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‘ o , o ENTRODUCTION_V‘.

Throughout h1story, var1ous 1tems oF technotogy'ndve
to o been pGYC“1VEd as 1nstruments erv1nq tn d1v1d %he humdﬁ
race into c]asses and enab11ng the ascendency claas tc

EXEFC1°P dom1n1on over all others.

 Today the ccmputer is regarded by'séme‘ah just such a

reprecswve instrument, subserv1ent to governmonts9

corporat1sns and 1arge 1nst1tutaons
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The common man too oftgn'seesfﬁimse1f taxed; manipulatéd,
‘andtcontr011ed,by compqters:' ThE°COmputer makes it easier |
.for'big ¢ountrie$ to éominate'Sma?iéfvcodntrfes.»for'sénior
,. L 'governments to contro1 Tocal governments, ’ror ]arge

U corporat1ons to swallow up smal] companies. We may even be

L e witnessing the emergence of cybernetic imper1a1zsm.

To make'democracy fu]fiiliits promise in'a;pradticaiﬁ~

‘sense, it would seem necessary to restore the balance of

 power..

)

:% li; ‘ In actua11ty, the computer 1s on]y one of many toois

| ’that man has used to re-shape sec1ety : Othet too]s such_as{'
operat1ons research, 1nf0rmat1on sclence,_critiCai—pafh"v
scheduling, and p[ahning-progfamming—budgetﬁng sygtéms;:haée
also b]ayed major roles. Howevgr; thé'compufer is visib?éﬁ.
whi1e.thé 6thers are ephemeraf. Moreover, thencdmputer is
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. the catalyst that makes these and other modern management

- teuhniques v1ab1e

PRI SRy S

In"ailenger'sensag‘man.has not ren11y acted to re-éhape
anfety abcording to any purposeful design. He hae,_nather,
reacted to eha]]enges that have their roots in rapidly
expanding_popu]ations,xdiminiehing(eupplies of~natnral
resohrees; and a life style characterized a comp1E¥ and ever-
chenging network of intenper§ona1 dependency relationships.
Thenet—effectof man's responée'fo-the cha11enge'of his new
environment hdS been the emergence of a management structure

that the individual citizen perceives as unresponsive to. his

needs and,-indeed,-a11'but unfathomable in its complexity.

. Thé traditional mode] of government, aTtnough it cou]d
be insensitive at t1mes, was re]at1ve]y easy to understand

nd had at least three bu11t in feedback control mechan1sms.
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1. An 1ndependent auditor report1ng to the 1eg1s]ature
- to compare government spend1ng pract1ce with the budget

passed by the 1eg1s]ature. o L,
2, The_courts to compare;on demand,the performance<of
- administrators with the Taw. -
3. The po?itica] process itéelf.

LCitizens Tooked to the1r 1oca1 member as a source of
"f1nformat1on anq a persona] advocate In the event of
IW1despread d1ssat1sfact1on, the e]ectorate could turn the

ugovernment out of ‘power.



.-information.source—and advocate is SOmewhat:diminishedbg

- to the c1t1zen seek1ng redress.

) A s1mp11f1ed mode] of contemporary government shows that
~at least two act1v1t1es, p]ann1ng and programm1ng, now |
precede br1ng1ng down a budget A1though government
operat1ons in the past were also p]anned and programmed the

contrast now 1is one of intensity. Budgets have become SO

big and have so much planning and programming embedded in

them that the 1eg1slature has. Tost a great deal of effect1ve

control As a result,«the role of the Tocal member as

beoause of his.lack of detaiied'khbw1edge-of the p]anning~

-~

and programming process.

$1m11ar1y, the adm1n1strat1ve bureaucracy has grown so

1arge as to be beyond effective. contro] of courts and grand

Jur1es Judicial 1ntervent1on-common1y occurs on]y when some

issue of genera1 1mportance has been sharply def1ned and this

. very process of definition may be proh1b1t1ve]y expens;ve

e

A'fourth feedback contrd] mechanism’has been added in
the contemporary model. It 1s Now - common in the plann1ng
process to soi1c1t c1t1zen 1nput in the form of briefs and
other presentat1ons.‘ However, the process of prepar1ng a-
br1ef is costly, and this mechan1sm is usefu] pr1mar11y to

spec1al interest groups.
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It is interesting tO'note fhat the‘important areé of

programm1ng, wh1ch subtends the sensitive act1v1t1es of

.setting pr1or1ties and aitocating resources to carry out p]ans,

is almost-who?]y devoid of.feedback control. - Furthermore,
this.functidn is at least tﬁree'steps removed from the impact
;of'itS“adtionsnon*the~popuﬂace:¥ |
S . o - _

Easy,.quick_access to_simple 'ngrgte_information has .

become an urgent need'for both the:governed and‘the~governing.

R L e ML e e smaboimersea -

Contemporary soc1ety is a comp]ex networL whose comp1ex1ty

is %end1nq to 1ncrease : Perturbat1ons in the network are

' amp]zf1ed and their impact is- qu1ck1y feit by - the nopuiaceg

changes seem “to occur ovevnﬂght*-

s On'the other hand; the feedbackvcontroT hechanisms

introduce a signific%nf time lag and a threshold barrier;

‘government is seemingly unaware that Programs are

unpopular until people begin demonstrating in the street.

The inabi1ity cf many individuals and gfoups, even govern-

,.ment itself, to cope with the resu]t1nq confus1on has created

.s1gn1f1cant aocvai prob]ems.

' Numerous voluntary and public agenc1es are dttemptlng
to he}p peop1e solve day-to-day. prob]ems by prov1d1ng a

variety of 1nformaf1on services. These services have at

‘ 1east»three shortcom1ngs,
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{1) Such services can be useful only if pecple are aware
:fhey exist and often those who need them most are-

least infoﬁﬁéd about their availability.

(2) The very number and variety of these information
services often contribute to confusion and mis-

“undevstanding. A o o :L‘

(3) The'comhuter itself appears to add to the confusibn by*
e :feﬁ;mréinducing administrators to ‘'generate. an infdrmation'mv.um
Ayioverload. This can adversely affect both the administrator
and the citizen when specific information is needed

 quickly in the context of a specific problem.

1t is particularly noteworthy;thét the problem df‘_

K "prbcesséﬂ regarding the immediate impact of government

programs has not yet been addreSséd in a systematic fashion.

e e e e

S

. One of the more urgent. tasks facihgvgovernmenté today

s s s e o,

‘i1s that of providing human services to persons who are

‘economically vulnerable.

As industry and commerce have automatéd their operations,

there has been a net loss of employment opportunity. It is

PR

an exercise in equivocation to say "people are released from

v e oo

repetitive demeaning tasks" because society has yet to answer

Y ’>the question: “Released-tO'd01what?""‘ o | .
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SR "~ obtaining citizen feedback (aside from the political .and judicial .



- gt

Unt11 a more acceptabln a1ternat1ve is d1scovered

1t _appears we must accept the Fact of the we1fare state and

assume its costs as a tax we pay for the h1gher wages and.

the plethora of modern conveniences we enjoy .as by products

of industrial and commercial automat1on.
. .

|
Today . post- 1ndusﬁr1a1 soc1ety is a comp1ex and, for

'many 1nd1v1duals, a frtghten1ng]y host11e environment.

-Peopiemxequmnemhelnﬁto cope with its cha]]enges Some

3,peop1e,.desp1te all the help we can give them, w111"for

any one of many reasons,'never become able to cope w1th

]

1ts chaltenges.

"The human services qelivery'system is hideous?y complex;

its dimensions are too Targe to'be'appreciated by most
observers; and each year it consumes an eveyr: greater port1on

of the 1ncome of most Western nat1ons

There is 1ittle dialogue among the deliverers of human
services, the reoipients of these senvices, and the pubiic
at large. Moreover, Within human service agencies breakdown

of commun1cat1on is frequent among adm1n1strators, vo]unteer

' workers, and. LOHCETHEd citizens.

&

Among a11 government funct1ons, the human serv1ce5'
de11very system seems to be the most ponderous, slowest

to react, most 1mpersona1 and 1east eff1c1ent

| pan e A S R



Help is urgently neeﬂed'by'the'helpers; the needyktand"‘
the'pnb1ic to: SR I

. create awareness of unmet human needs
. co-ordinate the activities of existing services
.. plan and order priorities, and to

. furn1sh informational support to pianners and programmers

‘ } At the heart of an 1mproved human serv1ce de11verj system
shou1d be an information system to compile facts regard1ng
- both the impact and ava11ab111ty of programmes and act1v1t1es
‘ Th1s 1nformat1on is nmeeded by clients, adm1n1strators, planners,
and by the public at large because th1s wider d1ssem1na+1on of
1nfornat1on would be of ass1stance 1n recruiting volunteer

'workers and promoting a more favourab]e climate of op1n1onr

Attempts to prov1de rap1d two- way commun1cat1on between
the. governed and the government have 1ead to the concept of

community information centres.
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(. D - BACKGROUND

Commun1ty Informatxon Centres began almost three decades

k]

" ago in Great Br1ta1n, where soc1a1 workers, try1ng to he]p
people cope with the d1siocat1on5'of WOr]d War II, set up a
-series of local information centres called Citizens' Advice

Bureaus..

?_‘» S ' : AToday ﬁﬁése CAB's,'as.they*are ca?Ted, are an estéb]jshed
J;;_ Fixture in Br1t1sh 11fe. As a.result of their information-
l?ff?”ff-‘. . g1v1ngdéaa referra] role, they have become a recognized’ inter-
. '5f .-  | mediary Tink in-a wide cha1n of spec1a1xzed services, programs
4 . and,1nst1tut1ons in the local community. They gnswer.quest1ons
; . . en. a broad.. range of. matters, are opeh' to all social classes,--

‘ | ,and are usualily located in the heart of a ne1ghbourhood, close
e ) - 4:.‘; to public transport1on ‘The Nat1ona1 CAB CounC11 prov1des fhe

name, staff tra1n1ng, 1nformat1on manuals and back- up

consultation to local centres

f'f__. | 5'._ Thé.SOCfa1 unrest fhat"éharaC£éfized the 1960Ps;'heiped
L - : cbnvﬁnce many peéble that effective'chénne]s;for community

¥ . _ 1nf0rmat1on would be beneficial as a system to provide timely
%' . . warn1ng of incipient sociaT unrest, to 1dent1fy magor areas
of- cqntent1on,,to commun1cate proposals for remedial act1on,

and to gauge the effect to such proposals. A

pt
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Additional social benefits were foreseen from sUch

'syStemS‘ a11eviat1na urban tranSportat1on prob]ems by

fac1]1tat1ng pnans to _provide work at home or W1th1n the

ne1ghbourhood>(6), contr1but1ng to upward soc1a? mob1i1ty .

“or self-realization through open—educat1on~programmes,

aﬂdfincrgaéing citizen particibation in the politioal

process*l16);-.

oltanas=eisualdzad«that amoderin: technl.otegy ygswm—-
repreSented-by communi ty-wide wired television networks;
deve]opments in 1e1ephony such as theé" P1cture phone (13)

and touch- tone d1a!1ng, and 1n part1cu1ar, the

.'remotely accessed resource shared computer uou]d‘a]] play

important ro]es in the svnthesi° of a community 1nformatlon
uti]ityA(S 13, l4)n 1he early. p]anners didn't spee1fy |

whether these utilities would operate in the pub11c,

"pr1vate, or- vo]untary sector of . the economy.

NeighboUrhood*Information—Centres’Were'initiated in

the Un1ted States as part of the "Wan on Poverty“ program

_wh1ch began in 1964, i

At”leESt two of these have pursued'the'oommunﬁﬁy'

information utiiity'concept. 'TheSe~were 1ocated,fn Booklyn

"and'in Pni]adelphia; The_iattef'is no longer reoeiving

suppport as a consequence of the demise of the "War on
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Poverty* durihg the Nixon administration. The BrookTyn
operation has attracted other souices of funds'ahd\js;under#
éoingfevo1utiona§& development into a cnmputerized,“.Q‘“' “

information network.

The Comhun}ty/NeigthUrhobd Information Centre is

essehtial]y a peop1e-t0-egenty'ccmmuﬂicatioﬁ channel with

N

the information centre serving in the role of intermediary.

[he d1fference between commun1ty information centres

[

and ne1ghbourhood resource centres is that the Tafter |

'frequenf1y prov1de services beyond 1nf0rmat1on This 1is
_exemp11f1ed by the Crouch Nevohbourhood Resource Centre

| 1n.London,v0ntar1o,- A]though'Crouch is really a branch

of'the Loﬁdoh Public Library; it possesses some elements
of the settlement house concept and has at times functioned

as.a children's game room, womans' social club, day-care

" centre, téen-age drop-in centre, senior citizens' club,

health clinic, and used-t]othing depot, as well as a reading'.'
room and information centre. |
Somewhat allied to- the community/neighbourhood

information centre, but different in concept and intent, is

‘the Urban Resource Centre. Such a centre exists in London,

;\"\.\ .

Ontario. 1t was'modelled'aftef an earlier centre in'

 Amsterdam, Holland, The URC is yet another activity



'spbnswed by the Londenbub‘l‘ic Li"b‘rér‘y Tt.-furnis.hes-offiqg.
space for a do7en vo1untary agen€1es, contains a .1brary
;spec1al1z1ng in materiai relat1ng to u;ban prohlems,'f‘“
provides computer fac111t1es fOy access to and ana]ysls of
. stat1st1ca? information, a Mu]f1~11th prevs, kzuchen

| fac111t1es and meeting rooms .’ The URC is. esscntxa?ty an
.agencyéto—agency informati%n.centre, worknng in the-

interstices between the public hnd voluntary sectors.

T TR Tl e L e -
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o F1nally, thereare peop1e to p op?e—1nforma Lon»snnfran~<a;;ﬁy@

In Lgndon, Ontario, this concept was exemp11)1gd.by the
‘Learners'’ Cata]ogue.,'Financed'by'é Local Initiatives
Grént,,the Lea%ﬁers' Catalogue stored in @ coméuter déta

* bank information contributed‘by'peﬁple who wanted to
tééchAand people who wanted'to 1eérn'§n:a fange of“éubjects
exténding from Abaéus fo qui: The computer was uSed to

match up potentiai learners and teachers.

The best-known people-to—peopie centre is Tie Line

in Los-Ange1es, California, which deserves mention here

 :The Tie Line Corporation is aAhdnprofit_foundation
dedicated to facilitate the flow of ihformat?onvfrom.
- citizens to community institutiqns, and from>cit§zgh to -
~citizen via newsfetter ahd_coﬁputérized data ban;s, Tie

'Line‘is staffed by young voiunteers who receive practica11y
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no pay. Their monthly news service provides information

on community agencies where individuals can get free help

in seeking a job, medical and dental assistance, mental

heé]th support, drug rehabi}itation.programs,(vocationa1

training, senior citizen discounfs, iegal aid, etc. This

‘news service purportedly reaches some 10,000 subscribers,

mostly nonpaying;

A cbmpuferized data bank'was under development in

7974, Local un1vers1t1es donate computer time. ' The "”*_j
'data bank cons1sts of messages from 1nd1v:aua:s in the:

‘commun1ty.aak3ng for or orfer1ng almost any kind of

"legitimate” goods ok‘services. The Tie Line system

is désigned to store this information so'that an individual

_w1th a particular need can be matched w1th the individual

who has the resources to mept the need.

The user initiateS-the cyc]efby-communicating by

" phone with thé information specialist at the data center.

If the user offers. a good_or‘a-éervice,’it is tagged and
stored in. memory . If he has a requeét, the specialist
searches the data bank and tells the user what, if anyth1ng,

is avaa]ab]e to meet it. If noth1ng is ava1lab1e? the request

Cis stored in memory for subSéQUent checking.égainst updated

;fiTes. The service is most]y based on simple barter.’.Cash
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and ser»1ced w1th a monthly news1etter which keens a]]

is also acceptable exchange for goods or services.

. Tie Line was by 1974 not economically self-sustaining.
" The information specialist in Tie Line is the only one ‘
- who interacts with the computer. Service is theoretically

open to everyone. Information requests represent personal

. o 4 i
needs and personal probiems. Barter is pfeferred over

cash. The constituencv (or market) is actively solicited

&R A e B ot v

uputo-date. The centrai data bank cou’d potent1a11y

evolve into a realtime community information centtr_W1th

many ramifications in economic, po]iticai,land sociatl

- spheres. o L | : .

