
as * .
. ‘u‘ any .,
. .

e
¢ " :
Maobil (MENTTON LEAST * HELPEUL_SOURCE) _osupgest an add{tional place

vou should po?

No [/ f GO TO GUESTION 53

/.
Yew [/ ¥ YES, where?

L JCRE YT R W RPN O S B0 MM M o 6 A Baeb 4 A St atd

S8 TSI A AR ol MREE S AR PO A e I S e 0 S MG I AR A A 0 @1 & b § e Ry s
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19.

52. Did you go to the place referred?

Yeos L::7 IF YES, how satisfied were you with the rceferved

.service? '

Vory satlsfied 17

Somewhat satisfied 17 '
READ LIST s

Somewhat dissatisfied [/ _/

Vory dissatisfled [::7

Noe /[ 7  1F NO, why not?

53. tn actempting ro pet an answer to your question, can you now tell me
which of the following tive ltems was MOST IMPORTANT to you:

a)  the cost in moncy /1
b)Y  the time Lt toek
¢)  its up=to=cdoteness /”7

d)  the accuracy of your answer [/

READ LIST
!
i

¢)  the understandability of your answer 11
54,  Which one of the five was LEASE TMPORTANT to you?

REREAD RESPONSLES 11 NECESSARY

i) the cost in moncy [::7

bY  the time ft took /jj”.

¢) s up-to-dateness | l::?

d)  the aceuracy of your answer l::?

¢)  the understandabidlty of your answer 1::7
"

o iy
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20,

o . . .

55, In gettlng the answer to your question, were you more concerned with
the time it took or the cost in money? ‘ :

time L Y 24V AR
money LT
"equally important 7 .

not sure L7
not applicable (neithcrf'l::7

56. In getting the answer to your question, were you more concerned with
the cost ia money or the understandability of the answer?

cost in money 7 Ct

understandability AN , e o

. { AR .. -u‘ :u- L *ns
equally important 7 ' ¢ T
not sure . ‘[::7

nut applicable (eelther) /7
57. (v petting Lthe answer to your guestion, were you moce cuncerned with
the time it took or the wnderstandability of your answer?

-h
-
aamnene

time 17
understandability 7
equally important 1::7
not s;re ‘ 1::7

not applicable (uefther) [/

IF RESPONDENT HAS NOT BELN ASKED SEQUENCE I, GO TO QUESTION 5, PAGE 3.

. .e - - vy - . gy
] A o .
o b DAY LETEN 4 LN s 0 * - % U'- e

s

: ey

Vi'd 4
!
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USE & NON-USE OF LIEZRARY

IF RESPONDENT HAS A WORK SITUATION, AND IF THE LIBRARY WAS NOT MENTIGNED
AS A SOURCE IN QUESTION 11, PAGE 3, GO TO QUESTION 58.

IF RESPONDENT HAS A WORK STTUATION, AND 1F THE LIBRARY WAS MRNTICNED
AS A SOURCE IN QUESTION 11, PAGE 5, 6O TO QUESTICGN 59.

58 1Is there any reason why you did not use a iibrary to answer the
question you had in your work sitvation?” '
RECORD VERBATIM AND CODE LATER

Wl

CO TO QUESTICN 60, PAGE 23.

Ol lack of time . Lo AT~

02 inconvenient location . R R

03 d4nconvenient hours

04 incenvenient parking

05 1location unsafs at night

06 ccn't find what I need/want

07 what I need/wast is checked out

08 the library frequently doesn't own
what 1 need/want

99 1library staff wembers are unfriendly

10 library ctaff membexs provide
incomplete service

J 11 don't have a library card F

12 don't need a library ‘

v-:?

13 I am not a reader

14 didn't occur to me

15 did not have a telephone roierence service
16 no reason given

17 other (specify) B

.




59 1s there any reason why yow used the lidrary .to ansver the question

you had in your work eirzuation?
RECORD VERBATIM AND CODE LATER

22

=t et [ . . et emsmeees ar ¢ ' v e b e e

01 convenient to my place of work

02 convenient to my home

03 library usually has what I need/want

04 library ataff members are friendly

05 library staff members help me find what
T need/want

06 happened tu be theve, locking for .
something elee e

07 has needed material which I could not
find elsewhere

08 had a telephone reference desk

09 other (specify)

® e o mem [ Eamtad o 2K3

IF RESPONDENT DID NOT HAVE A NON-WORK SITUATION, GO TO SEQUENCE II,
QUESTION 31, PAGE 12.

iF RESPONDENT HAS A WON-WORK SITUATION AND IF THE LIBRARY WAS KOT
Y ENTIONED AS A SOURCE IN QUESTION 38, PAGE 14, GO TO QUESTI Y 60,
PAGE 23,

1P RESPONDENT HAS 4 MON--WORK SITUATION AND IV THE LIBRARY WAS
MENTIONED AS A SOURCE IN QUESTION 33, PAGB 14, GO TO QUESTION o1,
PAGE 24,

279




60 1Is there any reason why you did not use the library to answor the
question you had in your non-work situation?

2}

J
.

RECORD VERBATIM AND CODE LATER

B N L R I

GO TO QUESTION 62, PAGE 25.

W
01
02
03
04
| bW g G5
&Y 06
' 07
08

09
10

11
12
13
14
15

17

lack of time .q _
inconvenient location

inconvenient hours
inconvenient parking
location unsafe at night
can't find whe I need/want -
what I need/wa.t is checked out
the library frequently doesan't own
what I need/want .
library staff members are unfriendly
library staff members provide
incomplete service
don't have a library caxd
. don't need a library
I am not a readexr
didn't occur to me
did not have a telephone referenca sarvice
nv reason given
other (apecify)

te
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6L Is there any reason why you used the
you had in your non-work situvation?