" Tie Line personnel have indicated that intermediaries

such as ministers and social workers have placed requests

“for personal assistance, such as;particuiar types of -

psychotheragy, for their “cTientsf. The system acts as a

clearinghousé for.matchfng such'requesus. If a potentiai

- match 1is found the m1n.ster or the social worker screens

the. response (e g., group. therapy for alcoho]1cs) and
advises the 1nd1v1dua1 whether he shou]d fo11ow 1t up w1th

a personal call or v1s1t,



Many rnummp’*1 governments have offices where individuals
“can bring p"obiems on municipal services. In some local
nelghbourhoods, p011t1ca1 partiee have sponsored storefront,

moblle and other types of 1nf0rmat.on qerv1ce,

On the cbmmercia} level, “iﬁfo?matibﬁ i§“ﬁ?”§emiﬁﬁted“by
"hot 1ine" }ad1o programs, in newspaper columns espec1a11y
those of the. "newspaper ombudsman" type, through profess1ona1
_scxent1ﬁ1 ganduiechnical servxceseandubygv1amton&umandnu

~convention bureaus.

There is a considerable variation in the quality,
comprehensiveness and accessibility of information services.
“This variation may well cause the centres to contribute to

information overload.

-Iﬁ an attempt to oVefcome-scme of these disadvantages,
information_centres which are hon-goverhment,"genera]epﬁrpose,
and nen—profit (that is to say, in the voluntary sector)
have”sprﬁng up infmany communities} _Many.were'originaily
welfare information services that have recentiy expanded

their operaf10ns to.serve the total. commun1ty

‘One can now envision a paradigm of information services:



i Agency-fo~Agency Urban Resource Centre
~Person%to~9erson. Community Information Centre
‘.Neighbourhood Resource Centre

Person-to-Person Tie Line, Learners' Catalogue

The different kinds of 1nformat10n rentres can now
be superimposed on the systems model of contemporary governmeht |
to illustrate how they can provide necessary commun1cat10n_

Tinks and feedback paths.

g e . . © o mfamamtes sonde

The community information centre would assume a dual role:

(1) It wouid prov1de a communications channe] between the

c1t1zens and the adm1n15trators

o

(2) In concert with an 1nward and outward 1ook1ng governwent
information bureau, it cou]d prov1de a much neeued feed-

~ back control mechan1sm in the-programmang area.

'Thé Urban Resource Centres afe Seeﬁ as makihg'aVéi?éble
to citizens' groups the resources currcnt!y avaiiable only %o
we]] f1nanced special interests. Initia 1]v these resources
would be ut111ged in preparing 1nputAto dxscuss1on sessions
in the'planniﬁg»area. However, ciﬁizens‘ groupé better able to
. art1cu1ate the1r concerns, could potentially make a s1m11ar

1mpact in the programming area.
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Department of ‘Ministére_ des

Communications Communications

- LIBRARY

Journal Tower North
300 Slater Street
Room 1420

Ottawa, Ontario

K1A 0C8

593-4037

Please return the following
publication(s) to the library
for the reason indicated below:

[] REQUESTED BY ANOTHER PATRON
REQUIRED FOR CATALOGUING

[C] OVERDUE INTERLIBRARY LOAN(S)
[] ormEr

BIBLIOTHEQUE

Immeuble Journal Nord
300 rue Slater .
Pi&ce 1420

Ottawa, Ontario

K1A 0C8

593-4037

Veuillez retourner d la
biblioth&que la documentation
suivante car elle '

[T] EST DEMANDEE PAR UN AUTRE LECTEUR

U

DOIT BTRE CATALOGUEE

" PRET(S) ENTRE BIBLIOTHEQUE -
EN RETARD .

[

" AUTRE

[

»:l.' Carroll, John Millar. New directions in community information: - a report to the

socio-economic planning directorate, Canada, Dept. of Communications

P 91 C655 €377 1974

THANK YéU

MERCI
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It §s uncertain exactly how many community information
utitities are operating today in Névth America, what their
“affiliations are, and whether‘or not"they'use a computer

in their operations.

The.Alliance of Information and Referral Services (10)
lists 73 services, 13 of which are said to use a computer.

We have reason to beliave this count is incomplete.

ﬂi.%,,__sisﬂdy,.,b_y the Government 0f:.,;Q;.oz;a.yti.gﬁ,gflfon.‘e;,ﬁ@élEJﬁftﬁ“..:,..-_..ﬂ

11 services (8).

‘We are in correspondancé with one_other\banadian
sysiem (9) whiéh uses a computer. Professor L.I; Press of
the Uniyersity of Southern California has Seht us information .
dn one’édmputer-based system in San Francisco (Resource One -
this seems to be 4 peop]e—to~pédb]e system), and tofd us
about another, which he is'stakting-in Venice, Ca?ifornfa.
The Alliance survey Tists one serv1ce for all Canada and
says it p]ans to use a computersand on]y one computer based

system for California.

' J 0ur uncertainty is ccmpounded by our knowledge that the
financing of most commdn*ty ihformation centres ic extremnly
‘shakey and that they have been known to cease . operat1ons

w1thout announc1ng their dem1se
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In Canada, the information-uti]ity,concept has aitracted ,
favourab]e qovernment consideration (18). Th1s 1s part1a11y '
attr1buted to geographlcal conf1gurat1on of the country
This vaat land, second’only to the Soviet Union in 1and area,
consists, for socio-economic purposes of a str1pA]20_m11¢s_

wide and 4;000 miles long, mostly bordefing”on the United

States. Few Canadian ponuTation centres a¥e out of reach of

U.S. television. For this reason, wired rv gystems are much

more popu]ar in Canada Lhun in the u. S 1he W1red TV systemq

Pl PER LS £ B e . G ' 3\‘ ey Hr S __,,_‘5, x ’.___._.;‘,* 3

ex1st pr1nc1pa1]y to capture and dwstrlbute U R.Vs1qna]s (19).
This prov1des a ready-made infra-structure for commun1Ly

1nformau1on ut.11t1es (]1)

.As‘for the Canadian goyernment, the community utility

is looked upon net so much as a social palliative, but as a

~means for unifying the country in a cultural sense (1).

‘Government interest has led to at least two studies aimed
in part at<defining the possib]e_ro]es a community informatién
'ut1111y could play (15). For éiamp]e, 33 percent of respondants

to one survey said they strong]y wanted crisis adv1ce ava11ab1e

'-to them from thts source, (17)

Like a}1<Community Information Centres, Information'London

. B
'hand]esjnquiries‘running the gamut from consumer rip-offs,

EN

requests for welifare and free dental services, to "What is the

Prime Minister's street address in Ottawa?" In many cases, .
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f.»ayai]ab?e serviceéﬁand public they were designed to serve.

i
in estab]ishing and operating such centres In annoﬂncing the

P

'calls are handIed_by Eeferral to the appropriate service,

. Somet1mes the information counse]]or ;1nds a s1mp7e

- information request may maak the need for a spec1f1c serv1ce

For examp]e, one cal]er asked where she could find
references to Canadian divorce legislation. In the course

of directing'her fo the 1ibrary,'it became appropriate for

'tLe counse]]or to give the caller the name of a famiiy

counseliling agency, in case she w1shed to d1scusq hcr mar1ta1

et t— tee o B USSR R Vo P I

:s1tuat10n further

v

S1nce the war, governments have become 1nrreas1ngly

1nvo1ved in programs des1gned to better the individual's way

| of life, E.g.,-empTOyant, education and retraining, medical

care, housing,_1ega1 aid and welfare. "In recent years, : '

research has increasingly emphasized the need for community ) e‘

“information centres as a means of closing the gap between

in Apr1l, 1970, the Government of 0ntar1o dec;ded to

launch a preliminary 1nvest1gat1on of its own poqs1b1e role

$50,000 study, the Honou"able Robert Ne1ch, then Prov1anal

Secretary and M1n1ster of C1t1zensh1p, stated
. €



ava11ab1e on a community 1eve1 In the
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"Certainly an important aspect of citizen
participation invo]ves the awareneés*on

the part of citizens themse]ves of the

‘ serv1ces and fac.11t1es ava11ab1e to them

1n their own community and prov1nce, and

1t is our inte nt1on to 1nve>£1gate the

ro]e which the Provincial Government might f 4

play in making this information fore Feadily

e Y

|

'use of profess1ona] and volunhary qtafF

R VR B SRS TN Ny TR e B s P wﬁ:?agn&maxugxmwr:n—t‘wyi

com1ng year,'Lhen, we hope to establish - ..

~in partnersh1p with other levels of‘

government - centres across the proviace

and evaluate their operation in terms

of admznxstrat1ve and financial arranaements,

client satisfaction, and other matters

ré]ating to the‘co]]ectioﬁ, organization,

~and dissemination of information for advice

and referral purposes"”.

;t,was felt that the study cou]d best bé ~accomplished on
a pi]ot basis ... by giv1ng a series of non- recurr1ng grants
to aid new or ex1$t1ng centres in the prov1nce. .Thus ;. the
'quernment would be 1n_a pos1t1on to gaxn f1rst—ﬁand data on

the collection, organization and dissemination of information
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in the centres, It would be betuer able to determ1ne the

-iorg rarge 1mp11cat10ns of government 1nvo1vemenu 1n commun1ty

Jnformation‘ceptres, and to make recommendations.

As part of'th§s study, which resuited in pub]ieatioﬁ'ofl

‘the report Pertners in Information, by Dr Wilson Head of

York Un1vers1ty (1971), the Government ef 0ntar1o collected

1niormat1on from several commun1ty 1nf0rmat1on centres.

proeessing these data col]ect10n forms.

The 1nformau1on was coXiected on hand- wrntten check 11sts
Each month, the s]1ps were sent to Toronto | |

where the information on them was keypunched and tabulated by

'eomputer.',A copy of the tabulation was returned to the centre.

During the eighteen mOnths‘of Dr. Head's study, centre
d1receors and boavds came to re]y upon these tabulations for
an on- going audit oF 1nf0rmat1on centre performance. In

December 1972, however, the provincial qovernmeﬂt stopped

At this point the Computer Sc1ence Department of the

Un1vers1ty of western Ontarlo became assoc1ated with Information

London, We wrote a program to~produce the same tabulat1on the
provincial government had beeh'doing-and from Décember 1972°

untii.May 1973 .undertook to process the data-collection forms.
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and_for the first six months of operations by volunteer

ORGANIZATION

The.chaI point of this report is Information London

f(Ontariq).

Infbrmation London started in December 1970 under the
sponsorship of the London Adult Education Association when
Ms. Ekki Kloezeman was engaged as its full-time director.

She was assisted By_a part-time secretary (two days a week)

.workers only. Operations began in January 1971.

By 1974, Information London had added three part-time

informhtioh counsellors (fthree days a week) to the four

‘volunteer workers, who come in a half day a week each.

8} .
" Most inquiries are received by telephone. The Centre has

“three telephone Tines. These are answered continuously

during the nine-to-five, Monday—tofFriday, business week.

- The centre's information resources consist of three

conventional filing cabinets in which a folder is maintained

,bn each human resource agency. The folder contains pamphlets,

newspaper clippings, correspondance, and aides memoire.

For ready reference, the centre uses a visible index

card file with each card giving contact information (agency

name, address, phone number, contact person,. hours of

S

Sms T £ - ThOIL RS




RPN AT Le oo T

. 25

operation, area served, and basic functions of'the agency) for

each human resource agency.

The most frequently used information resource consists

of nine loose-leaf binders, sectioned by tabs into subject

areas: hmergency, Lega] Serv1ce5, Child Care, Senior

Citizens' Needss Individual CounﬁeITiqgs-we!fare and Benefits,

- Employment, Child Welfare, Fan11v*andJMav1 tal Counselling,

‘ L1cences and Permits, Group Homes, Fonsumew Proiect1on, Factorv

et aom vl el I ey - S TAN)

Outlets Supermarkets, Used C1oth1ng, Unusua] (Consumer) %erv1res,

Shopp1ng Ma]]s,~$ports and Social Clubs, Federal Politics,

'VProv1nc1a1 P011L1cd, Municipa1 Politics, Neighbbufhond Groups,

-Profess1ona1 Associations, Community Groups and Ethnic Groups.

In addition, the centre possesses-a-wide range of the

customary local directories and general reference books.

Acting in concert with the London Public Library, Information

LonddnAnow draws upon its files to qu]ish a 86-page annual:

directory of human-resource agencies. Each entry contains the

data previously described as "contact information".

Many questions are also answered with the aid of a large.
bulletin board on which are posted’c]ippings ffqm the daiiy

newspaper, regarding coming events, and from a large-scale

‘street map of the city.
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v 'INFORMATION AND RESOURCE CENTRES: -

INFORNATION LONDCN
294 Dundas St. #109

London N6B 1T6. © B32.2211
"Office hoursi7 9‘to-5 Mon -to Fri - ' '

Provides 1nformatioﬁ, ‘referral and assisTalics coﬁcerning,a wide range
of human resources in.the community such asi government services,
soclal’ services, emergency services, health services, children and

“youth services, counselling services, employment services, recreation,

v

financial counselling, educatli on, and community organizations.
Some speclal services include: & complete and up-to-date list of
nursery schools, day care centres and other facilitles for children

in London and surrounding area; informatlon on English taagmegeand

and cltizenshlip classes for adult newcomers; a directory of ethnie
groups in the city of London; informatlon, guldance and referral

to housing of all kinds for genior cltlzens, families, single men

and wonen, youth, children, those with handicaps a2l spetsdl needs

and emergency accomodation as wkll as information and referrals

on landlord-tenant problems; information-en-nursing: homasw.homeuwmwm“
for the aged chronic careehospltals, and other facllities

~and services for. senior citizens; Ainformation on day and res¢dence.

camps for familleq and children.
People in need of 'such information can contact the agenoy Beycd

telephone, personal interview or letter., Referrals will be made to

ohc agency best equipped to as§list with the problem presented.

Area served: London and Di/strict Source of funds s United VWay,

Federal, Provincial and
Municipal government grants.

NEIGHBOURHOOD CENTRES
CROUCH NEIGHBOURHOOD RESOURCE CENTRE

550 Hamilton Road

- London W5z sk S 673~0111

Hoursz Library and Information Servicesz 9¢to 9 ‘Tues to Fri
S to 5 Sat :

tOther,soc;al sexrvices:s 9 to 5 Mon-to Fri

A jJoint effort of several large agencles (Family and Children®s Service
Board cf Xducation, iliddlesex~London District Health Unit, London Publi

Library and Art luseum, Ontario iinistry of Community and ?Social

Services and liadame Vanier Children’s Services) and several neighboure
hood agencies and groups to provide services and skills at a neighbour-
hood level. Provide more accessible services to neighbourhood resident
soclal services avallable through inter-professional team approaches;
rreventative programs to help heilghbourhood deal with its probiems and
cencerns. Close connection with citizens group in area. Public health
nursing, short term counselling, information ad library. services; crisi
Antervention caseworks advocacy assistances referrals: legal consulte
ation; family= child counselling; social and educational programg

for all ages; ErrYIrEEXEOYTNSWISANALIANSXINEYUREX parent educatién

:(child.management). Services for new Canadians include English classes

|
i .

1
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i . . : Information London recewes support from the United

Commun1ty Serv1ces fund and from the prov1nc1a1 government

¢ .

and has rece1¢ed money from the Federal and-]oca].governments
also. The centre is seeponeﬁb]e to an 1ndependent volunteer
board of directbrs, made up of pub11c-sp1r1ted c1tlzens.
“Information London cen be characterized as a communityw'
oriented, general- purpo e, non- profTi (voluntary °ect0r) %
“information centreL

e u-uﬁzz-Commun1ty Information Cenuve has Lhree prinC1pa]

activities:
}§- , - (1) aequiring information

. ~ (2) .storing, retrieving and disseminating information

(3) collecting data regarding client inquiries

"as péft of a systematic citizen feedback system.

Afcenire then develops in the following way:
at its”incepfion? there may be sihp]y a single, knowledge-
able individual whe provides information meehAaS'ee>eref-‘m
Sistep or cian_codnsei]or in earlier déys, when phé family
represented the basic bihdfﬁg fdrce of society. This -
L o -‘sufeogaﬁe clan counsellor begins by an#Wering_inquiries‘
'baSed partia11y on past persona] ekperience .. |
and partially by 1nf0rmat1on galned by pereora] contact with

’. ‘ i persons known to know the answers R e
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| A R S
Cinquirier o ~ information ' inquirer
: N A— centre” -

However, the complexity of society soon requires the
counsellor to beg%n buiiding a data bank. This need

becomes critical as persons less knowledgeable and

.welleconnected information-wise join the centre's staff.

,The’building process starts by recording information
deve1§péd fp answer specific queries so it can be given
to subseqdéntICTients{

+Later, the centre begins actively to seek information

in'anticipation of questions. It does so by acquiring

current municipaI, provincial, and federal ‘directories;

‘c11pp1ng newspapers and per1od1cals° and ca111ng upon contact

.1nd1v1dua]s in agenc1es on a regu]ar bdq s much\as a

newspaper reporter covers his “beat“ Perhaps_the"centre

will even conduct surveys in important subject areas Where

no reliable information can be found.

o+ oy ey
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3 .
inquirer mfo,rmat“!en | inquirer
o centre. Bl
. e agency
ublications : data S ont
P bt bank g COTILACTS
- + - —-——’:’—q—-—w "' — ras - o - —-— X . -
! l' o ' - ' ; ' surveys
? The next step may be to collect data regarding the
o o ‘clientele served and the questions asked, the better
b o to anticipate future information needs and guide the

centre's information seeking activity:
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. : ' - |performance
, L 4 ‘ i S tatistics "
inquirer rinformation [&7 inquirer
ceptre ‘
et e
" . . R = — -
B ' ) - - 1 ( agency.
o - pubTicationsim—mm sy Sgﬁz o By contacts
surveys
!

é . - . _ - Short]y the information ccntre‘otaff comes to apprec1ate
: that perhaps only 2/3 of client 1nqu1r1es can be answered

'? :" : ‘purely 1p‘the Tocal context,. Informat1on must now be acquired
| regard1ng ne1ghbour%ng commun es; and the pquinqiai_ahd.

federal scenes. °

i

5
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Fortuﬁateiy, fhg information cgﬂtre-now'has information
in its_data Bank, as well as its own performance;étatistics,
Vand theﬁe are of interést to o?hgr-qentrés;.‘An éxchangé
of information can be used to catalize a WOfkiﬂ9~Pe1at1°""~

ship with these other centres.

The foundation for information centre networking has

Py

thus become established. ; o o

== At the same time, three weaknesses of the.system become

evident:

~{1) . individual community information centres frequently
. lack the skill and resources to process and collate

data into ‘its best form for effective intevrchange.

:(2) Individual community ihfoémation'centres lack fntimaté

familiarity with the workings of the federal and

"pbeinéiallgovernménts, not to Speak of .the lack of

' budget~for-1ong-distance‘te]ephone ca?ls._ Moreover,
if a great many community centreé made an effort to'
‘acquire this'fnformation, its acquisition would prove
to be bdrdensome; bdth to the centres and- to the fedéra!
and proéinciaT,agencies involved.
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(3) Similarly, it is difficult for information agenéies
operatzng at the federal and provincial 1eve1 :

bncomu h1gh!y knowledgeable about the human serv1ces

~de11very system at the 100&1 tevel - cgpec1a]1y as 1t

invoives the voluntary sector.

According'lys it has been proposed that there be i

estabiished in th@ provincial government a cqmmunity_

_dinformation branch This branch would have at 1east four

i - .
R e R R . rir e

'funct1ons:~

(N 10 acqu1re deia11ed current information sregarding

the human serv.ce delivery system as - 1t exists at the
prov1nc1a] level, and to disseminate this information
quickly to aill communﬁty information centres in the

- province.

(2) To operate regional support centres that would collate
local 1nformat1on acquired by commun1ty information
centres and provide~data-processing.support'to these

centres.

(3)_-C011ect.performénce statistics about community
~information centres as a by-product of processing tﬂeir
. ciient-cbntact déta; ana1yzé'these statistics to' |
'develop_sociél indicators; and deliver the reéulting
information to governmentiqffjcia]s concerﬁed with |
p]annﬁng and programming (thus comb]eting‘fheAfeedbéck

EOntro1 path in this area),.

=




(4) Administer the prévinciai.contribution'td théff@nding

“. of community information. centres.

Inasmuch as Information Canada provides am Enquiry

. ~ Centre, this agency could be & key to.acquisition of current
' ) i A ' . . &

detailed information regarding human services delivery at

. the federal Tevel.

et e _The_interactions between Informatien Canada and_the
provincial community information structure might appear as

-y

Vfofiowsz'
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The addition of network intérrelationships then comp]étes‘

the operational model of a_community information centre:
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(’. ; c To recapitulate the functions at the various nodes in

,} theWCOmmunity information network:
A. NEIGHBOURHOOD:RESOURCE CENTRES

1. Provide a walk-in and telephone information and counselling
“service to local clients with the primary emphasis on

face-to-face client cbunse1lingL

Y

!

2. Provide client access to publications relevant to the’

B VTR

e .__availability of human services.

3. Advise the‘Community Information dentré‘regarding need

 for additional information resources, unmet human needs
in the local service area, and malfunctioning of the
. -~ human-service delivery system with emphasis on perceived

client dissatisfaction.

i | ‘ 4, Acf as a focal point in conducting surveys of local

conditions initiated by the Community Information Centre.

| 5. Fulfill human needs as dictated by Tocal conditions and
the capabiiities of its sponsoringfbbdy. These.activities'
| , - » ‘might include: a game~-vroom for children, organized amateuy
athletid-and thea?rica] events. child dayQpare, womens'
- clubs, senior citizéns' clubs, teen-age drop-in @entres,
hostels for tvénsient youth, health clinics, ﬁervicés to

migrant workers, counsei1ing.new'Canadiaﬁs, used-clothing

(. depots, etc.
", s . .



B. COMMUNITY INFORMATION CENTRES

1. "Provide a walk-in and telephorie information, counselling,
and referral service to clients with primary emphasis on

telephone referral and establishing agéncy contact.

2. Respond to requests for information from Neighbourhood

Resource Centres and Community Information Centres in-
other communities. T . -

‘private, aﬁdivo1untary human-service agéncies for purposes
of infbrmation gathefing,;referﬁais ahd feedbéék. Work

L with these fndividua?s to improve Ehe filow of ihformatioﬁ
'_regardiﬁg the availability of human services.

4. Actively acquire and verify human-service. contact information
from local government and voluntary agencies, published

divectories, newspapers, and periodicals.

5. Initiate éurveys'of local conditions where reliable
information to be gained by such survéys is otherwise

unavailable.

6. Provide local human-service contact information-ta'gggigggl

Support”céntres and obtain from that source human-service
cbntéét 1nf0rma%ion regarding the provincia3~and federal

governments and neighbouring communities.
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9.

10.
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Ma1nta1n a compr hensave up-to- date data bank of reliable

human service . contact 1niormat1on.

CoT]ate'spécific human-sevvice contact information- to
fulfill the needs.of public and voluntary human~service

agencies.

Publish an annual divectory of human-service contact :

nformation for the benefit of Neighbourhood Resource

. e

Q_ refwand the- pub!:c at large.

Keep records cf c11enb conmacts to monitor the efrectiveness

of the 1nfor ation centre, dxsc]ose unmet human needs,

Vma]functioning of the human~service deiivery system, and

need for additional information resources
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1.

2.
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REGIONAL SUPPORT CENTRES

Tabulate and analyze client contact information from

.......

Community Infofmafféntcentres, Deliver statistical

reports to the Community Infdrmatibﬂ-Cenfnes'tO-guide

their operations, and to the Provincial Community
L
P

Disseminate comprehensive, authoritative, and up-to-date

Information Branch.

- informationAregarding‘provihcia1 and..federal human=:

service delivery programs to Community Information Centres.

. Collate Tocal human-service contact information received

from Community Information Centres and maintain a regional

data bank of such information so that Community Information

Centres cam quickly and easily obtain relevant information

regarding other communities.

Administer_pPoVincia1'granfs toACommunity Information

Centres.
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(. o D..*PROVINCIAL‘COM_MUNITY”INFORMATION"BRANCH

)

1. 0btd1n human-service contact 1nformat1on regard1ng tne

prov1nc1a1 and federdl governments and de11ver 1f to

Reg1ona] Support‘Centres;

- 2. Collate statistics regarding unmet human needs, mal-
functioning of the human-service delivery system,
perceived areas of citizen concern, and the popular

impact of government programs _and deliver. timely.

reports to réspcnsib1é administrative areas of government.

3. - Establish formats: for collection of client contact data,:
!hUman—serVicé contact information, data-bank entries, and

‘ . -~ .statistical performance reports.

4, Establish a close working re1at1onsh1p with Informat1on
.Canada to fac1l1tate Lhe flow of human-service contaut

information regarding federa1\programs.

o . 5. Administer the Regional Support Centres.

6. 'Set budgetary requests and perform the other administrative

functions required of a branch of the provincial government.
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“units such ag-refurb1shed busses or sem1utru11erd.i The

sponsoring organization engaged on a part-time basis,

‘Youth?in-Action,‘Opportunities-fOrmYouth, Local Initiatives

40

In terms ofﬂsusport and sponsorship, it is suggested

“that: S R \ .

No1ghbourhood Resource Centres. chou1d be operated as’

adJuncts to ex1st1ng 1nst1tut1ons-xn the pub]-cAor‘voluntary~

‘sectors. Pricrity should be given to estab1jéhing centres

. T . . .‘ ) ..
in geographical areas in which human need is mosF urgent.
. . . oL T -
Special consideration should be given to reaching partialiy

depopulated and depressed rural aréas; possibly by mobile

o

sponsorTng agenc1es cou1d include cnurchesq pub11c ?1brar.es
ethn1c organ1zat1ons, granqeq, durv1c; c]ubs,‘.ratorna] -
organ1zat10ns, §ett1ement houses, community scn0015, and
Tabour unions. 'It‘wduld be hoped that funding would be

obtained from municipal grants programs and voluntary

contributions. Provincial participation should be Timited

- to pkoyiding informational and organizational support.

Personnel shoyld include full-time staff members:of the
temporary workers available through programs such as

Projeéts, New Horizons, etc., and a high percentage of volunteer

workers.
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Community In%ormation Centres vhould be organ%zed_iﬁ

the vo1untary sector each respons1b1 to an indépehdeﬁt
board of d1"ector%. They ahou1d be Funded probab1y | l

2/3 by the Prov1ncaa1 Commun1ty Informaflon Branch aﬂd 1/3

by the 1ocQ1.Un{Led~Commun1ty Serv1ces Fund. It is essentla]

that there be a nucleus of full-time personnel augmehted'in
¥

- peak periods by part-time and volunteer workers.

The Provincial Community Tnformation Branch wiﬁh its

Regiona]"SLpparu Centres is v1%ua11zed as. be 1ng an arm 6f-'

the prov1nc131 quvernment



CLIENT-CONTACT SUB~SYSTEM

In examining this and"sdbsequéntvpartsAof the community

information system, the following systems model will be

Y

OBJECT SYSTEM
INFORMATION SYSTEM

~employed:
{ : .
' J—mmﬁmnmmaenvivonment
tobject
system AR
: — - - |
x - 1.
master 1 lcontrol information
system { jsystem system \
: . { {

—— w— ~ey Sremm s — o e ——— e

. host system

‘When thisfmode1'is appiied to the client-contact system,

3 the components of the mode] aré~specified as follows:

Information Centre Management
‘(Board of Directors)

MASTER SYSTEM

CONTROL SYSTEM Information Centre Executive (Director)

Community Infermation Centre

Client-contact information and centre
performance statistics

ENVIRONMENT - Clientele, inquiries, agency fespbnse.

N

o
)
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{'The ponﬁrol mechanism of;thé Community Information
System then consists of the InformationnCentfe'Exehutive
acting upon the Centre‘s_igjgﬁggl>ihfbrhation system in
‘éccdrdance with the directives bf:the Inférmation Centre

Management.

The Information Centre Execdtive,,knowing the perceptions

entertained by Information Centre Managementj regarding the

clientele to be served, the services to be rendered, and the

. —resources-available is enabled by use of client-contact:

information feedback in summary form to:

. foéu5~infbrmétion aﬁquisition hctivitieéxupoh fi1ling fhe
lacdnae revealed to exist in the centre's store of
information; ‘ ‘ |

. Pro;e]yze‘c]ient contacts among underrepresented socio-
'econom{c jroﬂps in ways such as seeking newspaper advert-
ising in thg communify and~neighbburhood~newspapers;
placing spot‘announceménts on 1oéa1 radio étations
éspecia]]y “hof—line" shows,'ethnic_programmes, and

_Aconsumer—orieﬁted presentations; seeking exposure on
televﬁsiohfheﬁs and consumer{information.programmes;

: setting up temporary information kiosks in shopping malls;
posting announcements on community bulletin bbards iﬁ
‘neighbourhood resource centres, 1ibraries, schools,

churches, and supermarkets; and distributing handbiils
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in schools,'shopp1ng maTls, and door to door. . One partfcular]y
effective instrument. has been a 3- 1/2x7=1/2 inch cardboard

a announCLment w1th the teTephone number (43? 2211, se1erncd

for easy dlaizng) prom1nent]y d1sp1ayed An effectxve ven1c1p h

for d1str1but1ng tnesm cards has been the "Wcice.e Udgon“
hostess. ‘Householders are urged-to post a card near the

famiyly teiephonea

. . Arrange w1th agencies for an 1mp?oved fiow of 1nf0rmat10n to

'""”thé"publwc “Inthis ared, contacts with the London Academy

of Medicine (1dent|fv1ng doctors +in general practice W?Ti?ng
to accept new pat1ent°) and the Mlddl@:ex 5&r Assocxat1en )
(regarding the fields of specialization of local lawyers)

have been especially rewarding.

‘Allocate centre resources s¢ as %o improve servvice to the

public such as by setting: hours of work for part-time and volunteer

staff, specialization on the part of information counsellors,
and creation of specific reference tools (ie. T1ists and.

combi1ations)m

The data sets involved in the information system are:

CLIENT-CONTACT REPORTS

and

- CENTRE PERFORMANCE STATISTICS.




. Consider first the production

’

. report from basic information:

identificat
ion of
contact

circum-
stances of.
contapt

(serigl—i)

character-
tstics of
ciient

description

of problem

45

of the ciient-coniact

e

service

lprovided

response

agency of

action by

centre

P

referral

action by

agency ~

agency

response

outcome
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Because- ciient contacts number over 1,500 afmonth,:
reports of individual r1ient

: computpr each monLh

the back of the rat1ona117@d data ach131t10n document

¥
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ontacns arc pr0Lesaeo by

- Inasmuch as add1t1ona!

the_

cllent contact

“information of a n&rrao1ve nature is frequent]y rcrorued on.

the

original documenms are returned to the centre for reaerence

after processing the raiiona1n?ed data by computer. The

proces¢ﬁﬂg*Teﬂu1%s“ﬁn the praouct1on of performance~statistics

as fo]]ows*

tabutation.
d?%a sets

A tabu?atidn tabulation
data set ‘{data set
# - #2
;//f/,.
cross-~ -

U )

‘month1y aggregations are then processad once a year.

Thﬁs

i, S L e
P et

tabu]atioﬂ' tabulation
¢ © ¢ jdata set data set
#(N-1) ; #N
e

set

linteractionsg
data sets
(1=N)

icross-

tabulation
data sets
(N»T“N)
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The month?y and yedr]y tabulat1ons are db11vered in

tabular format as a pr1nt out from the compute . Or1g1na!1y

-on]y se]ected uttributes vere: cvoss tabu1aned Later 1u

- was found to be exped1ent to cross- tabuiate d!] attr1butes

because,1t was-not possible to predici in advancm wh1ch
cross-tabuiations would be requiredﬁ Crossﬁtabu1ations

are also delivered in tabular format as a print-out from the
computer. It has been foun&~to be expedient to store the
tabulations and cross tabuiat1on< on magnetlc poe because
this affords the mObt efficient means of produc1ng add1t10na1
copies as required. Each month?y report 1s rnia1ned unL11 |
superceded by a subsequent month]y report. Thé ygariy

report is kept as a permanent record.

Two copies normally are made of each computer print-out.
One. is de]iyered'to'the centre with the data-acquisition

documents, and one is retained by the computer centre

(Compdter Science Department, University of Western Ontario).

From time to %ime additional copies have been producad,
Agencies receiving such copies have included United Community

Services, the Provincial Ministry of Community and Social.

" Services, the_Fedéral Department of Communications_and the

" Secretary df State's Department,'Citizenship Branch.
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YA :
P

Qﬁestiéns.which invo]vé set-intersection analysis
{ie. cross-tabu?ét?on by three or more attributes)_are
transmitted by €e1ephoﬁe to the ccmpuﬁev céntre, WhEne the
answers are developed by running the appropriate aggregation
of c]iént;contact data agaiﬁst an ingquiry pkogram!i'Typical

of these questions are the following:

. During 1973-1974 how many clients sought day-carg for

pre-school children? How many found the servicé they

‘ sough@ﬁtﬁﬁbﬁ*ﬂnavaiﬂﬁbﬁéwffInnwhatngeographﬁcaigﬁﬂeﬁgwgfvw

the city did these requests‘briginate?