RECORD VERBATIM AWD CODE LATER

«

'0 )

24 .

€y
ol

1ibrary to answer the quesflion

01
02
- 03
04
05

06
07
08

V4 T

convenient to my place of work
convenieat to my ‘heme:’ - “fo- v

1ibrary usually has what 1 need/want
library staif members are friendly

1ibrary staff members help me find

vhat I need/want

happened to be there, looking for scmeting
else

has needed material which I could not

find elsevwhere

had a telephone reference desk

other (specify)

GO TO QUESTION 62, PAGE 25

281
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Finally, we would like to ask you a few questions about yourself.

(DEMOGRAPHICS)

62, Sex: Male Female

(ASK ONLY IF YOU

CANNOT TELL BY

VOICE)

63. In what year were you born?

64. Which of the following categories comes cl¢sest
of place you are living in now?

to the type

In a large city of 250,000 population or more

In a medium~size city (50,000-250,000)
Is this a 'suburb of a large city? Yes
In a small city or town (under 50,000)
On a farm
In open country, but not on a farm
Don'’t know

No____

T

1f no, what is your Zip code?

65. What 1is the highest level of education you have
thus far? RECORD VERBATIM:

attained

1 less than high school
2 high school graduate
3 some college

4 college graduate

5 technical/vocational
6 other

66. What is your occupation or proufession?

|
|

DO NOT ASK IF RESPONDENT ANSWERED QUESTION 3, PAGE 2

- 282



67. What was your total family income last year?
READ EACH CATEGORY BEFORE WAITING FOR RESPONSE

under $5,000

— $5,000 - 10,000 | ‘
—__ $10,000 - 15,000
) ____ $15,000 - 20,000
— . $20,000 - 25,000
$25,000 +

refused/don't know

68. What is your ethnic or racial origin?
READ EACH CATEGORY BEFORE WAITING FOR RESPONSE

Black American
Caucasian

Hispanic American
American Indian
Asian American
Portuguese Amerisan
Other? What? _

Refuse to answer

CLOSING STATEMENT TO RESPONDENT

WE WANT TO THANK YOU VERY MUCH FOR YOUR TIME AND PATIENCE.

N 283
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APPENDIX II

OCCUPATIONAL CATEGORIES AND OCCUPATIONAL PRESTIGE SCALES
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Gccupational
Categories and
Cccupational
Prestige Scales®

Compiled by Jola Vaughn

AT T TSNS TR, R, IR W . SO Yo ittt ol 4P o

1570 NORC Inter.
.‘ Census prestine national
i Occupationnl classificntion tado! scalet scaled
; ; Protusslional and technlcal workers
‘ ' Accountants 001 57 55
' , Architecls 02 Nn 72
' Computor specia’isty :

Campulet pregrarimers €03 51 51

Camputer ana'yets {01 o1 51

Camputer spv A noc § 005 51 51

TUS Burawtt te Lotay 1170 Conaug of Populanicn Aphasciical Indos of Indusinee snd Occupations ™ U &,
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ihcors

dronautical and astronautical
Hngincers .
ghemical enginocrs

Rivit engincers

Rloctrical and electronic engineers
hdustnal engineers

Mczhanisal engineers

Wotallurgical and materials engineors
Jining enginears

Patroleum enginoers

Jales engincers

ingincers, n.o.c.

rm ranagement advisors
restors and conservationists
ma rmanagamont advisors

wyers and judges
udges
Lawyars

rarians, archivists, and curators
LiDrarians
Archivists end curators

thomatizal specialists
Agtuarios
Mathemalicians
Btatisticians

& and physical scientists
Agricultural scientists
Atmospharic and spaco sclontists
Biological sciontists

Chemists

Boologists

Marine scientists

Physicists and astronomors

Lifo and physical scientists, n.e.c,

erations anc systoms roscarchers and anae
fysts
rsonnel and labor relations workers

yslclans, dontists, and related practitionors

hiropraclors
Dantists
Dptomotrists o) .

Pharmacists

Physicians, inGluding os'copaths
Pod.atrists

Vetannarians

Mealth practitionars, n.e.c,

Q

28"

006

010
011
012
RIK)
014
01s
029
021
022
023

024
025
026

030
031

032
033

024
035
036

042
043
C44
045
051
052
053
054

055
056

061

c62
0e3
004
065
on
072
073

n

67
68
69
54
62
56
62
L1
51
67

54
54
54

76
76

55
€6

85
65
55

60
74
62
61
62
a7

61

67

66
70
65
54
66
Go
€3

51
§S

54
48

76
73

..55
55

67
55

58
"
69
67
¢/
49
n
72

61
67

63

"

62
64
78

60

At b

(S — - .
e el

SARTE FRES

e P I PPN Y

o

Nurses, dieticians and therapists
Dicticians
nogistered nurses
Therapists

Health technologists and technicians

Ciinical laboratory technologists and
techniciung

Dental hygicnists
Health record technologists and technicians
Radiologic technologists ana technicians
Therapy assistants
Health tochnologists and technicians, n.e.c.

Religious v.orkers
Clargymen
Religic s workors, n.e.c.

Social scientists
Econamists
Political scienlists
Psycholugists
Sociologists
Urban and regional planners
Social scientists, n.e.c.