£

. During 1973”}974 how many c]ienfs aged sixty or o]der who
were éither ﬁanditappeﬁ_persons orpwar.vetekans;_soughﬁ
'1ow~rentél accomodations with.home service in South
London? How many found the serVicé fhey sought to bhe
unavailable? How many of these requests were answered:
by refevra1_t0: .
(a) Ontario Housing Corporation,
(b) Voluntary organizhtions,
(c) Mfssions or churches,

(d} Other agencies?

The first ciient-contact data-acquisition fdrm used was
developed by Dr. Wilson Head in the course of his study of
Community Information Centres, during 1920. It was used until
June }973‘{ The Tfollewing rationalized Qata on the front of

the document were processed by computer.
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Cage identification is provided by a pre-printed serial
numbeyr (6135), a pre-printed box_biving the Statistics
fanada region and municipality numbers (54-07, Londoﬁ);‘

an information centre number (100) assigned in the context

- of the study, and a blank for the date with pre-printed

decade (Séptember 18, 74).

e e ————prearR et R - . [ PP NPT R _ -
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Region  Munic, Info.C,
N¢ 6135

~1"Office Hours (A)
2 After Hours

" Initia! Contact (B)

A0-Pubrlic — Self & Relatives

11 Public — Other

12 Health, Welfare, Rec’n
13 Other Gov't Service
14 Business, Labour

15 Professions & Assoc’ns

Contact by {C)___
.zg’Te!ephone

it 21 Interview

22 Correspondence
. 23 Answering Service

Type of Enquiry (D)

30 Service Enquiry
___,,,34“Address Phone No. or
Name Only

Special Groupings (E)

40 Aged - 60.up

41 Handicapped
A2 Youth 16-21

43 Imrnigrants

44 Migrants

45 Language Problem

" INFORMATICN LONDON

. Category of Enquiry (F)
" 5O Accommodation

51 Adjustment — Family, Indiv.

52 Child Welfate
53 Employment &
54 Financial

58 Health — Physical, Mental
56 Home Services

57 Landliord and Tenant

58 Consumer )
~B9Rec'n, Educ’n, Vac'n

60 Legal

61 Other

G2 General

70 Muiti-Problem {G)
73 Urgent (H) «

Disposition (J)

80 Referra] (1.C. made contact)

81 Direction (caller to contact)

82 Referral or Direction Back

83 Advice and Guidance Only
~B4—-information Onty

85 Other

88 Needed Service doubtful (K)
or not available .

ocational

Service Ref. or Dir. to (L)

90 Municipal Welfare

81 Prov'i Welfare

92 Canada Manpower

93 Un. Insurance

94 Natnl. Health & Welfare

a5 lmmigration

96 Public Health

97 Doctors

88 Ont. Housing .

95 Sr. Citizens Housing
100 Hostels — Aduits
101 Hostels — Youth
102 F5A's
103 CAS’s
104 Legal Aid
106 Lid — Tenant Bureau
106 Day Nurseries
107 Missions, Churches
108 Sr. Citizens Clubs
109 Other
110 Recreational Facility
111 Educ. Facility
112 Municipal Affairs
113 Fin. & Consum. Affairs

" 50..

ERS IR NN

Date: ___aé;z/j_ld’_ /74—

Area of Client (M)

120 London — Central
121 London — East
122 l.ondon North
123 London West

124 London South .
125 Middlesex County
126 Cther

e
Found I.C. through ‘(N)

140 Agency

141, News Media
142 Telephone Book
143 Other

- Agency Requested (0)

150 Consumers Assoc.
151 Volunteer Bureau
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. Y _
Client's Name b [focler Age . Mil. or Other No.
" Address - Phone
Children No. Ages Religion if Applicable
Initial Contact By.
Comments: K"“"'&J"{' oo M/A ' z
. s
\?‘ ,M e PP Ll [Q—"Wfo/g‘\-‘/ o <N
. .. - . \—\ ¥
N t
o
{,__,._
’
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. | Characteristics of Contact include the following:.

5.

A{ When contact was made

1. Office hours ~

2. After hburs (by a telephone answering service).

(This service was provided by the province as an -

experimental variable in the*studyj”but"ha§—§ince been

discontinued.)

B. Initial Contact

10. Public - Self & Relatives 13. Other Gov'nt'Servfce
"11. Public - Other 14, Business, Labour

. - 12, HeaT_th, Welfare, Rec'n. 15. Professions & Assoc'ns,

C. Contact by

20. Telephone | 22. Correspondance

21. Interview | ~23. Answering Service
0. Type of Enduiry

30. Service Enquify 31. Address, Phpné Np. of Name.on1y'
N. How the client found out about the Informatiqh Centre

&

- 140. Agency ° ' 142. Telephone Book
141. News Media 143, Other |



(@

E. Special Groupings

40. Aged -~ 60 up - 43.
- 41. Handicapped a4,

42. VYouth - 16-21 45.

M. Area of client

120.  London-Central 124.

=127 London=East - 125. Middlesex-County--—-svemumns i
122, London-North  126. Other
| 123. London-West
! . | ’
| . ' : .
| \. ~ Description of Problem include the foliowing:
‘ 6. 70. Multi-Probiem
H. 73, Urgent
F. Category of Enquiry
50. Accomodation 57. Landlord and Tenant
51. .Adjustment . b8. Consumér
Family, Indivs : '
52. Child Welfare 59. Rec'n., Educ'n., VYoc'n.
53. Employm & Vocat. 60. Legal
. B4, Financial, 61. Other |
- 62.

55. Health: Phys-Mental

(‘ ' 56. Home Service

Characteristics of Client include the following:

Immigrant5>

Migrants

Langudge Problem

London-South

-Genetratl




o

Service Provided

Jd. Disposition

80. Referrai {I,é; made contact)

81, Direction (caller to contact) 81

82.7 Referral oridirection back

%

Agency to Whiéh«Referred

90. Municipal Welfare

'9]. Provincial Welfare

92. Canada Manpower

93. Unempl. Insurance-

94. Nat. HeaIth & Welfare

95, Immigration
96. Pubiic Health
97. ADdctors
98. Onf. Hou§ing

99, Sr. Citizens Housing

100. Hoste]s-—Adu]ts~

101. Hostels-Youth

0. -Agency Requested

150. Consumers Assoc.

Action by Agency.

- La==Service Referval or Direction to:

102,
103.
104,
105.
106.

107,

108.
109,
110.
111.
112.
113.

161,

83. Advice and
.- Guidance only

Information only
85. OQther
FSA's
CAS's
Legal Aid

Lgnd1ord-Tenant Bureau

Day Nurseries

Missions, Churches

Sr. Citizens Clubé

.Other

Recreational Facility

Educ. Facility

Municipal Affairs
Fin, & Consumer Affairs

L2

Volunteer Bureau

K. 88. Needed Service doubtful or not available.

>
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fihe reverse Side_of the Head's data-acquisition form

information:

CLIENT'S NAME

AGE

MILITARY OR OTHER NUMBER
ADDRESS |

PHONE

CHILDREN: NUMBER
AGE

RELIGION IF APPLICABLE

INITIAL CONTACT BY
COMMENTS

B contained blanks to accept theafqliqwing items of

None of these data were ever rationalized for computer

input. In fact, aside from COMMENTS, none of these data were

ever collected systematically the inherent pbssib]e advantages

for longitudinal - follow-up notwithstanding.

Whether the

reasons are attributable to information counsellor overload,

\

these factors is a mogt point.

L

concern for the client's personal privacy, reluctance of

" client to respond to these questions, or a combination of
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1% appears that these data are unobtainable and, to

preserve the credibility of the community information centre .

as. a source of confidential counsef]ing, perhaps'ﬁo effort shoutld
be made to collect them. Tt is, in fact, difficult ﬁbﬂﬁo?Tecf .
data as to the sector of city in which the client's probiem
arises. Only.in about ten percent of client contacts is fhis
fnformation given. ‘_ |
‘ ! |

The COMMENTS section is widely used and in the succeeding

data collection document, a mark-sense card, comments continue

I *na R A o

to be handwyitten on the reverse side.

Beginning in June 1973, information regarding each call
answered has been_recorﬂed on mark-sense cards, instead of on
printed forms. The reason for this is that these cards can be

read directly by a computer and this makes the preparation of

monthly tabulations much quicker.

Mark-sense cards have columns which run vertically and
rows which run horizontaliy. Information is recorded on a
mark-sense card by biackening in one printed "bubble” in each

digit position of each field, using a special pencil.

The card format selected uses both split fields and fultl
fields. 1In a split field, the bubbles have values 1,2,3,4,5.

A split field can exist either above or below the central

.horizonta] axis of the card. 1In a full field, the bubbles -

have values, starting from the top of 1,2,3;495,6,7,8,9,0,_
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Fie1ds.A,DgE;K,f,9,YQ and Z are full fieldsi Half fields
have values starting from the tqpbd0wn of1,2;3;4;5, »Fie1ds"
B,Fgﬁwi,N,Q, and W are half fields using the top ha]f;bf'thé
card. Ffe1ds C,6,d,M,P,R, and X are half fields using the

bottom half cf the card.

rATl.ﬁie]dé except Tields A,T., and Z use only one

mark-sense column. They are one-digit fields.

e, Field A contains a unique, prepunched six-digit case.

-
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' REPRESENTATION OF THE MARK-SEMSE CARD
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U%ie1d T‘cdﬁféins four full columns. Thus by b]aqkening

- one bubble in each column, a four-digit numbeyr (0000 to Q999)

can be recorded. For the time being, marks are made in only
the two left-most columns of this Field, leaving the two

remaining coiumns unmarked.

Field Z contains five full columns. Thus by blackenﬁng {
one bubble in each column, a fﬁve~digit number (00000 to 99999ﬂ

can be recorded. For the time being, marks are recorded in

@on}y~the~two-1e$%«most columns of this~field, -leaving the. -~ ...

three vemaining columns unmarked.

A default occurs when a column is not marked or marked in

such a way that the computer cannot read it. When a default

-occurs, the computer records the default value. A default

occurs when:

(a) no bubble is blackened,

{b) two or more bubbles are blackened in one of the digif

columns of a field or half field,

(c) a bubble is blackened which has no assigned value.

Default, signified by 6, is not the same as 0 (zero).

Zero is the bottom-most value of each full field.

Use of default symbology greatly reduces the time

-necessary for an information counseilor to record client-

contact information, because only unusual events need be-

specifically marked.
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~In addition, several changes were made in the data

coliection format:

‘Characteristics of Contact

Initial contact was revised to reccognize the referral

role of Neighbourhood Resource Centres.

Contact by was revised by deleting the "Answering Service"

obtion.

Characteristics of Client, in general, failed to specify the

special needs of the client as precisely as Information London

desired. .

Special Groupings was revised as follows:

age was rationalized into five classes:

@ = aduilt

1 = pre«schoo1 child
. 2 = school-age child
'3 = youth (T§~25)

4 = aged {60 and up)

Immigrant-Migrant categories were combined and extended as

follows:

P = citizen-resident

1 = newcomer (rather than migrant)
2 = immfgrant
3 = native person (Indian or Eskimo)




" In addition, Information London wishes to identify the
following special groupings:

Welfare Recipients

Persons in'Troub1e with the Law

War Veterans

Description of the Precblem !

[

Problem categories were renumbered so as to relate

...mnemonicly to the codes used to designate referral agencies.

Certain categories were split to afford a more precise

definition of the client's problem.

Service Provided was expanded to include the types of service

‘rendered by Information London:

Information Obtained - je. cases in which the centre calls

an agency and obtains specific information in order to answer
a client's inquiry. In many cases the agency would be

unwilling to give this information to the client directly.

' Servfce Performed - eg. fi1ling in forms for the client, etc.
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Found by \In:ormat1on London item E) correoponds to

- Head's item Found I.C. Through (N). The

present rationalization is as follows:

g or 1 ='Te1ephone'book
% 2 = human-service agency
3 = news media |
4 = other .

This rationalization, which corresponds to the one

previousiy used by Wilson Head, is appéreht1y deficient

inasmuch as it leads to a pronounced over~use of the

choice OTHER (98.34 percent of client contacts in

October 1974),

-

turther study is necessary to assess fhe re]at1ve
merit of the great number of strategies used to promote
client contacts. As a result of such study, it should

become possible to adopt a more specific rationalization

for the responses in this category.
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Time Taken - Information London. felt acquisition of this

information was essential to make an informed allccation of

centre resources. The data were rationalized as follows:

Tess than 5 minutes

1 =
2 =>5 to 30 minutes
3 = 30-60 minutes =
4 = over 60 minutes

CATTTON by Agency = This is the single®ostimportanttinformation=- -
item in terms of the value of a Community Information Centre to
a-senior level of government, because it provides a ready-made

social indicator that can be used to monitor the effectiveness

of administration., the social impact of government programs,

and at the same time give timely warning of incipient social

disaffection. The modified client-contact data acquisition

document devotes two Tields to this item:

Availability
9
2

the service exists and is available to the client

service does not exist
2 = service exists, but its availability to the client

is doubtfui-

t
p = not a complaint
1 = client compiains about how a human-service agency

nas handled his case.
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¢

Agency t0o wh%ch~Referred - The relatively small number of
options avai]ab?e in the Head form had previously lead to
over-use of the “other" {(109) category. it was pianned to
expand the options by use of a mnemonic coding systém by

which unique descriptive numbers could be derived for each

human-service agency.

It was intended that the First digit refer to the

_.Sponsorship of the agency, viz:

f or O other
1 = municipality
= province

federal

£ w N
]

= quasi-public eg. universities, hospitals, crown
corporations | |

5 = vo1ﬁntary sector ie. service 0rganizations_su¢h
as the Canadian Red Cross

6 = associations fe. non»profit organizations whose
service 1is rendered primarily to their own
membership (eg. labour unions)

7 = pr%vate sector.

8 = special»designator for a node of the Community

Ihfqrmation Network.
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In practite,,perébns using this classification have
reported finding it difficult to decide wheiher a non--
govarnment,~not=for—prof1t'agency is, in fact, inward (6)
or outward (5) looking in terms of how it renders its human

service functions.

It is thought, therefore, that it might be preferable

to let the code 5 stand for all non-government, not-for-profit

“ageiities to avoid instances of contradictovy codingz=~




. The second digit was intended to represent the primary

human¢3ervice function of the agency:

other or business

6 or O

1 = basic¢ income support

2 = human-service in kind (eg. she1t§r) |
3 = legal and prctective services o
4 = health care
A C TR S education - e
6 = recreation

7 = employment (eg. Canada Manpower)
8 = public affairs

. 9 = community activities (eg. home and school associatioqs)

A thfrd digit was provided for in ordér'to obtain a more
precise éharacterization‘of each agency's function. Indeed,
three additional seria]izafion digits are provided in ordef to
yield a unique identification of each agency address (a
comﬁuterized quesfion-answering system is. eventually envisioﬁed).
In practice, however, information counsellors found it difficu1t‘
to work with even three identifying digits and only the first
digft (sponsorship) and the second digit (basic function) are
marked. However, these two agency c]assification'digits‘in
concert with the p%oblem category and client characteristics

suffice to jdentify unambiguously most agencies. For example:
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Brobiem Category = accomodation

]

Sponsevrship province

Basic Function = gervice in kind

? + QOntaric Housing Corporation
[
{

Given:

H]

ProbTem Category basic income

federal

‘Sponsorship

basic income

Basic function
Welfare ' = 110

Age : = adult

-+ Unemployment Insurance Ccemmission

The expianaunon of the three-digit codes o]]ows.
(These are used in one version of the computer. 1nformat10n
“pesource bank). .Intgenera1, the second digit has been chosen in so

far as possible to conform to the rubric that: .

1 = sérvice rendéred primarily to fﬁdjvidua1s

= service rendered primarily to family units
= service rendered primarily to youth |

service rendered primarily to the "aged

= implies a counselling or information service

it

w0 S W N
i

implies an advocacy relationship
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If the second digit is # or 9 (BUSINESS). the meanings

of the thi

g or 0.=
1 =

2 =

rd -digit are:

‘other-business
retaif tradé
home ownership (house and Tand brokers, mortgagesj
communications (CN-CP, post office, radio, tv,
newspapers)

insurance, except health or auto

)

H
<

:

(o] oo~ (e}
!

- If the
third digit

banks—and other financial institutions
wholesale trade

manufacturing

personal service

construction

second digit is 1 (INCOME), the meanings of the

are:

welfare payments
family benefits, including disability allowances
family and youth allowances

old-age allowances

workmens' compensation and vocational rehabilitation

special assistance and supplementary aid (food,
drugs, dental treatment, glasses, etc.)
grants to individuals (OFY, LIP, student, etc.)

and loans (farm, industry), retraining allowances

'pensions (CPP, etc.)

unemployment insurance




IT the

third digit

®» N o o

b
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second digit is.zi(SERVIéE); the'meaniugs of the.
are: | ' S '

social philantrophies

transient housing (hostels, etc.)

Tow-rental housing

. . . .
self-realization, 1re,, drop-in centres,
self-help groups

senior citizens subsidized housing and old-age homes

e e Y e R Rl e

day-care centres, nurseries and baby g%tgkng
thrift shdps and frée clothing |

senior citizens' centreé

‘coun$e1jing -~ "crisis intervention“; "social
service?, fyouth wofk?, (family, child, individual)

family and children's services

* Sty
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If the second digit is 3 (LAW), the meanings of the

third digit are:

£y

army and militia

‘poliution complaints, control measures, recycling, etc.

tenants associations -

corrections, probation, parole, detention, residences,

property and personal protection: property registration,

re, emergency measures, private security’

consumer protection, debt- counselling, advice and

complaints, food co—ops;‘etc;

g or 0 =
7 =
2 =
3 =
and after-care
4 =
~~~~~~~ poiice, fi
5 = lawyers
'6'= human rights
7 = cuurts_'
8 =
9 = legal aid

if the sécond digit is 4 (HEALTH), the meanings of the

third digit are:

fp or O

1

(5 2] P T oL

medical philantrophies

private or group_practice (physicians, dentists,

psychologists, optometrists)

hospitals

- : . S
clinics, emergency rooms and services and residences

nursing homes and chronic care facilities

home~care, home services, meals-on-wheels, homemakers
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6 = rehabiiitation.(ﬁhysica1~therapy, seiffhelp,'individud}_
| and group psychqtherapy,.§he1teved.work$hops;. |
prasthefic aids, etc.) -, o
7 = medicaily orignted voluntary and proféssionﬁ! organizations,
.ciinjca? and research laboratories o
- 8 = health insurance
9 = public health and medical information | !
I the second digit is b (EDUCATION),Vthe meanings of the

" third digit are: . —

il

.ﬁ oy @ e@qcationa] philantrophies _' ‘
',1 = pfimary (privdfe or public)

= seéondary

= cbmmunity co11eges'

university and professiona1~

= adult and continuing

- Z, B ST U S X%
i

= special schools, tutors, business and trade schools, etc.

~
u

English classes for immigrants
8 = educational counselling and information services
regarding educational institutions

9 = student organizations




71

1f¥ the second digit is 6 (RECREATION}, the meanings of

the third digit are:

1

W OO N DY o™ W N

]

1]

H]

auto ownership, driver's Ticencing, auto insurance
and road service (auto clubs)

outdoor living and conservation.

‘youth gwoups i(Boy Scouts, Girl Guides, YM-YWCA), etc.

senioy citizens activities

public trénsportion of people and goods

%sﬁoﬁfﬁ“@ﬁ?ﬁﬁ?@“tﬁayue?“eﬁcr)“
social ciubs and hohbies
visitors, conventions, touriém
culture: and gntertqinment (Tibraries, museums,

public performances, .moticn-picture and stage theatres,

music, arts and crafts, etc.)

. If the second digit is 7 (EMPLOYMENT), the meanings of

the third digit are:

W L T W N

)

empioyment agencies

apprenticeships

retraining (not the allowance)

self-help ("Unempioyed Youth Centre", etc.)
vocational counselling ;

tabour organtizations
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If the sacond digit is 8 (PU%LIC), the meanings of the

third d1g1t are

@ or 0

1

2

Indian affairs

revenue (taxation, assessment, customs, excise)

public works and services (roads, sewers, garbage,
building permits, apnimals)
' i

I .
records and licences (birth, marriage, business, etc.)

0w NS

I~ Y

planning, community development, zoning, consultation
immigration
administration (personnel, finance, etc.)

pubiic utilities (hydro, telephone, gas)

‘pubiié information (Informaticn Canada, Statistics

Canada, Information London, Reference Library,
Visitors and Convention Bureau, Chamber of Commerce
political representation (elected eofficials, members

of parliament, enumeration, voting, returning officers)

If the second digit is 8 (COMMUNITY), the meanings of the

third digit are:

B ar 0
1

ST h_x W N

ph11antroph1es to c1t1zens groups .

volunteer services ("want to serve" or render
miscellaneous services not otherwise c1§ssified)

churches and religious organizations

citizens groups

home and school associations

professional and trade assoc1at1onss etc., not otherwise
classified

political partie5°
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P
.- o In the case of health care, it was found that to cover

the range of services available; it was necessary to specify’

a fouprth digit in three cases, viz:

If the second and third digits are 41 (PRIVATE PRACTICE),
the meanings of the fourth digit are: '
b 1
2

physicians

dentists

othérA.

B

If the second and third digits are 42 (HOSPITALS), the

£

‘meanings of the fourth digit are:

. L 1
. . )
3

fl

~general

i

special (chronic, childrens, etc.)

i

psychiatric .

If the second and third digits are 43 (CLINICS), the

meanings of the Tourth digit are:

1 = general
= alcohol and drug addiction
- venereal disease

= birth control, family planning, abortion

" > e re
i

= mental health » e
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As examples of how this classification system works:

£

111 = Municipal, Basic Income, Individual
+ City Welfare
521 = Voluntary, Service, Transient Housing

+ Salvation Army Mens' Mission

-

Mission Services Womens' Mission : |

Mission Seyvices Men's Mission

didentification in this case. .

It may be of‘interégt at this pofnt to contrast the
directly comparéble fesu1t5‘obtgined in the Head study with
those currently being obtained at Information London. The
basé for the Information London statiétics consists of
17,584 client contacts made bétween4dune 1, 1973 and May 31,.

1974. London, Ontario had, at that time, a population of

233,000,

~In the Head study, the June 1971 records of eight of
the community information services included in the study

were anaiysed, a total of 6,234 client-contacts. For a

~variety of reasons, seven of the centres were not able to

'y

~provide records at that time.

TZ:Tﬁé-breaking digits would be reqiived Fov Umique ~ ===

TSI T R




(. ’ o SOURCES OF CONTACTS
Source’ -Percent
' Head Information London
‘General Public 77.3 89.76
Health, Welfare and Recreation _
’ Agencies - 11.0 4.33
Other GovernWent Services ‘3.2 2.16
Professions & Associations 6.2 1.16
- ‘ Business & Labour 2.1 1.75
) " .2 .38

Neighbourhood Information Centres

Health, welfare and recreation agencies, both public and

voluntary, plus other government services, make some use of

the information centres.

However, the overwhelming number

of inquiries are received from the general public. A

significant number of the “general public" category may

~include representatives from government and voluntary agencies.

METHODS OF CONTACTING INFORMATION CENTRES

Method of Contact Percent

R R R MRS A Head = Tnformation Lordon
Telephone - 80.5 98.45
Interview 12.7 1.35
Correspondence o7 ) ;19
Answering Sérviéeg 6.1 |
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A large majority of inquirers use the telephone as the

method of contacting information services. Telephone inter-

views tend to take much less time thanzpersonaT interviews.
At Information London, 91 percent of the c&?]s-were nandled
iniiess than five minutes. Neighbourhood resaurce centres
oh the other hand, stress personal contact anﬂ local
involvement and would tend to attract a preponderance of

inquirers who walk in from the street.

nem et 3

Information London had during the period covered here

no after-hours answering services.

A wide variety of needs are expressed by inquirers. A

minority of these needs are met solely by the provision of

,ih?ormafion by the information centre staff. This does not

mean that the staff initially possesses all required information.
It is frequently necessary to spend considerable amounts of

timé digging up information on behalf of inquirers. On sOme»
occasions it was necessary to hake from three to a dozen

telephone cails to obtain this information,

VOLUME AND TYPE OF INQUIRIES

o _ Percent
Inguiries for - ‘ Head Information London
Service 77.1 - 66.8

Information only B 22.9 33.2
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K' . The majority of all inquirers require a more sop_histic-ai;gd
assessment and referral by the information'counse1lor: Many
inquirers are not able to formulate their real concerns and
considerable skill and sensitivity may be required to detgrmine

.o the real problem.

A comprehensive know!édge bf otjgr community resources is

- essential for the information counselior to meet the needs of
these‘inqufrers: Adequate knowledée and understanding of

. communty=seprvice=resources requires more than merely collecting
files ofiﬂggéﬁﬁgés and other printed matebia]. Personal contact
with the staffé of community service agencies is essential to

an understanding of their ability to meet the needs of many

' ‘ inquirers.

In October 1974, 71.54 percent of the 1,567 induiries
received by iInformation London required sophisticated
assessment and referral by the information counsellor. Only
88.45 percent of all calls could be handled within five
minutes. These figures reflect a growing trend on the part of
:Community Information Centres to provide additional services

beyond simpie information.

The number and type of inquiries received by community

information centres are'summarized in several categories.
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CATEGORY OF INQUIRY

Information .Requested ... .. . . . ... ... ..Rercent _ '
S o S o ewd Iﬂfdrmaﬁ"on'LOndon

Accomﬁodation ‘ -713' ' 2.72

Adjustment-~ Family, Individuai 3.1 T.81

.Child Welfare 6.7 - 3.21

EmpToyment-Vocational 3.8 3.16

10.84

-
3
X

Financial :
Health, PhysicaT; Mental L 12.2 ... _6.69
A (including Dental} '

Home Services - 2.6 2.01
Landlord and Tenant | T:Z _ 4.21
Consumer : | 0 3.9 11.69
Education 4 4.5 » | 3.13
‘Lega? ~ _ ' | .1:5 | 3,4j
General _ _ S 13;7 _ 20.17
Government Service Informatiocn .2.3A ‘ 9.68
Recreation and Vacation i0.4 | 11.54
Immigration and Citizenship 0.9 | .09
Pollution | 0.4 1.31
Other S L - 7.2 - © 3,30

In the Head study, the largest single group of inquivrers was -
concerned with financial needs. The data suggests that these
inquirers were concerned chiéf!y with problems of eligibility

for general welfare assistance in striking contrast with the
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c]iente]e.of Information lLondon. Physical and mental hea]th,
recreation and vacati6n,and housing needs rank high in both

1ists of inquiries received.

Ne1fare'fecipients‘aCcounted for 2.3 peréent‘of fﬁe.
clients of Information London. In October 1974 Ehe figure
was iless than one percent. Financial concern duringfthis['
period accountedAon1y for 4¢59'peféent of client inquirieg.

The remaining statistics obtained during the 1973-74 study are not

C N e AT Ot A

comparable with Head's results. The text now deals only with 1973m4c

Although 97% of the cases -were handied in Tess thah five

.minutes, 51 cases required more than an hour. In 4% of the

cases, the c¢lient had more than one problem.

The client-contact eiperienqe_of Information London,
according to the mémbership of clients in recognizable

population subsets, was as follows:




POPULATION SUBSET .
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NUMBER OF CASES PERCENTAGE (on 17,584)

Aged {over 65) ' | IR I
Youth (Yﬁwgﬁ) -
Handicapped
Newcomers (migrants)
Welfare recipients
School children

Immigrants

Pre=schoolachildrenia.

- Way veterans

‘.Nonwtnglish speakers .

Native Canadians (Indians)

Criminals

396

439
426
424

-3Gge:

om

7.9%
2.5

i

9 ¢

-

\
[
¥
4
o N ]
2 e L] a ni
S 00 [-PUR I3 ] [+ (7L
& I

< [ JE = Lo
; ]

The following cross-tabulations illustrate the range of

category percentages are taken of:

1. A1l inquiries {17,584)
Urgent inquivries (75)

2
3..- Citizen compliaints (885), and
4

problems handled by Information London.

. For each problem

. Citizens' requests which could not be fulfilled (1,307).
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SERVICE

Other

: NGT

CATEGORY ALL INQUIRIES URGENT INQUIRIES COMPLAINTS AVA}]_II..AB?
Consumer 12 5 '-30a= 12
Recreation 12 4 1 . 8
Genevral 11 3 2 2
Government i0 5 8 g
Income g 5 8 35
Health 7 28 24 4
Community-Activities 7 Bt s 4
lLandlord-Tenant & 3 3 1
Accomedations 3 18 1 3

Child Welfare 3 9 i 8
Legal 3 - 3 1

Education 3 4 1 8:
Employment 3 - 4 1
Financial 2 4 2 -8
Adjgstment .2 5 . - -
Home Care 2 8' 5 2
Pollution 1 1 2 |
Transportation 1 - - 1
Political 1 - , - -
Volunteer Work ' 1 1 - -
Immigration - - - -
3 1 2 2
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2

Cross-tabulations and set intersections involving
population subsefs having special social service needs
tend to reveal areas of unmet need. By doing theseAsthies;‘a | !
Community Information Centre can serve as a "sccial early-

warning system".

The following facts emerged from multiple-set-intersection

analysis of the first year's data:

ve..—39 .persons wno had Tost theivr jobs, complained about hdﬁ“
the Federal government handled their requésts for-

- Unemployment Insurance payments

. 215 consumers complained about unsatisfactory merchandise

or service ‘ . » ‘
. 269 calls invoived Tandlord-tenant disputes

. 96 aged people sought accomodations and twelve were unabte

to obtain then

. 125 handicapped persons sought basic income support and

twenty-two were unable to obtain it

. 280 we?fare'recipients sought additional basic income

and seventy-two were unable to obtain it

. 845 aged pgrsons'soyght basic income support and 432 were

.unable to obtain it

SN
[ S
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.

- 67 of these aged persons were already on welfare;
60 of these failed to obtain.the additional support they

scught

~ 27 of these aged persons were aiso disabled; 17 of these
failed to obtain the additional support they sought ,
o
Historical experience with administrative information
systems has shown that the applicaticen of informatics tends
to-eontribute to-centralization of the.decision-makingsisasraramsisn.

function and, consequently, to the concentration of power [8,9].

Increasingly, however, decision makers have found that

the available statistical information is inadequate to determine

’

"how social programs affect the citizens' quality of 1ife.

They have, therefore, articulated their need for real-time

citizen féedback and reliable social indicators [12].

The infusion of computer-acquired citizen feedback into
administrative decision-making processes, is one way in which

a modern computer can help decentra]ize’decision-making {1.47.

Aﬁ informatic system utilizing a remotely accessed
computer can be configured in such a way as to make the rational-
ization of social programs' visible to the citizen [13], and to
enable citizen~actf0n.groups to acquife counter-information -
fo} additionai input to administrative decision-making

processes [2].
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Ultimately, these activities have the potential for
reversing the frend toward centralization of dccision»
making and the cocomittant concentration of power. They
can, in fact, lead to a diffision of political power and

a realization of participatory democracy [7,10,11].
INFORMATION ACQUISITION SUBSYSTEM

A Community_ Information Centre deals with a truly
T " pewilderings range o infopmatiohy printipaiiyl beftausesdtiv -

f‘ ~ can play so many roles:
. Clearinghouse

‘ | . Information Source

. Personal Counsellor

Advocate

The clearinghouse role is most easily understood and

delimited. The Community Information Centre is seen in this
role as a first point of contact for the individual with a

problem. The Centre makes-an initial assessment of the

probiem:
What kind of service is required?

- Which agency can best provide this service to this client?
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Working under these rubrics only, the Centre's stock-in-
trade would be "agency-contact" information. Depending upon
the Centre's -assessment of client need, the informatien

counsellor would:

. Furnish the name and telephone number or address of an
agency capable of fuifilling fhe client's needs and, if
pertinent, - the-nameof an—individual—forwhomtheTthient—

should ask. [DIRECTIONT"

Call the agency, obtain information on behalf of the client

and de]iver this information to the client. [INFORMATION]Q

Make . an_appointment For the client at_the agency.. [REFERRALJ.

The problems with direction are that:

T.. The-client may perceive direction as another run-around

and become more disaffected than before.

2. The client may be in an emergency situation and be unable

to make another cail.

3. The Centre receives no feedback as to whether the direction

given was correct or not.

There is no real solution to the first probiém that can
be formally instﬁtutiqna]ized. It is essentiaily a public-

relations problem and its solution lies principally with the



the agencies to which direction is given.

‘1. The most efficient way is to obtain this information from

86

individual information counsellor who must radiate a helpful

and empathetic attitude to the .client.

The second problem can bhest be solved in.concert with
the "Phone 911" emergency service programs. The Community
Information Centre shouid be equipped with a direct iine to
tﬁe emergencyAservice desk at Police Headquart%rs,'and with
call directing equipment so that calls dealing with‘fire and
police emergencies, emergency ambulance servicesisuicide
prevention, peison control, and family crisis intervention

can be traunsferred directly.

The third problem, -that of feedback, requires a concerted

follow-up effort coordinated with case intake officers at )

Agency-Contact Information canm be acquired in two ways:

. the agency in question.

2. The most effective way is often to obtaiﬁ ﬁhis information
from the activifz directly involived. This is espécia]]y
true in dealing with an agency such as a university where
considerable autonomy exists amoﬁg the varioué aptivities

sponsored by the agency.
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'range of agencies and activities offering a particular service
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Agency~contact information when stored in a data bank,
is best ggggigggg by the human~-service functions performed
by the agency through its various activities, Thus there
must exist in the data baﬁk a horizontal linkage among‘humanm
service functions. It is important that the information

counsellor be aware when giving direction of the entire
:

in order to avoid overtaxing the facilities of some agencies,
while underusing the facilities of other agencies offering

comparable services.

Agency-centact information includes in the first
instance the name of the agency.as the ENTITY. This means
not ‘only the official name such as "Canadian Red Cross Society",
but also the popular.name such as "Réd Cross™ and acronym
such’as "CﬁC", When an agency has racent1y changed its name,
it is necessavry to know bdth the preégnt name, such as |
"Family and Chi]drgns‘ Service" and the fbrﬁer name, such aé
"Childrens' Aid Society". Where the name of an agency does
not disclose its fumction, it is necessary to add a qualifying

term such as "A.d. Baker-Lawyer".
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The ATTRIBUTES of an agency are five in number:

Telephone number, including alternate numbers and night

1ines

Address for effective delivery of mail: street and