Sacial and recreation workers
Social workers
Reocreation woikers

Teachers, college and univorsity
Agriculture leachars
Atmospheric, earth, marine, and space teache

ers
Biology tuachers
Chomistry teachors
P'hysvics teachery
Enginguring teacnors
Mathoemalics teachors
Health specislist teachers
Psycholony tcashors
Businzss and coinmorce toachors
fconomics teachors
Mistory toachars
Sociology teachaurs
Saclal scienco toachors, n.e.o,
A, drama, and inusic teachors
Couchus an.! physical odugation teachars
Educaticn teachury
Enghush teannery
Foruign tunguage teachors
Hoine economies twachars
Law luaChurs

074
075

076 -

030

031
0c2
¢33
0%+
085

oe6
090

09
092
093
094
095
€56

100
101

102
103

104
105
110
1

112
113
114
115
116
120
121

122
123
124
140
126
120
121
132

52
62
37

61

61
61
61
37
47

69
56

57
€5
n
66
66
€6

g2

49

8
76

78
78
78
78
78
78
18
70
78
78
7t
m
78
T4
78
.

70
78
78



L — —— — Consus - prostge — national
: Oceupational classification codo® scalot scates
o
- Thoology teachers 133 78 78
‘Trade, industrial, and tochnical teachers 134 78 78
,Miscellancous teachers, coltege and univer- 135 78 78
sity
Toachers. college and university, subjeci not 140 78 78
. $pecified
Jachers, excopt college and university
*dult education teachers 141 43 -
iementary school teachers 142 60 67
Prekinderganten and kindergarten teachers 143 60 49
Socondary-school teachers 144 63 61
Teachers, except college and university, 145 43 62
n.e.c.
\gincering and scicnce technicians
Agriculture and biological technicians, ex- 150 a7 47
~ »pt heaith '
Chumical technicians 151 47 46
Draftsmen 152 56 55
Electrical and electronic enginecring techni- 153 47 46
clans
Industrial engineering technicians 154 47 -—
Mechanical engineering technicians 158 47 46
Mathematical tochnicians 156 47 -
Surveyors 161 53 58
Engincering and science tachnicians, n.e.c. 162 47 46
chnicians, except health, engineering. and
science
Airplane pilots 163 70 , 67
Aif traflic controllers 164 43 —
Embalmers 165 52 34
*light engincers 170 47 67
adio oparators 171 43 49
fool programers, numorical control 172 a7 -—
feghnicians, n.e.c. 173 47 -
cational and educational counselors 174 51 55
iters, artists, and entortainers
\Clors 175 55 52
\thletes and kindrod workers 180 51 50
\uthors ’ 181 60 62 -
Jancers 182 38 45
esignors 163 58 66
ditors and reportors 184 51 56
vsicians and composare  %o¥ 185 46 AS
aintors and sculptors 190 56 2
hotographers 191 41 45
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Census prostigo ni
Occupational ¢'nssification code* scalet 3
Public relations men and publicity writers 122 57
Radio and television announcers 163 51
Writars, ariists, and entertainers, n.e.c. 194 51
Research warkers. not specified 193 51
Professional, technical, and Kindred worke 186 51
ers—allocatoed
Mancge:s and adminlstrators, ex-
ceptfarm
Assessors, controllers, and trengurers, local 201 61
public administration
Bank ofticers and tinancial managers 202 72
Buyars and shippers, farm products 203 41
Uuyers, whalcsale and retait trade 205 50
Credit men 210 49
Funeral directors 211 §2
Health administrators 212 61
Construction inspectors, public adminisira. 213 41
tion
Inspectors, except construction, public ade 215 41
ministration
Managers and superintendents, building 276 38
Otfice managers, n.e.c. 220 50
Officers, pilots and pursers; ship 224 GO .
Otficisls and administrators: public adminise 222 614 |
tration, n.e.c.
Ofticials of lodges, socicties, and unions 223 48 :
Postmasters and mail superintendents 224 58 !
Purchasing agents and buyers, n.e.c. 225 48’ ‘
Railroad conductors 226 41 :
Restaurant, catateria, and bar managers 230 39 <
Sales managers and department heads, retail 201 50 ‘
trada
Sales managers, excopt retal trade 233 50 .
School aIministrators, college 235 61 ¢
School administratars, elemontary and sec- 240 60 €
ondary
Managers and administratars, n.c.c. 245 50 H
Managers and administrators, except farmmem 246 50 ¢
allocated
Sales workers
Advertising agoents and salesmen 260 42 4
Auclionters 261 32 3
Demounstrators 202 25 2
Huckslers and poddiers 264 16 2
Ny
. “
230 ‘