apartment‘orvsuﬁﬁ"numberg if any; [Rural Route numbevr,

or Post OFffice box]s city or post office [Terminall;

and postal code

Contact person - intake officer, public-relations

officer, "gatekeeper", ar "transfer agent"

Human services - offered with subattributes of:

types of service (eqg short~term, long-term, etc.) .

hours of service (for case .intake)

geogYaphica] area served

Restrictions on clientele with subattributes of:

- age group

- sex . |

- arfiliation (group membership, religion, etc.)

- neéds of client (eg. "no drug addiéts", no incontinent
persons, ahbu]atory cases only, etc.)

- charge for service or means tests imposed




In some agency contexts, Timitations on clientele are
linked to types of human-service offered., MWhere one agency
spbnsofs several activities, éach providing different
huhan«services and operating with autonomous intake offices,
it is necessary to establish SUBENTITY classes for each
activity. The data bank must.provide a vertical linkage

between activities and their §pon§¢ring agency.

It is necessary only to explicate each activity to the
lTevel required within the local context. For example,
consider the structure of information regarding the Salvation

Army:




-
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o Salvation ~ {linkage to other
ENTITY ¥ Voluntary agencies)
- Army : LT
[  SUBENTITIES (1inkage to
' agency)
(1inkage io Mens' Womens' : Boys'
Church * other churches) Home
' Mission Mission e
ATTRIBUTES ’
‘1 Address _ e
Address
Contact
Persaon
: , . Services -SUBATTRIBUTES
linkage to other hostels . e«¢——Short-term shelter . o
{Long-term shelter ¢e=linkage to other
linkage to other food- e FOOA : gccomod§t1on services
distribution services Clothing -=]inkage to other
linkage to other -4 Counselling used-clothing depots
individual-counselling ,
services _
: Restrictions
on
Clientele
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When a Community Information Centre provides information

a client. rather than direction, it vacates .its clearinghouse

role and begins to functien as an information source.

(1)

(2)

(3)

(4)

The problems invoelved in providing information are:

Digging up the information may require an inordﬁnate]

amount of time on the part of the information counsellbr.

To save time, information counseilors may be tempted to
rely on memory or out-of-date files and as a consequence

~provide incorrect information.

Preparation of information for the client may consume a
great amount of secretarial effort (eg. preparing a list -
of names and addresses of all child-care establishments

for United Community Services).

After obtaining the information, it may not be possible to

get in touch with the client.

Coping with the first and second problems requires exercise

of judgment on the part of the Information Centre executive and

the

individual information counsellors.

Requests for information should be directed to existing

*

scurces such as:
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- Published information + Reference Sectiony Public Library
Select a reliable product + Consumers’ Association
e Government documents - Information Canada
Engage a lawyer = Couniy Bar Association
. Find.a'doctor + Academy of Medicine
Find a aentist + Dental Society

. [ ‘
Visit local points of interest =+ Visitors' Bureau

A probTem'arises when one of more of these existing
services devefope;a reputation locally for disseminating biased
or mis1eading information or. for rebuffing inquirers. In such
caseé; the Community Information Centre may be tempted to set

. | itself up as a .competitor. Such action may prove to be counter-

L productive to effective dissemination of community information.

.There would seem to exist the.need for a local "C011ege
of Information", where suppliers of 1nformatidn could meet, exch
information and compare the expressed client pér;eptions of one
another. Perhaps some sort of iﬁternal telephone call direction
system“shou1d be contemplated as was suggested with reference to

emergency services.

" A second problem is filling ellipsis in the existing

information system. A casé at point is the child-care problenm.

N

The need for expanded day-care facilities was substantiated by

set-intersection analysis of client contacts during 1973-74.

;. o

This study showed that 103 persons sought day-care and that 35

ange
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were unable to obtain it, and that most of these lived in

South;(do percent) and East London (52 percent).

In response to demand for information regardfngwévéiln
abitlity of chi]d»tarés Information London established a |
comprehensive file on child-care, tisting some 45 local

Qstéblishments together with such information as: address,

contact person, hours of availability, age groups served,

“transportion provided, restrictions on children (ie. spastics,

cripplied, mentally defeétives etc.), cost, and number of
places available. Keeping such a file up-to-date and valid,
wouid require a large proportion of the time of an information
counsellor, a demand upon its resources that the Centre could

i1l avford.

It would seem that filling such ellipsis is a legitimate
function of a Community Information Centré,'but that careful
cost/benefit appraisal should be made before such tasks are

undertaken.

Furthermore, the Centre should encourage éstab1ishment
at the earliest possible instant of appropriate specialized
information channels to fill these needs;in tﬁis case, of an
Early Childhood Information Centre established possibly with
the help of United Community Services. The need for
services such as this should be made known to local represent-

atives of granting agencies such as the.Department of Manpower
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and Immigration, SeCretafy of State's Department, and the

Ministry of Community and Social Services.

~

Another Tacuna among community information channels
was evidenced by an unusually high level of consﬁmer |
complaints during 1973/74. For a while it;was tempting to
conjure with the ‘idea of setting up_-within the Gommunity
Information Centre a “discredit"—bureau to "blacklist"

offending merchants and suppliers. However, cooler heads

prevailed.

A meeting was held at Information London, attended by

representatives of the various complaint channels in the

public and voluntary sectors.

‘Each representative in turn de1i9ered a frank, concise
and informative description of the agency‘é aréas of concern,
method of opera‘cibn3 personnel, ahd locatiaons. The
representative then fielded questiohs froh other representatives

which were highly professional and penetrating.

‘Thé transcript of this meeting afforded an advantageous
starting point. The author then visited severé? of the ~
voluntary agencies and obtained copies of the data.c011ection
forms used 1in orde; to study each item to determine whaf data

was being collected and its utiiity.
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Then a sample of some 200 cases was drawn randomly from

the files of the most active agenecy visited, and notes taken.

on each case.

(1)

(2)

These data provided the foundation for a proposed

Uniform. Consumer Complaint Form, rationalized for eveptua}

machine input.

The purposes to be served by gathering and collating these

data include:

.

'To consolidate consumer complaints so that the relative

“magnitude of specific problems can be determined free from

errors arising either from failure to include all_comp]dint
channe}sp-cﬁ muttiple counting of the same complaint lodged

with several complaint channeis.

To obtain timely indications of fraudulent practices, by use.
of cross tahulations to reyeal patterns of activity based_
upon geographical arca, method of operation, and individuals

or companies invelved.

To furnish to each voluntary compilaint channel the composite

experience of other channels with respect.to particular

"complaint sources currently under investigation.
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Comp 1a1nt Channe’

NG 3999

Complaint Source

CONSUMER COMPLAINT

RECORD | i | Date:

-Primary Bus1ress Clas

automotive"
banking '
ciothing

dept. store items
esthetics & art
farm & garden
groceries

‘home Turnishings
insurance
jeweliery
contractors
Tumbery

madical

Type of Business

0 undetermined

1 retail sales NEW ,
2 retajl sales UQED
3 repairs

4 personal! service

Technique of Doing Business

0 undetermined .
1 itinerent selier
2 sales outlst :

N<>XS OO

[osRoN N W3 |

9

3

9.

Kote:

fication

novelties

cil companies _
personal services
recreatien .
real estate, rooms
sporting goods
transportation,
utilities
government
investments
publisher
collection agencies
misceilaneous’

travel

washing, cleaning.
building, renovation
rentals

WO NGOOTREWN O

oy — O

business service
(non-sales)
other C
2
3
mail order
other
3
1
2
3
Spec 1fic comments on

General Category of Complaint

undetermined °

failure to receive merchand1se or service
unsatisfactory merchandise
unsatisfactory service

tiability probiems cencerning cocnsumer's properi

" alleged gouging
billing or collection problems

alleged fraudulant practices

harassment

<o vnctre

other

General Category of Referee

undetermined

.city government
prov1ncna] government
federal government '
voluntary organization

) oo
Action of Referee

undetermined
hestile to consumer
disagreed . |

did not respond

Qutcome
undetnrmined

consumer at fault
no redress i

breaLdown of communicat1o

cther sidé

[ToNeo B Niis)}

(Ve N &30~

4
5
9
ns

legal channels -
complaint source
no referral
other

conciliat tory toward ¢
agreed with consumer
other

partialiy satisfied
totaliy satisfied
cther
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{4) To provide for the regular flow of composite consumer
complaint information from complaint channels operating
in the voluntary sector to appropriate regulatory agencies

in the public sector.

(5) Td establish a repository of case histories and the
| information processing capability to tabuiate and'ana1yze
fhfs experience to faciTitate the preparation of scholarly
studiés; brie%s to Tawmaking bodies, and materials for

use in consumer education.

It now appears that the information needs of the community
would best he served were this information to be gathered by the
local chapter of tne Consumers® Association of Canada, which-

agency could then use it to augment its file of Consumer Reports

which it currently uses to provide guidance to clients about

brand selection.

Information London cooperated in a survey of the 1ahguage
transtation requ1rem9nts of 105 human- serv1ce resource agencies
performed for the Citizenship Branch of the Secretary of State' S
Department. The study showed the most popular non-English
languages in London to“be (in order): Italian, Portugese, Greek,
French, German, Hungarian, and Polish. A sequela of this
study may be the establishment of a data bank containing the

- names of 1nterpreiors and translators that may well become anocther

information~giving service institutiona1ized within the Centre.



‘Other studies in which the Centre has bééome
involved include & survey of 900 handicapped persocns
performed'by.the Action League for:PhysicaIIy.Handiéapped
Adu1t§”(ALPHA). The study showed, among other thing§, 

that handicapped persons ready, willing and able £o ‘become

>gainfu11y employed were prevented from doing‘so by short-
N i

_ L - . . s s
comings of the pubiic transportation systém; The continuing
dissemination of information arising from this study is

now the sole ﬁesponsibiTity of ALPHA.

Information London a1so»cooperated in a longitudinal
study of 160 native Canadian job seekers, carried out by
the,North American Indian Friendship Centre. 'The study
showed, among other th%ngs, that Indians who were successtul
in obtaining employment, ih'conérast with those who gave up
looking for work and returned to their reserves, were younger,
better educated and had more extensive histories of prior
employment, fewer personaﬂ probiems, higher participation ih
sports, lower participation in native handicrafts, and 10Wer
involvement with social agencies catering primarily to
native Canadians. Interesﬁing as these results may be, it
is que;tionab1e whether information arising out of this study

would even be disseminated by the Centre in the course of its

normal operations. However, some of the information developed

has proven useful in formulating judgments regardihg agencies

" of choice for client referral.
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In summer 1973, the Centre experimented with Tocal

_networking of the information function. On-line computer

terminals were set up.at Information London, the London

Pdéiic Library, and the Visitors' and ConventionfBureau
of Greater London. ‘It was contemplated that each agency
would utilize the on-line file creation capabilities of
the time-sharing cbmputer to build files useful in its
operations and that these files could be shared by the

other participants.

The Visitors' and Convention Bureau created fi?és

-answering, as they put 1t, the twenty questions most

frequentiy asked by 'tourists:

1. .Paygrounds - location of public playgrounds.

2. Storybook Gardens - location, dates of opening and

closing, hours of operation, rides, etc., and admission

fees.
3. Eldon Housé (o?dest in London) - location, admission

vee and description.

4. Fanshawe Park - location, facilities available, cpening

and closing datess hours of operation, fees.

99
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and. similar information regarding:

Skanahduht Indian Village

Fanshawe Pioneer Viilage .

" lLabatt's Pioneer Brewery

Royal Canadian Regiment Museum

Bruce frail
Tobermbry Ferry
Restaurants - including seating capacity and food specialties
Goif-courses

Téﬁnis courts

Public swimming pooié
Sightseeing tours of London
Horseback ridjng stables
Campsites and trailer parks
Day and residenifa1 camps
Convention féci]itﬁes and meeting rooms with capacities

Attendance at conventions held in London in pricr years.

These data proved to be of sdme'heTp to the Centre in

answering recreational inquivries but after the experiment,

‘the Visitors' and Convention Bureau took nc initiative to .

acquire terminal facilities of their own; the Centre did not

take the initiative to up-~date and revalidate the files; and,

-as a consequence, much of this information shortily became

out-dated and must by now be considered unreliable.
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Coping with problem 3, (p. 91), that of packaging

information for the client, exempiifies one of the most valuable

" uses ‘for the computer, but not in the form first envisioned.

It had been thought théﬁ the most useful way~to access computer-

stored iﬁformatioh would be with the aid of a cathode-ray

display tube. However, an information counsellor rarely
{

consults computer~stbred information when responding to the

verbal type of~query.‘ On the other hand, when the client is.

in actuality acting on behalf of some public or voluntary
-agency and requests a Iist, say, of all day-cavre centres or

~all nursing homes in the city, the computer affords a

convenient thic]eAthrough which the Centre can accede to

‘such a request, a critical shortage of secretarial support

notwithstanding. However, to do this requires use of a

. printing or "hard-copy" computer terminal rather than a

“visual display unit.

The probiem of loss of client contact while obtaining
information for him (4) does not seem to be a serious one
as long as 1t is recognized to exist. Although clients are,
as a rule, diffident about giving their names, addresses,
and phone numbers, it would seem to be no great imposition

on the client to require him to do so when the Centre is

contemplating expending considerable time and effort on

his behalf., Similarly, it is a wise move for the information




counsellor to make a point of requesting precise contact
information in these instances to avoid doing a great deal

of work for nothing.

Now, to address problems arising in the referral mode:

Essantialiy, this is an extension of the direction
mode, differing from it in that the Centre performs a service
directly for the client, Here the Centre bég?ns to assume
explicitly the role of personal counsellor and perhaps

implicitly the vole of advocate.

From an information storage and retrieval point~of-view,

agency contact information acquired to fulfill the function

~of direction should, provided some care in selection and

diligence in up-dating is excercised over the names of

contact persons, suffice to support the referral function

as well,

However, the referral function of the Centre has a good
deal of judgmental content. The information counsellor,
is faced with making an implicit value judgment regarding

the official to whom the client is referred.

This problem becomes more poignant in the case of

professional persons or manufactured products and it s

unwise evay to récommend a physician, lawyer, or even a brand
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of television set. These cases are best handled by direction
'f“‘I' to the Academy of Medicine, County Bar Association, or

. Consumers' Association,

Even in the public sector, it is difficult for the
information counsellor not to formulate personal judgments
P/ | (RN
such as: this sccial worker is a hard nose; that tabour-
standards inspector is a highly consciencious worker; or — -~———
that customs agent is poorly informed regarding his own

responsibilities.

No effort has been made to rationalize such judgments
and incorporate them in a data base, except that given the
- choice of whom to designate as contact person for an agency,

an information counsellor will cite an official or staff

3 ' membeyr knoewn to be knowledgable and empathetic. '

Quite possibly there will be, with a risé in the number
and quality of Neighbourhood Resource Centres, a decline in

the amount of personal counselling done by Community Information

- m— There is some reason to be1ieve-thatumerely;ﬁaking an NN
appointment for a client -is insufficient. C?ienté have been

known not to keep them. In many cases, it may be preferabie

“to refer ciients to Neighbourhod Resource Centres, which ake

better equipped %o participate in the role of personal

. ‘ counselitor.




The advocacy role is a dangerous one for & Comm&nity
Information Cenire to assume, Given that it is impossible
for any insfitution or individual staff member to remain free
from hias, the Community Information Centre should tend to |
"$i1¢" in favour of the disaffected and underprivileged
because heaven-cnly knows how few others take such a stance.

i.
However, there is a vast difference between being in
favour of "motherhood" as an abstract concept and impregnating

one's wife every year.

The role of the Community Infermation Centre is to
inform and. to' facilitate communication, not %o propagandize

either for or against the so-called "estanlishment”.

Yet, aside from such questions of ethics, adveocacy is

a poor policy, hecause the information centre hears only

the client's side of a contention and, 1in general, does not
know the client. Nor does an information counsellor have
time or resources to gather sufficient facts to make a firm

assessment of a case,

Other agencies are far better equipped to provide in-depth