<,



157 NORC I

- wew - b TR 111 " R T
Cenaus prestigo nallonatl SRR ¢ Ceaaus prestigo na
i m Sty "
Juranco agents, brokers, and underwriters 265 47 45 ? . Real ostato appraisers 452 43
wSboys 266 15 14 ! Receg.tianists 364 39
181 ¢state agents and brokers 270 44 49
ack and bond salesmen 2n 51 56 Secrotariag
‘ Seceotarios, legal 376 46 |
lesmen and cales clerks, n.o.c. 2€0 34 28 Socrotanos, medical 371 46 '
Sa::‘: sreprcsentatwos. manutacturing indus- 281 49 46 Soteolafics, n.e.c. 372 46 ‘
' )
3ales representatives, wholesale trade 202 40 — Shipping and receiving clerks 74 29 ‘
- '.5 clarks; retail trade 2683 29 34 Statgtcal clorks 375 36 ‘
~slesnien, retail trado 284 29 a2 Stanogeaphers 376 43 I
3alesman of services and construction 285 34 42 Stuck ¢'arks and sterckeepers . ael 23 :
yales workers-~allocated 296 34 28 Teacher andes, oxcept school monitors a2 36 !
Yelograph messengers 383 a0 ‘
itical and kindred workers Tolegraph opurators 384 44 ‘
) Telaphona operators 235 40 <
nk tellers 301 50 48 Tichet, station, and exprass agents 399 35 :
ling clorks 303 45 42 Typists 39 41 4
okkoepars ‘ 305 48 49 Woighery 392 36 -
shiors . 310 31 31 M:scallanaous clerical workers 394 36 3
rical assistants, social wellare n 36 - Nat sjpecited clerical workers 395 36 2
- 3l supervisors, n.e.c. 312 36 55 Cloneat ard kindrod workers—allocated 396 36 4
Wwvlors, bill and aceount 313 26 27
Jnter clorks, except food 314 36 - v Crahsmen and 'adred workars
palchers and starters, vehicle 315 34 37 B
imorators and interviewers 320 36 — ] Avtom il acou.. nes installers 401 47 -
imators and investigators, n.e.c. 321 36 — 4 Bakers 402 34 3
editers and production controllers 323 36 44 e Blackamithg 403 35 3
- clerks 325 . 30 31 Bolermakers 404 N 3
iranco adjusters, examiners, and in- 326 48 49 g?i‘:b‘::’::\i and stonemason :?g g(‘; g
stigator ichmasans and stonemasons
:"yg:"gnsdamg and assistants 330 41 41 ) Brickmasons and stongmasons, apprentices 411 36 -
| carriers, post-office 331 42 33 1 Bulidazer operators 42 33 3
thandlers, except post office 332 36 29 1 .Catiaelmakors 413 33 4
isengers and office boys 333 19 26 ' Carpontivg 415 40 3
er readers, utititios 334 38 21 : Carpentar approntices 416 40 -
1 Carpat indaliers 420 47 -
e mach{no opera!ors d Cemont and concrete finishers a2 32 3
ookkecping and billing machine a4 45 45 i Compositors and typesetiers 422 as 4
opoerators ! Punting trades apprentices, except pressmon 423 40 -
dlcutating machino operators 342 45 45 1. Cranemen, derrickmen, and hoistmen 424 39 3
D{m)u!ef aﬂd peflphOIal equipmﬁﬂl OPOF&' 343 45 53 -H. DOCO“I!O'S af\d Window df(}ssors 425 37 -
ors ! Pontal taboratory technicians 426 a7 -
Jplicating machine oporators 344 45 it 3 Electriciang ! 430 49 !
'ypunch operators 345 45 45 ; Elu 100190 appronticas 451 41 -
bulating machine operators. 350 45 - Electne power hinurien and cablemon 433 39 3
hico machinog operators, n.o.¢, 356 45 - i Eleciion pnes and stereolypars 434 30 'Y
ol and timekeeping ¢lorks 360 41 42 ‘ Cogravors, aacept photoengravars . 435 41 41
al clorks 361 43 a9 ! 5*:‘*«"'"0- u;-:d-r;?. and road machine oporae 436 J3 ‘
1Y, 05t byl
freadors 362 38 41 5 | v uozur 2 9 2 -
Erlc 291 "
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194V [{1*}11¥] INQ P
Census prestige natlo~}
Occupational classtfication code* scalet 8ra .
Floor layers, except tile setters 440 4C -
Foremon, n.c.c. 441 45 46
Forgemen and hammermen 442 36 35
Furniture and wood finishers 443 29 28
Furriers 444 35 35
Glaziars 445 26 26
Heat treators, anncalers, and temperers 445 36 as
Inspectors, scalers, and graders; log and lum- 450 N N
bar .
Inspectors, n.e.c. 452 3 -—
Jewelers and watchmakers 453 37 40
Jab and die setlers, motal 454 48 -—
' acomotive enginecrs 455 51 43
. dcomotive firamen 456 36 33
Machinists 461 48 43
Machinist apprentices 462 41 -
Meochanics and repairmen
Air conditioning, heating, and refrigaration 470 7 43
Aircralt 4an 48 - §9
Automohile bady repairmen 472 37 —
Automobile mechanics 473 37 43
Automobile mechamic approntices 474 37 -
Data processing maghine repairmen 475 34 -
Farm implements 460 a3 —
Heavy equipment mechanics, including die- 481 33 —
sl
Housenhold apnhance and accessory installs 492 33 —
ers and mechanics
t.oom fixers 483 30 30
Olficc machines 484 34 —
Radio and television 485 35 42
Railroad and car shop 486 37 —
Mochanic, except automobile approntices 491 41 -—
Miscel' ‘neous mechanics and repairmen 492 35 -~
No* .cified mechanics and repairman 195 35 30
dillars: grain, flour, and fecd £01 25 33
Villwrights 502 40 4Q
volders, metal 503 39 3
JVolders, apprentices 504 39 el
Aotion picture projectionists 505 34 24
Jpticians, and lons grinders and polishors 506 51 &7
Jainters, construclion and maintenance 510 30 34
ainter apprentices 511 30 —
aporhangers o 512 24 24
atlern and model makers, oxcept paper 514 39 ag
hotoangravars and hthographuors 515 40 46
lano and organ tuners and repairmeon 516 32 33
lastorars 620 33 a1
lag*--~g " prenticas ! 521 33 -