counselling and advocacy, if required. The function of the
Community Information Centre is to open channels of

communication, not kick -in doors.

L
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INFORMATION“RETRIEVAL SUBSYSTEM

In generai, the objectives of any information-retrieval

system are: :

(1) Recail - The system should be able to retrieve as many

stored items as are pertinent to a specific request.

(2} Precision - The System should retrieve only a Tow .

percentage of items not relevant te a specific request.

(3) Speed - The system should be capable of responding within

the time reguired for retrieval of information.

(4) Ease ~ Retrieval should not become a chore for operators
who may have to spend much of their time using the system;
Tikewise items delivered in response to a request should

be in a form immediately useful to the system user.

) Maintainability « It should be cheap and convenient to

add new material, delete out~dated material or correct

erroneous material.

A1l systems possess some of these characteristics to a

greater or lesser degree.

The art of systems design resides in achieving the balance

of qualities that is optimal for a specific application.
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Thus far, two retrieval subsystems have been designed
for Information London. One is called LONDON. ~The other
is called INDEX. Neither is completely satisfactory;.but
betwéen them, they indicate the direction of subsystem

development.

; 4 .
In the Tollowing discussﬁon, shoricomings of each system

will beApresented at appropriate places in.the description (NOTES)
There are three data files in System LCONDON:

(a) The master file contains 5,000 short records each
consisting of four fields: name, address, phone number
 and cTassificatioﬁ code. The name field contains the
full name of an organization furnishing some kind of
human service, its common name, initials or acronym,
if any, andAah additional notation if the name is not

.descriptive of the organization's function

~Note 1: A frequent criticism of this system is that the

master file contains insufficient information.

C?assjf?cation is denoted by a 12-digit code which specifies
.affiliation, specifies what human service js furnished and

provides unique identification.

o
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A 12-digit number is awkward to handie and mistakes

~in typing are frequent.

Any number of ephemeral files linked to a unique
12-digit code can be created. Such a file can
contain narrative information to any desired

lenigth.

Among the ephemeral files were files copied from the

datd shéets (binder pages) actually used by informaticn

~counsellors. These frequently proved to be more

helpful thén the Master file entries, because they

contained more information. ;

]

'

A scratch-pad file provides space for brief comments
regarding organizdtions or their services. These
comments are linked to the 12-digit codes designating

the organizations commented upon.

. Note 2:
(@
(b)
{
’ |
Note 3:
"' (c)
‘ .
|
|
|
1
- :the 4
i.
|
|

The. procedure for making scratch-pad entries seems to
have been too complex foyr the average user. This

option was seidom used.

We have in essence a relational file structure in

which the 12-digit code provides the common Tink.

The master file is created and updataed in the
batch mode. Only in this way can entries be added or
deleted or names changéd. Addresses and telephone

numbers can, however, be changed from on-line terminals.
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Note 5.1:

Note 5.2:

The batch updating‘program was expensive -

in terms of both key-punching and computer timéu_
The program was never cempletely debuggéd{, As

a consequence, updating is rarely, if.e&ers

done and the master file is usually out-of-date.

The procedure for changing'addressés and telephone
numbers on-Tine is too complex for the average

user. This option was- seldom used.

Batch mode is also employed to produce either
individual print-outs for eatch of the 5,000
organizations or directory .listings of the entire

master file.

Note 6:

The directory Tisting could be a vaiuable product
for reference, training oF information counseliors,

and exchanging information with other Centres. It

- could be used as camera-ready copy for the annual

directovry published and sold jointly by Information
London and the London Public Library. Before this
can be done, the master file wi11 have to be
converted to upper and lower #ase (128-charactév
ASCII), made more informative [1], c]éansedAof
annoying typing errors, and held to a justified

Tine length of 72 characters.
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The directory 1listings can be produced in three

formats :

(1) Entries are 1istéd by affiliation (mﬁhi@ipaT,
provincial, fedérai, private, etc;),}by :
serQice,offered (basic income;Af00d9‘61othﬁng

{and shelter; health care, etc.), and |

'a}phabeticaTTy within these categories.

The individual print-outs are mailed to the

- subject organizations in window envelopes when the

master file is to be revalidated and up-dated. A

fetter of explanation, a pamphlet describing the

~12-digit -code system, and a reply envelope.are.sent.

along with the print-out. Respondants are
encouraged to check the accuracy of their listing
and contribute additional information for the

ephemeral or scratch-pad files.

Note 7:

We maiied out 4;000 inquiries and got only 306 back.
Mostxpeop}e considered it an imposition to provide
this informaticen. Some got extremely angry and
even comp}ainéd"to highly placed local officials.
Reproduction, mailing and return postal costs were

high (nearly $300 or $1 per correction).
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(2) Entries are Tisted by service offered,
affiliation, and alphabetically within

these categories.

(3) Entries are listed alphdbetically according
to a key-word-in~-context permutation
applied o the augmented name field of the

record.

Directories in bound form could be consulted by

systems users not possessing terminal access and provide

alternative information resources where terminals exist.

There are six modes of operation implemented at

terminals: search, display, create, release, change

and locate.

Note 8:

OFf which onty search and display are commonly used.

The search and change modes pertain to the master

file. The create, display, and release modes pertain

to ephemeral and scratph—pad files. The locate and

change modes are privileged only to systems personnel.
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Note 9§

Control over use of these modes is provided hy a
double password syétem which, in practice, can be
easily cirvcumvented by changing .the file, passwords_

included, by means of system utility programs.

The search mode enables the user to search the
master file. The master fgle'can be searched by

aiphabetic or numeric keys.

Note 10:

At fivst, users hate these numeric keys, but

"eventuaTYy they learn to stop worrying and love them,

in which case numeric search becomes the entry mode

£

of choice.

~Theva1phabetic index is an inVerted file. It
éonsists of an entry table anq 4,000 records. The
entry table contains a list of the index terms obtained
by the keyworduinwcontgxt permutation of the master
file name field and a pointer to a regord. Fach record
contains a header telling how many reéords satisfy that
key and a list of pointers to'ﬁaster file records in
which the key term-appears in the name field. The
alphabetic ind;x entry table is addressed by binary

search.
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ANote 11: An ingenious idea. Each list is sorted which means file

. data does not have to be transmitted to a work-space
while preparing an answer.to a set-intersection search
(that is, when finding out what specific entries are
simultaneously filed under three or more headings) - only
addressés need be compared. This feature greatly
facilitates éhe performance of complicated on-line
searches. However, the need. to sort more than 4,000
files is one of the things that makes updating the system

so difficult and expensive.

Jo

‘The numeric index is Tikewise an inverted file, but in four
parts. Each part corresponds to a permutation of the 12-digit

code which brings the desired digit of the i2-digit classification

code into the indexing slot. The first digit designates affiliation.

‘The second, third, and fourth digits dasignate with increasing

~specificity the human service offered. Each instance of a digit

is one line in the entry table. Corresponding to each of the

12-digit codes is a pointer to the master file record possessing it.
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Note 12:

Same idea as [11]. .However, this feature does not

" contribute so much to overhead because there avre

fewer numeric files,

Search logic permits any desired combination
of the operators: AND, OR, NOT, AND-NOT, OR-NQT
with alphabetic or numeric keys; NOT can oniy be

the initial operator.

Naote 13:

Very few systems users have any idea what these
commands mean, Tet alone being able to make

intelligent use of them.
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In searching the file, the user is given a'report
of the number of hits scored in response to his
initial Togical request. He is then afforded the

opportunity to enhance the precision of his request

et

by adding more terms %o i

Note 14: Use of the option . fo re-specify a search request

has_ led to inex 1icab1e'10 fcal contradictions.
g _cor ;

It ds._recommended_that its use be discontinued.

The master file is addressed by pointers from a list

satisfying the logical search request.

The user can obtain an initial display of only the first »
lTine of each of the records so addressed: the 12-digit code

and part of the name field, N at a time. In the resulting
4 . ’ ‘

"display., each line is assigned an index T to N. The user can

obtain the complete records one at a time by entering the

appropriate index numbers.

Thuﬁ four techniques: (1) audit of-hits, (2) provision
for increasing the specificity of search, (3) abbreviated
diép]ay'of search'fesults, and (4) the facility to ask for
only those vetrievéd'records actualiy desired; %eﬁp prevenﬁ
the useyr from being overwhelmed by the undesired product of

imprecise search requests.
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The combination of numeric and alphabetic search
facilities and the provision for five Togical operations

constitutes a powerful search facility.

One could, for exampie, request a listing of all

Roman Catholic churches by specifying:

a.
Ist digit: 6 {(an association) — - - -
2nd digit: 9 (community affairs)

3rd digit: 2 (churches)
AND ROMAN * OR RC.

The search capability of System LONDON is indeed fast

and highly precise. Consider the following search. It is

for the regional office that administers family benefits:

pnd digit
} =1
a1l activiem’
jties
"furnishing
“basic

3rd digit = 2
all agencies
furtishing

family servijj///

=~ -



The following information is

RECORD # :-
GOVERNMENT OF ONTARIO
* RECORD # :-
GOVERNMENT OF ONTARIO
RECORD # :-
GOVERNMENT OF ONTARIO
RECORD # :-
GOVERNMENT OF ONTARIO
RECORD # :-

-ONTARIO DEPARTMENT OF

1 CLASS KEY.

MINISTRY OF

2 CLASS KEY

MINISTRY OF
3 CLASS KEY
MINISTRY OF
4 CLASS KEY
MINISTRY OF
5 CLASS KEY
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displayed in the SCAN mode:

- 020102000005
COMMUNITY AND SOCIAL
s~ 020102000010
COMMUNITY AND SOCIAL
:-' 020102600015
COMMUNITY AND SOCIAL
= 020102000020
COMMUNITY AND SOCIAL
- 02102000025

PUBLIC WELFARE

Upon selecting choice #3, the following record is

020102000015

GOVERNMENT OF ONTARIO MINISTRY OF COMMUNITY AND SOCIAL
REGIONAL ADMINISTRATION

764 DUNDAS ST. E 438~

5111

SERVICES BOARD
SERVICES FAMILY
SERVICES REGION

SERVICES REGION

displayed:

SERVICES .

The star operator permits right truncation of search terms.
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The syntax in the search mode is:

<NUMERiC—KEY> AND <NUMERIC-KEY> AND

~NOT- | QR ~OR-
~AND-NOT- ~AND-NOT -
~GR-NOT-  =OR-NOT-

<NUMERIC-KEY> OR <ALPHAMKEYf<ALP%AmKEY>*.,
- AND- |
~AND=NOT-
-OR-NOT-

. Both the ephemeral and scratch-pad files are accessed by
. a key table. The key 'ta51e is headed by a counter telling the
number of keys sorted and the number of.keys in an associated
overflow table if any. Like the alphabetic and numeric
indices, the key t§b1e is stored using the computing system's
fandomwaccess file mechan‘ism° The key table contains the'
12-digit codes of organizations for which eifher ephemeral or

scratch-pad files exist.
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Attached to each code is a file name if an ephemeral
file exists; a password, a status indicator and a pointer

if a scratch-pad notation exists.

The status indicator pertains to ephemeral files. It
can contain the following indicators:
. . . l

(1) indicates that provision for a file exists, but the

fije has no data in it
(2) means that the file exists and has data in it

(3) means the file has been released by implementing the

user release option.

The password corresponds to a password assigned to
users who are privileged to create ephemeral or scratch~pad
entries regarding the organization designated by the 12-digit
key. If a user wishes to create or‘re1ease_an ephemeral or |
scratch-pad file, he can,do‘so onTy if he pdssesses the
record passwordAcorresponding to the organization he wishes

to comment upon.

Should the user forget his password, systems personnel

can retrieve it for him using the privileged locate mode of

operation to override the security provisions of the system.
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Ephemeral files are created using the computer system's
serial file access mechanism and by empioying macro commands

in the computer system's text editor language.

For exampie: the local Tourist and Convention Bureau

has used their ephemeral file to store an index to twenty
i
major points of intere%t, Entries in this index consist of

the name of the attraction and its 12-digit code. .

A user retrieves the master file record of the Tourist
and Convention Bureau using the search mode and notes its

12-digit code.

He then uses the display wode to retrieve the ephemeral

file pertaining to that 12-digit code.

The index provﬁded by the Bureau then enables him to
get detailed information on whatever atftraction interests
him by using the display mode in conjunction with the appropriate -

12-digit code.

Ephemeral files can be 1engtﬁy. .The ones describing
tourist attractions will contain descriptions, hours of
accommodation, admission fees, and directions These
files are paged so that the user can look just at each page

+

heading and either have it displayed or skip to the next

heading.
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Success of the system as a community information medium
depends upon each privileged user keeping his own ephemeral
fiies up to date. In addition to the tourist bureau,

Information.London itself maintains several ephemeral files.

Note 15: 1Initially it was believed that if computer terminal
facilities were made available to organizations
whose activities generated community information,

they would rush madly to join "the on-Tine community".

Information London was able to create 26 files
because a g%f? on a Local Initiatives Grant was
avaf?ab?e'and they didn't have anrything else for
her to do. The Tourist and Convention Bureau
created twenﬁy files and Qot twenty minutes television

coverage of it.

The London Public Library promised to create
files pertaining to current activities at its several.
branches, but never progressed beyond storing the

hours of operation.

We had hoped the London Free Press~wou1d create

files dealing with forthcoming events of social and
civic importance. They couldn't spare people to do
it., but agreed to furnish information to the Computer

Science Department, so they could enter it. Afiter
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a few weeks, they stopped sending it to us.

_ The Coalition for Development, a coalition of church
groups allied with the Onterio Anti-Poverty League, planned
Ato create’fiTes, but their cocperation was conditional

upon receﬁving & development grant fyom the Secrétary of

State. There was no grant; consequently, no files.
i

The “on-Tline community" idea is proBably basically sound,
but the author has only found one person (Greg Curndes the
artist) who enjoyed sitting at a console and typing material
into a computer data bank for the sheer joy of it. Otherwise,
one has to hire an operator, provide the data, and tell her
to start typing. Before any orgénizafion will assign a staff
membeyr in this manner, its executive has to perceive a
tangible henefit arising froin the exercise. In other words,
"on-line communit&“ or not; %f Information London or anybody
else wants to be in the information business, they have to go
out and dig it up; . nobody else is going to give it to them
either on the proverbial silver platter or on a rémote

-computer terminat.

The very name of the ephemeral files connotes that the
information they contain is subject to change over time in contrast
to information in the master file which can be pre;umed to remain
invariant between %i]e updates. Even here, however, systems

personnel utilizing the privileged change




option can enter ¥rom terminals information regarding changes

in address and telephone number.

The intent of the ephemevral files is, therefore, to

realize a dynamic electronic builetin board for the community

at Targe.
| .
The scratch-pad file, on the other hand, provides a

convenient vehicle Tor entering brief comments regarding.an

organization offering some human service.

Scratch-pad notations are contained within a common file.

The pbinter stored in the key tabie tells the Tocation of the

header of the variable Tength scratch-pad vrecovd. The header

contains a flag telling whether the location is free or not,

a count of the number-of tines following at this location, and
a back pointer to the key table. . The fiag is reset when the
release option is exercised. In this way, the system performs

. & A\ .
dynamic garbage collection.

I¥, when locating-a scratch-pad record, it is determined
that not enough space exists at the current Tpcation to contain
the information entered, the system searches for another
TQcation that is free and can hold it, transfers‘the record to
the new location, resets the flag in the old location, uses
the back pointer to retufn to the key tahle, and updates the

pointer stored there so that it now points to the new location.
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The scratch-pad can, therefore, be described as

a double 1inked list. The program counts the Tlines
required by the new entry after it is typed by the user.

The relocation operation is transparent to the user.

Note 16:

Essentially, here's what we're Tooking at with the
“scratch-pad®. Everytime an “ephemeral™ files is k
cpened, it means creating a named, disk-resident

file that involves reserving a minimum of one block
(512 cmmputer words). If such files were used to

store graffiti, there would be an unacceptable waste
of disk space. The alternative, then, was to collect
all the small items into a single file ("scratch-pad"),