IToxt Provided by ERI
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Census prestige t
Occupatlonnl classification code* scolet
Plumtar and pine tittors 522 41
Plumbwrr and pipo fitter apprentices 523 41
Powor staton operators 525 36
Pressmen and plate printers, printing 53¢ 40
Pressman apprentices 531 40
Roltery and tinishers, metai £23 36
Rootars and slaters 534 a1
Shoetrmotat workers and tinsmiths 335 a7
Sheoetmatal apprentices 536 a7
Shipt 11erg 540 36
$hoa 1eparmen 542 33
Sign pantors and letterers 543 30
Statignany engincers 543 35
Stone | Jtters and stone carvers 346 33
Structurat metal craftsmen 550 36
Tailors 551 41
Teleph-noinstatlers and repairnien 552 39
Telephone inemen and splicers 554 39
Tile se*tars 5€0 26
Yool ar) i makers” 561 42
Too! a~ § ¢'9 maker apprentices 562 a1
Upho'storpts 563 30
Spact ! cralt anprentices, n.e.c. 57 4
Nut 37 asimd apprentices 572 41
Crattaman and kindrod workers, n o.¢. £°9 47
Farmes ivombdets of the acmed {0:ces 534 47
Caattsmen and kindred workers—atlocated 586 47
Cutrert members of the armed lorces 590 87
Operatives, axcept transport
Asbest and insulation workers 601 28
Assamiing, 602 27
Mastara Arid powdermen 603 a2
Bantey ant canning operatives 60 23
Chanrwa admen, and axmen: surveying 605 39
Checrers cxaminers, and inspeclors, manuface 610 a6
|ulln')
Cluthiag wannrs and pressers 611 18
Cultr ) it.aratives, ne.c.. 612 26
Drasw=abars and seamstresses, except factory €13 32
Drdlers oarihy 614 27
Dry wa'hinataltors and lathers 615 27
Dyars 620 25
Fitees ¢ -1 4o, gandors, and bullors 621 19
Futt.s aswn gmeltormen, and pouvrers 62z 33
Garvin a vaary and gay station attendants 23 22
Gratery ard saners, manufactunng 624 u3
Produre Sraiders and packers, except factory 624 19
And e

. A
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1970 [Naly o Inter-
Census prestige nalional

. Occupational ciassification codo’ gcalet ycalet
ledters, metal 626 33 38
kundry and dry cleaning operatives, n.e.c. 630 18 22
gat cutiors and butchers, except manufacture 631 32 32
ing :
hat cutters and butchers, manufacturing 633 28 18
" * wrappers, retail trade 634 18 -
C platers 635 29 28
ianers 636 33 32
ine operatives, n.e.c. 640 26 34
Ixing cperatives 641 29 -
lers and greasors. except automobile 642 24 —
kekers and wrappars, n.e.c. 643 19 —
- ters, manufactured articles 644 29 29
‘Jographic process workers 645 36 36
ecision machine operatives
Drill pross operatives 650 29 -
Grinding machine cperatives 651 29 27
\athe and milling machine operatives 652 29 36
. recisisn machine operatives, n.e.c. 653 29 . 40
Punch and stamping press operatives 658 29 —
Riveters and fasteners 660 29 —
Sailors and deckhands 661 34 35
Sawyers 652 28 3
Sewers and stitchers 6E3 25 26
Shoemaking machine aperatives 664 32 28
S0iderers 665 23 —
Stationary firemen 6€6 33 a3
ctile onoratives
sarding,  lapping, and combing op- 670 29 29

eratives
{nittars, loopers, and toppers 671 29 &9
Spinnars, twisters, and winders 672 24 dd
Heavers 673 2% 30
"extile operatives, n.o.c, 674 7Y "
Volders and flame culters 680 40 49
Yinding operatives, n.e.c, G4 29 ~—
Aachine oparatives, miscollancous 690 32 44

spocified .
fachine operatives, not specifiod 692 J?7 J8
tisceilancous aperatives 094 92 35
ot epecified operalives 695 32 34
Iperativos, except transport~~allos 696 32 -

¢ated

o4

Aspert equipmant operatlves )
stmen and canalmen 9 5 701 a7 23
sdi O 703 y2 32
nduE Mcid mojurmoen, urban rail transit 704 20 20
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1970 NORC |
Ccnsus prestigo ne
O<cupational classliiication codg* scolet s
Doliveryen 3t routemen 705 28
Fork i:tt av) ;4 motor oporatives 706 29
Motyrmen -r vy taciory, l0gging camp, etc. 710 27
Parking aitendants m <2
Railroag Leavemen 712 35
Railrosd 1a 1. 5enwn 713 33
Taxicah ¢r..oty and chaufleurs 714 22
Truck driegrs 715 32
Transpon ¢ 5.,-oment operatives—allocated 726 29
Loborors, esceptiorm
Anmintal caretascrs, oxcopt tarm 740 29
Carpentysy relpers 750 23
Construct . n taotors, excopt carpenters’ holpe 751 17
ors
Fishermen a5 oystermen 752 30
Fraght ang ~ tynal handlers 753 17
Garbuge . u.e. 1018 754 17
Garcliners 2009 groundskeepers, except farm 755 23
Longytrae v ang slevedores 760 24
Lumbaeoien ra'lumen, and woodchoppers 781 26
Slarengelars 762 17 A
Toan.stern 7C3 12
Vehie ) wastgry and equipment cleaners 764 17
VtehgLse e nec. 770 20
Mooty r Ly rabor0r8 780 17
Mot spet Lod taboters 785 17
Labarars gevqpt tarm——allocated 796 17
Farmers argtarm managers
Favmues, 1 aners and tonants) 801 41
Farm mgng jery 802 44
Fa s 3t fares managers—allocatod 806 41
Ferm laborery and farm foromaon
Patin borgean 821 35
Futmitat 000y wano workars 822 18
Furm tabraes unnaid family workers 823 18
Fatm snt o o 1aborers, selt-employed 824 27
Faon labivery, tarm foromoen, and kindred 816 19
wortkers  aaucated
Sorvico woraers, oxcopt private
housshely
Cloaming sernicy workers
Chambannady and inald, oxcopl privale 901 ‘4

hausehoy
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w v . Census prestige natlonat
Y Occupations! clas:ification codc® stalod scale}
Bldaners and charwomen 902 12 17
Janitors and sextons 903 16 21
service workers
Bartenders 910 20 23
Jusboys 911 22 —
J00ks, except private household 912 26 31
Jishwashers 913 22 -
'00d counter and fountain workers 914 15 16
Vaiters 915 20 23
'00d service workers, n.e.c., except private 916 22 25
~ household
31th service workers
ental assistants 921 48 44
leaith aides, except nursing 922 48 —_
ealth trainees 923 36 —
fidwives 924 23 47
ursing aides, orderlies, and sitendants 925 36 42
ractical nurses 926 42 44
sonal service workers '
tline stewardesces 931 36 50
tendants, recreation and amusement 932 15 20
tendants, personal service, n.e.c, 933 14 -
3@gage porters and bell hops 934 14 17
Arbers 935 38 30
Yarcing and lodging house keepers 240 22 22
yotblacke 941 05 12
\ild care workers, except privaie house- 942 25 —
holds
gvator operators 943 21 24
irdressers and cosmetologists 944 3] 35
rsonal service azprentices 945 14 —
usexeepers, except private households 95Q 36 33
hool monmitors a52 22 —
hers, recreation and amusement 053 15 —
lare service aicos 954 14 e
Clive service workers
25sing guards and bridge tondars 960 24 25
emen, fire protection 961 44 35
ards and walchmen 9562 22 22
rshals and constables 963 46 €0
1Icoman and detectives 964 40 40
yniffs and bailif!s 965 55 47
¢ workors, except private hous(’;;\'old-- 870 25 a1

catod
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Census prestige
Occunational claasification code® scalet
Pilvato houschold workars
Child care workars, private household 989 23
Cooks, private household 981 18
Housekeupers, private housohold 982 25
Laundresses, private houschold 983 18
Maids - servants, privata nouschold 984 18
Privalc nouschold wotkers—allocated 986 18
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APPENDIX III

A LIST OF COMPONENT TOPICS FOR EACH SITUATTIONS

(Taken from the Coding Manual)
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SITUATIONS (Ql, 4,.5, 31, 32)

’

NEIGHBORIOOD NEIGHBORS -- noisy, trashy, drunk, gossipy, etc.
(01) (If drugs and theft, code under Crime)

NEIGHBORHOOD KIDS -~- hoodlums, noisy, trashy, vandalism,
etc. (If drugs and theft, code under Crime)

DOGS IN NEIGHBORHOOD -~ lcose, barking, messy, into trash,
dog control laws not implemented, etc.

RATS IN NEIGHBORHOOD ~-~ in house, in neighborhood, not
controlled by city, etc.

CITY SERVICES IN NEIGHBORHOOD -- trash removal, street
maintenance, sewage, abandoned appliances, etc.
(Code do%/pontrol and rat removal above)

TRAFFIC AND PARKING IN NEIGHBORHOOD -- noise, speeding
cars and motorcycles, not enough parking space, dangerous
traffic, too little traffic control, etc.

VACANT LOTS, ABANDONED CARS, ABANDONED BUILDINGS IN
NEIGHBORHOOD, ETC.

NOISY AIRPLANES OVER NEILGHBORHOOD, ETIC.

NEIGHBORHOOD CONTACT ~- getting along with neighbors,
making contact with, etc.

OTHER NEIGHBORHOOD ~~ beggars, changing character, other
animals, etc.

CONSUMER PRODUCT QUALITY -~ fell apart, badly made, problems
(02) getting exchange or refund or repairs.

PRODUCT AVAILABILITY -~ getting particular sizes, brands,
etc.

PRODUCT INFORMATION -~ which products to buy, where to
buy, product price, etc.

BILLING -- billed for items/services not received,
charged to wrong account, etc.

SERVICE AVAILABILITY ~- inconvenient service, locations,
hours, can't find, service unavailable, etc.

SERVICE QUALLTY -~ poor quality of service, etc.

SERVICE INFORMATICON -- which service to get, where to
get, service price, etc.

Nnn
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PRICES HIGH -~ cost living too high, prices go up,
prices too high, etc. '

CONSUMER PROTECTION ~-- protectlon against rip-offs,
dishconest merchants, free offers, mail order companies,
obnoxious salesman, harassment from creditors, etc.

OTHER CONSUMER

ING AND HOUSE-
D MAINTENANCE

LOANS AND MORTGAGES -~ concerns on getting loans and
mortgages, financing home improvements, ctc.

GETTING ANOTHER/BETTER PLACE TO LIVE -- dissatisfaction
with present housing (rent, landlord, locatiom, etc.)
and want better place.

LANDLORDS -- dissatisfaction with rent, maintenance, etc.
but no mention wanting to f£ind new place.

PUBLIC HOUSING -- getting, changing, repairing (look
for mention public housing)

BARRIERS TO GETTING NEW HOUSING -- high cost, age, children,
pets.

HOUSING INSURANCE =-- need information, etc.

SELLING HOUSE, SUB-LEASING ~- finding buyer, renter,
getting dollar return, etc.

GETTING EMERGENCY HOUSING == have no place to stay, etc.

REGULATIONS -- rules on home improvements, house in-
spection, zoning, installation of house trailers, etc.

UTILITIES SERVICE -- complaints or need for information
on phone, gas, electric, water, etc.

PROPERTY OR HOUSE REPAIRS AND IMPROVEMENT, MAINTENANCE
OPERATION -- meed to do, get done, know how to do, etc.

HOUSEKEEPING/DO-IT~YOURSELF PROJECTS -~ housebreaking.
pets, gardening, getting rid insects, household hints,
l.arning to sew, etc.

CAR REPAIR, OPERATION, AND MAINTENANCE -~ maintaining and
caring for personal, family car(s), etc.

OTHER HOUSING

e e e - ey ==
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- P
EMPLOYMENT-GETTING/ BARRIERS TO GETTING/KEEPING /CHANGING JOBS ~- age,
CHANGING JOBS education, veteran, draft status, health, etc.
(04)

CHANGING JOBS, GETTING DIFFERENT JOB -~ looking for
new job, different job, etc.

UMEMPLOYMENT ~- not working now, need job, unewployed,
need to know where and how to find work, how to make
resume, etc.

SUMMER JOBS -- getting, etc.

CAREER DECISIONS

JOB ADVANCEMENT

OTHER
EMPLOYMINT - PAY
SALARY AND
BENEFITS PROMOTIONS
(05)
JOB TRAINING
UNIONS
OTHER
EMPLOYMENT ~ JOB DEFINITION
ORGANIZATIONAL
RELATIONS RELATIONS WITH SUPERVISORS
(06)
RELATIONS WITH CO~WORKERS
OTHER
EMPLOYMENT - ISSUES RELATED TO EXECUTION OF SPECIFIC JOB
TECHNICAL
(07) SETTING UP BUSINESSES
EMPLOYMENT - MECHANICAL PROBLEMS
OTHER
(08)

THERE ARE NO CODES 09 AND 10
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EDUCATION AND
SCHOOLING
(11)

ADULT EDUCATION -- poor quality, unavailability,
need for, etc.

FINANCIAL AID FOR EDUCATION —-- how to get it, need
for, etc. '

HIGH COST OF EDUCATION -- complaints about, ete.

EDUCATIUNAL INFORMATION -~ programs should take,
credits, opportunities, best schools, how to” get
education, etc.

EDUCATION SYSTEM -~ poor quality, fear for children,
dissatisfaction, schools going downhill, lack of
programs, lack of resources, lack of backing (levy
failure), etc.

PARENT/STUDENT/TEACHER CONFLICTS —- grade failures,
report cards, discipline problems, etc.

BUSING -~ complaints about school busing, ete.

PART-TIME JOBS TO 'SUPPORT EDUCATION ~- getting jobs
specifically to support education, etec.

EDUCATION CERTIFICATION -- need to get certification,
getting certification cleared, etc.

OTHER EDUCATION AND SCHOOLING

[}

U\

HEALTH
(12)

MENTAL HEALTH -- problems with, alcoholism, de-
pressions, drug addiction, etec.

PHYSICAL HEALTH -~ problems with, etc.

HEALTH INSURANCE -- complaints and questions about,
coverage, high cost, etc.

COST OF HEALTH CARE -- too high, doctor's fee,
prescription drugs, hospital bills, not enough money
to pay for care, etc.

AVAILABILITY AND ADEQUACY OF HEALTH CARE =~ too few
doctors, clinics, care inadequate, etc.

HEALTH INFORMATION -- need information or advice on a
specific health problem or disease, etc.

GETTING MEDICAL CARE -~ need information on getting
medical, dental, other health care, etc.

OTHER HEALTH
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TRANSPORTATION INADEQUATE BUS SERVICE —-- slow, not enough routes, not
(13) frequent enough, available at wrong times, not enough
taxi service, barriers to using bus (health, age), etc.

CRIME ON PUBLIC TRANSPORTATION ~-- fear of using, muggings,
etc.

GETTING FROM ONE PLACE TO ANOTHER -~ need rides to keep
appointments, get services, etc.

AUTO INSURANCE -- need information or have complaints
about coverage, claim settlements (if legal dispute
over. claims, code under Legal)

FINANCING A CAR ~- need loan or money to buy or repair
a car, replace car pacts, etc.

HIGH COST OF PUBLIC TRANSPORTATION -- buses, cabs, etc.

ROAD MAINTENANCE OR MARKINGS =-- not clear, not enough,
etc. (if in neighborhood, code under Neighborhood)

INADEQUATE EMERGENCY SERVICES == call boxes, highway
patrols, etc.

INFORMATIdN ON PUBLIC TRANSPORTATION -~ need information
on bus schedules, routes, etec.

OTHER TRANSPORTATION

RECREATION AND TOO FEW RECREATION OPPORTUNITIES FOR CHILDREN/TEENS =—-
CULTURE not enough playgrounds, not enough for kids to do, etc
(14)

TOO FEW RECREATION OPPORTUNITIES FOR ADULTS AND FAMILIES =~
not enough available, etc.

POOR QUALITY OF RECREATION AREAS, DESTRUCTION OF, etc.

~ HIGH COST OF RECREATION/ENTERTAINMENT -~ restaurants,
nightclubs, movies, etc.

NEED FOR INFORMATION ON RECREATION, etc.

LACK OF SUPERVISION AT PLAYGROUNDS ~- bullying, fear for
children, etc.

OTHER RECREATION AND CULTURE
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* MONEY TOO0 HIGH TAXES -~ property taxes and taxes in general,
(15) ete.

GETTING LOANS OR CREDIT, INTEREST RATES -- neeu to get,
etc. (Include nonspecific loans «nly; i.e., loans for
housing should be coded under Houning)

FILLING IN PERSONAL INCOME TAXES -~ need help, informa-
tion, etc.

RETIREMENT -- worried about, need information on, etc.
(Code social security under Public Assistance)

STOCK MARKET, INVESTMENT, SECURITVIES -- meed ianformation,
advice, etc.

N “_ i - ’i ‘ . ‘ ‘ iii‘ - n - mg o

NOT ENOUGH MONEY TO MAKE ENDS MEKT == general lameant, etc.

ACQUIRING OR SELLING PROPERTIES -- need, problems with,
etc. (Except home to coded undet Housing)

HANDLING MONEY -- need informatiow, help, handling money,
consumer credit, etc.

LIFE INSURANCE —- problems with, uneed information on,
etc.

OTHER FINANCIAL MATTERS AND ASSIsUANCE

A

PUBLIC UNEMPLOYMENT COMPENSATION, INSUTANCE —- need, need
ASSISTAN( AND information on, complaints on, filing for, etc.
SOCIAL X¥CURITY
(16) SOCIAL SECURITY —-- need, need iwlcrmation on, complaints,
etc.

FOOD STAMPS -- how to get, don't et enough, problems
with, etc.

MEDICAL ASSISTANCE, MEDICARE, MEiICAID == problems with,
need for information on, etc.

WELFARE -- not enough welfare, s:vial worker conflict,
receiving check, questions on, &<

PUBLIC DISABILITY INSURANCE -~ I:.ing, getting, etc.

EMERGENCY FINANCIAL HELP FOR HQXLNG -~ to pay rent,
rortgage, etc. ’

EMERGENCY FINANCIAL HELP FOR FOI° ~- to get groceries,
food stamps, etc.

a
]
:
a
i
]
,
;
1
)

CTHER NEED FOR EMERGENCY FINANC..L HELP -~ clothing,
ooney in general, etc.

CTHER PUBLIC ASSISTANCE AND SOlT& SECURITY

anNne




ek  Ludl e, EEd. el - B

CHILD CARE
(17)

e
DAY CARE/PRE-SCHOOL PROGRAMS/BABYSITTING -~ need, hqw to
get, etc,

HIGH COST OF DAY CARE, etc.

CHILD CARE, WELL-BEING, AND BEHAVIOR -- concerns about,
difficulties, need for information, etc.

CARE, WELL-BEING, AND BEHAVIOR OF OTHER FAMILY MEMBERS --
concerns about, difficulties, need for information, etc.

CARE, WELL-BEING, AND BEHAVIOR OF SELF -~ concerns
about, difficulties, need for information, etc.

NEED FOR INFORMATION TO HELP CHILDREN WITH HOMEWORK, etec.

OTHER CHILD CARE

OTHER FAMILY

SEPARATIONS, DIVORCES ~- need for, want to, i.fo on, etc.

RELATIONS
(18) DESERTION -- difficulty with, etc.
SITUATIONS WITH PARENTS, OTHER RELATIVES
FAMILY PLANNING
OTHER FAMILY RELATIONSHIPS
PERSONAL NEED FOR SOMEONE TO TALK TO ABOUT PERSONAL PROBLEMS, etc.
RELATIONS
(19) FRIENDSHIPS

OTHER PERSONAL CONCERNS

JA. Ny 2 r ] e e Sheindh ' Jushih Hundy

- ,
T ¢
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LEGAL
(20)

DIVORCE, SEPARATION, DESERTION LAWS -~ lagal aspects, etc.

LEGAL CONTRACTS -~ damage suits, lease disputes, disputed
insurance claims, etc.

LEGAL DOCUMENTS ~- need to get, need to understand wills,
passports, birth certificates, etc.

INFORMATION ON SPECIFIC LAWS -- how to make appeals, do-it-
yourself law, etc,

CETTING A LAWYER -=- need one, how to get, etc.
GETTING CHEAP OR FREE LEGAL ADVICE, etc.

CRIMINAL RECORDS ~-- difficulties with, clearing name,
parole, probation requirements, etc.

LEGAL SERVICE ~- need for other legal service not coded
above,

OTHER LEGAL

CRIME

AND

SAFETY
(21)

LAX LAW ENFORCEMENT ~- not enough police, police don't
do anything, criminals get off, laws lax, etc.

STREET LIGHTS -~ need more, etc.

CRIME AGAINST NON~FAMILY -~ crime too high, general state-
ment of fear about crime, crime not self-associated, etc.

CRIME AGAINST SELF, FAMILY -- specific instances (self-
associated situation) and resulting fear, etc.

DRUGS ~~- talk of drugs, narcotics traffic, use, and re-
sulting crime, etc.

OTHER CRIME AND SAFETY

ENERGY
(22)

GASOLINE SHORTAGES
ENERGY CONSERVATION
COST OF ENERGY

OTHER ENERGY
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CURRENT

b

NEWS, CURRENT AFFAIRS

AFFAIRS .
(23) POLITICAL ISSUES AND POLITICIANS
GENERAL GOVERNMENTAL ADMINISTRATION AND POLICIES
OTHER CURRENT AFFAIRS
MISCELLANEQUS SPORTS, WEATHER -~ talk of, need information on, etc,
(24)

LOCATING NAMES AND ADDRESSES OF PEOPLE, AGENCIES, PLACES ==
to find, getting maps and directions, getting information
on institutions, etc,

GENERAL FACTUAL INFORMATION -~ word definitions, spellings,
historical facts; nature, geography, famous people, etc,

GENERAL CITIZENSHIP INFORMATION =- how to register to
vote, get drivers license, register a car, ete., (Code
immigration-related in Immigration, Migration, Mobility)

FOREIGN OR INTERNATIONAL TRAVEL -- international monetary
exchange rates, rules and regulations for cross-nation
travel (Code passports under Legal; code visa and immigra-
tion under Immigration, Migration, Mobility)

RELIGIOUS ISSUES AND THEOLOGY -~ questions about life
after death, the meaning of life, etc.

MASS MEDIA ~- concerns about, violence in, bias in,
effects of, inadequacies of, ete,

VETERANS AND MILITARY DISCRIMINATION, MIGRATION AND
MOBILITY

OTHER MISCELLANEOUS
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MOST IMPORTANT FACTOR AS REFLECTED IN EACH NON-WORKED RELATED SITUATION
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