tagging each item so it c6u1d be retrieved on demand

(the systems "random-access" option).

L0048

Nobody even entered any graffiti. Perhaps
peoplie who write on bathrqom walls -are put off by

the complexities this system.

System INDEX was intended for use at remote visual-display

terminals. It uses as its data base the working files current1y

prepared and maintained by Information London as pages in

loose-leaf binders. There are currently twenty-six such files

or data sheests: ¢




@

N
El

Gl o w
L] - )

Welfare and Benefits
Used Clothiné
Iidividual Counselling
Family Counseliing
Group Homes

Child Welfare ‘

Emgrgency Services f
Legal Services
Employment Agencies
Licences @nd Permits
Consumer Protection
Local Politics

Provincial Politics

14.

15,
16.

17,

18.

20,
21,
22.
23,
24
25,
26,
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Federal Politics
Shopping Ma{Ts
Supermarkets
Child Care

Community Organizations

Senior Citizens® Needs

o

Neighbourhood Groups
Factory Outlets

Unusual (Consumeyr) Services
Sports and Social Groups
Crafts and Hobbies

Ethnic Groups

Professional Associations

In addition to the major heading (file name), each file

contains several minor headings. For example, the "Child Care"™

and telephone number.

file has the minor headings:'

Day-care centres
Nursery schools

Montesiorri

Facilities for children with special needs.

Each entry consists of the name of -the activity, address,

In many cases, the entry also gives:

name of contact person, types of service rendered, area served,

hours of operation, and restrictions on clientele served.

[a]




The students used as sources the vertical and Kardex files of
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In the fivrst instance, these files were prepared by

former university students on Local Initiative Project grants.

£

Information London and various Community directories. Entries

were validated by telephoning each activity in question.

Note 1.1: This file structure provides no facility for
vertical Tinkage. One cannoﬁy for example, get a
list of all provincial agencies or even of all
,activities operated by the Sé?vation Army, for

that matter.

Note 1.2: Typing these Tiles was no great chore, but somebody
‘ initially had fo go through the descriptions of
some 400 Ioca1'human~éEfvice activities and sort
them out as to function. This is called pre-

coordination and it is a nasty job to do wmanually.

Inasmuch as the loose-~leaf binders are fhe primary
working tools of the Céntre, the Tiles are up-dated
by the information counsellors on duty as they
acquire new or.dffferent information in-the course
of obtaining information for clients or making
referrals of clients to agencies, ciipping Tocal
newspapers, ovr Tfiling new brpchures in the vertical
files. These corrections and. additions are‘made by

handwritten inter-lineations on the data sheets.
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Periodically a file will be_giv&n»to the secretary to

alphabetize and retype when it is in danger of becoming illegible
because of the number of changes. The longest file consists of
move than 500, 80-character lines or amost twenty typewritten

pages.
» |

1

System INDEX uses these manual files as its data base. The

"files are simply entered inte the computer in free format

using the monitor command for file creation. They are stored
in the project disk area under some name such as

FEDPL.DAT (Federal Politics). These files are accessed serially.

System INDEX is essentially a file-reading program that
simulates a touch-sensitive panel. The files (45 at present)

are divided into subject categories:

; Human Services
Consumer Services
Recreation
Tourist Information

Community Affairs

Files are assigned io categories on the basis of their
contents. When the user rﬁns INDEX, the first category is
displayed on the screen in the form of a "panel®., The panel
contains the subject category and up to nine file names each

prefixed by a single digit in: For example:
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1. EMERGENCY 2. WELFARE BENEFITS
3. LEGAL SERVICES 4. EMPLOYMENT

5. CHILD CARE 6. CHILD WELFARE

7. SENIORS NEEDS 8. FAMILY COUNSELLING
9. INDIVIDUAL COUNSEL

t

]
If there are more than nine files in a given category,

two or more panels are provided.

Note 2: APP?aPance of text on the screen is @xcruciaffngTy7
siow over a 300-baud line and impossible oaver a
110~baud 1ine. On the other hand, if it is desired
that data "flash" dramatically before the eyes, the
additional cost of high-speed lines (2,400 or 9,600

baud) must enter into the picture.

ST

A possible alternati&e could be to play the standing
elements (panels, etcf) from a local cassette tape recorder at
a high baud rate and transmit only the variable data (commands
and retrieved records) over a 300-baud Tine. This procedure
could, in combination with time-shared multiplexing,
save on overhead represented by engaged computer ports and

communications lines.
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‘At the bottom of each panel are dispiayed compiete

operating instructions so no training is required to

‘use the system.

For example, on the category panels, the user sees

the following message: L e

#INSTRUCTIONS*

(1) TO SELECY A FILE TYPE CORRESPONDING NUMBER
{(2) TO SEE LAST LIST OF FILES TYPE “RETURN"
(3) TO SEE NEXT LIST OF FILES TYPE "NEXT"

(4) TO TERMINATE PROGRAM TYPE "EXIT"

(5) *FOLLOW ALL COMMANDS WITH RETURN KEY*

.~ TYPE COMMAND NOW:

This message is displayed when the program is being
run under the "Learnevr" option. As the user gains
familiavrity with the system, the "Professional®” opticon

may be selected. In this case the message is simply:
*TYPE T~9,R,N,E:

Typing a number on the highest row of the terminal
keyboard simulates operation with a touch-sensitive

cathode-ray screen, in which case the user would merely .

.point to the file name. This file is broughf into the computerts

main memory and after the user selects a file, a list of’

keywords is displayed.
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For example, if the user chooses 7" (SENIOQORS NEEDS),
the display would be:
®%%  SENTOR NEERS %%
*% RETRIEVAL KEYWORDS*#*
HOUSING | HOSPITALS

CHRONICALLY ILL NURSING HOMES
EMERGENCY ACCOMODATIONS

|
The user types the selected kéyword preceeded by an

asterisk {*) and the program searches the file for it. The
keywords suggested on the display are, in fact, the minor
headings of the file. However, the firsﬁ word of any line
can be used as a retrieval keywords if the user knows or

can gduess it.

Note 3: Before performing a keyword search, the program must
bring the entire file into the computer's main memory.
The time taken to do this is frequently perceptable

to the terminal user.

The program now searches the file for the keyword and, if
found, displavs the Tine containing the keyword and the nine

succeeding lines.

The user can see ten movre 1ine§ of the file by depressing
the N(EXT) key eéch time a display is presented.. In this way,
the user can entér a file at a prédetermined point and browse
through it ét will, when>the end of the file is reached,

the program notifies the user of this fact and continues to



134

display information ten lines at a time starting at the

beginning of the file as Tong as the user continues to depress

'the‘"N" key.

OFf couvrse, the program can be used also with printing

(hard-copy) terminals and in this case, a permanent

copy of the file can be obtained.

IT the user types in a keyword that dees not occcur at
the start of any Tine of the file, the program informs the
user of this fact and gives him another option:

*%%KEYWORD-~COMMAND ERROR***
***THE KEYWORD WAS NOT FOUND¥®#** .
THE PROGRAM CANNOT INTERPRET THE KEYWORD YQU TYPED
DID YOU REMEMBER THE **" BEFORE THE KEYWORD?
(1) TO TRY AGAIN, TYPE "RETURN"
THE LIST OF KEYWORDS WILL REAPPEAR .
(2) TO BROWSE- THROUGH THE TEXT, PROCEED AS FOLLOWS:
(A)  TERMINATE THE PROGRAM; TYPE "EXIT"
(B) WHEN A DOT APPEARS, TYPE "TYPE INFO3.DAT"

(C) TO STOP THE DISPLAY, TYPE “<CONTROL-C>" TWICE
-TYPE COMMAND ("RETURN™ OR "EXIT") NOW:

The prog&ém isg of course, asking the user to go inte
monftor mode and dump the entire fiiepénd giving the unsophis-
ticated user detailed instructions how to accomplish this.

The "INFO.DAT" dis the mbnitor name for the fi1e'which the
user knows as "SENIORS NEEDS". The projram, at this juncture?
always furnishes th%s essential item of information to the

user.
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After the user types "EXIT', the program displays
datai?ed insirﬁc$ions how to kill the job on the time-sharing

system without deleting files.

It is contemplated that Centre files will be created in

the first instance at a terminal by use of the mpnitor command

“MAKE", :

Pages for information counsellors® binders can easily

be duplicated using the monitor "TYPE" command. Similarly,

the Centre files can be duplicated in response to requests

“from public and voiuntary agencies, Neighbourhood Resource

Centres and other Community Information Centres.

Update could also be accomplished at a terminal by a

secretary trained to use the computer system's Text Editor and

‘Corrector (TECO). It is believed that a subset of this

Tanguage can be taught that will make it easy for a secretary

to delete out-dated information, correct erroneous information,

and add new information.

A major advantage of having files ypdeyr control of System

INDEX, wouid be institutionalizing the process'ofAupndating

thempand making copies readily available within the Centre and

L}

to other organizations.
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No information counée?]or in active telephone
communication withva cTienﬁ is going to play "20
questions"‘Qith any computer. It is not just that

the counsellor doesn't have two hands free for |
typing. It is a matter of coﬁcentration, The

ana]bgy to on-iine reservations or on-ltine banking

is not valid. Once the té11er has taken the customer's
bankbook, she turns off on the customer and concentrates
onh entering his.passbook number, which is, fncident1y9
much less demanding in terms of concentration ihan

framing a boolean search strategy.

On the other hand, there would appear to be

much merit in displaying a choice of options while

the counsellor is engaging the cliient in conversation
provided the work needed to obtain this display does
not prove to be too distrating to the counseilor.

System INDEX appears to do this quite well.

It would not be'surprising if the loose~leaf binders

remained the reference tcol of choice for information counseilors

albeit with the pages of the binders regularly (say weekly)

produced by computer from a set regularly updated disk-resident

files.
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A word is in order here about the text editor and
corrector Tanguage. This Tanguage, called TECG, is maintained
by the Digital Equipment Co;.(DEC). The Tanguage contains a
greaf many options and can perform a great many complex tasks.
Many-.computer scien%ists:equateuﬁhes?~qua14ties—w?ih~software-

"power",

Actually, very few of the Tanguage's attributes are required

" to correct, update and purge the files used in System INDEX.

On the other hand, it is easy to destroy all or part of
a file by using some feature of the Tanguage with which the user
is unfamiliar, or merely-by-making-a simple-typing error -at the -

terminal keyboard.

Accordingly, it might be a good idea to implement a less
"powerful" text editor and covrrector that can be more readily

ynderstood and used by unsophisticated operators.



Having considered the advantages and shortcomings of two
q!téwﬁate retrieval subsystems: System’ggﬂggﬁ and System
INDEX, it is now possible te specify the dimensions'and
cohfiguratibn of a system that will hopefully combine the
advantages of the two preceding systems and évaid their
disadvantages. The retrieval subsystem wii?:be knpwn as

System HYPOTH.

* ‘The MASTER FILE will use as its source of information the

Tatest edi?ion of the Community Service‘DirectOtjys published

“jointly By Information London and the London Public Library.
Judging from the size of the 1975 directory, this file
“would require at Teast 150 disk blocks (150 records}; one
should aiiow for 200 blocks to épcomodafe future growth.
To facilitate convenient updating of the master file, it
would probably be best to use a fixed-length record format
and allocate one disk block td each agency/activity.

The masterkfiie will be built using the "random-access"

file provisions of the computer operating system.

* Fach MASTER RECORD will give agency~contact information.

y of an agency. The aVerage size of

e e e s e e

a master record will be less than 500 computer words,

judging from the contents of the 1975 Directory.
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The MASTER KEY (to a master file record) will be

derived by hashing the first ten characters of the agency

name. The name of each activity will begin with the

agency name.. For example:

CANADIAN RED CROSS BLOOD-DONOR SERVICE
CANADIAN RED CROSS HOMEMAKER SERVICE, etc.

One hashing algorithm that might be used would involve | .
folding or adding modulo-2 the characters of the first

two computer words of each record.

In cases of competition, records will be sequentially

stored in an overflow area at the end of the file. Room,

perhabs9 for 100 percent overflow should be provided..

The serializing key chosen for the master file will permit

vertical linkage according to agency name.

The mastgr file will be stored .in 128~chavacter ASCII

Code in 72-chavacter left- and vight-justified lines,

" Thus the records can be recalled according to agency

name to produce camera-ready cepy for the annual directory.

The principal methed for updating the master file would be

to send proofs of directory copy for correction to the
Tocal headquarters of each human-service agency. Proof

would be corrected in accordance with the subjects’ changes
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by altering the master file by means of the computer

system's Text Editor and Corrector program and then

printing out another copy. By.streésing the off-shoot

print media product, the 111 will formerly generated

when computer data-bank print-out was mailed, will

Tikely be avoided.”
‘ [

The "INDEX FILE would be built using the "serial=access™~

file mechénism of the computer's operating system.
Experience with System LONDON dictates that the index

file will require about 100 disk blocks (5,000 records).

"Room for at least TiTty-percent overflow should be

provided.:

Each INDEX RECORD will consist of the index key,

master keys to master records possessing this attribute,

and the length of the record. Inasmuch as record length

will depend upon the initial population of index records

and an informed estimate of the growth potential of the

index key categories, a variable-Tength format is preferred

for index records. However, space for future growth

within index key -categories—-should-be-provided-within-the—

records. The overflow area of the index file should be

reserved for addition of new 'index 'key categories.

The average Tength of an index record will be ten

computer words.
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* The INDEX KEYS will be derived in three ways:

Each master record will be assigned manuvally one or more

four-digit sponsor-function key numbers. The 2nd, 3rd,
and 4th (if any) digits will be pre-coordinated. The

st digit and the coordinated 2nd, 3rd, and 4th digits

will become index keys.,

The agency/activity name enhanced by popular names ,
acronyms, former names and qualifying words (if

necessary) of each master record will be processed

automatically against a stop or exclusion list of
common words ( ),
The words remaining will be truncated to five characters

according to an algorithm as follows:

(1) remoyé embedded punctuatioﬁ

(i1) remove one of each pair of doubled letters

(iii) remove characters sequentially from the right
according to the éxpected occurrence fﬁequenéy
of characters in English (or French, as the

case may be) text.

The five-character codes will become index keys.
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The text of each master record will be processed

automatically against a'keyWord'extracfion
program { )

to chtain a 1ist of keywords and phrases.

Each of these will be processed to obtain index
keys in the same manner as the néme wprds were
processed with_the_ exception_that in_the cdse of
key- phrases (gg;“chi1d welfare") embedded blanks

will be removed in Step (i). For example:

Given:  CHILD WELFARE
(1) CHILDWELFARE

‘(111@1)‘CHILDWELFAR

{(iii-2) CHILDWLFAR

(111-3) CHILDWLFR

(iii-4) CHLDUWLFR

(1i1~5) CHLDWLF

(ii1i-6) CHLDWF

(iii-7) CHDWF (index key).

“Use of the index file will afford horizontal

Tinkage among activities based upon human-service

functions.
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* Experience with System LONDON dictates that only AND and OR

%

operators should be allowed in System’ﬁYPQLQ Tfor RETRIEVAL |

It is anticipated that System'ﬁjPOTH will be used principaltly

by printing terminals,

It is expected that the user will be a specially designated
inforﬁation{counse1]or trained to operate the System. The

user wiil be provided with a copy of each of these documents:

(i) The current copy of the Information London/lLondon Public

Library Community Directory

(2) An alphabetical 1ist of Tocal human-service agencies/

- activities

" (3) A dictionary of index keys. in their input (non~truncated)

form and truncated forms.

1t is anticipatéd that System HYPOTH will be used principally

to:

(1) Prepare and revise problem-oriented Fi?es‘for System INDEX
(2) Produce special directories for public and voluntary
liuman-service agencies and other nodes of the Community

Information Network.
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The user will be expected to supply his reauest in the form

- of a fully parenthesized boolean expression consisting of

search terms in natural Tanguage linked by the operators

AND(+) or OR(+).

" The prbgrém will process the request as follows:

(1)- truncate—altl-search—terms—to-produce—index-keys-

which will be-checked for-validity-
(2) ﬁarse the request into inverse Polish notation.

(3) evaluate the resulting Polish string recalling

index records as required.

The initial report of System HYPOTH will consist of:

(1) the number aof master records satisfying the user

request

(2) a Tist of search terms which resulted in the production

of invalid index keys; these invalid index keys will

be ignored by the program.

-

The‘gser wiill then have the option of

o
oot s

(1) phrasing another search request

LY

*

(2) vreceiving a print-out of all master records satisfying

the request
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(3) the user will have the further option of suppressing

seen the first line or so.

Whenever Centre personnel find that a master record is

incomplete, out-of-date, intorrect, or missing, this fact

will be reperted to the Centre d#rector who will direct

()

the user to verify the report and, if necessary, change

the master record in question accordingiy. These changes

will be made using the computer system's "random-access"

retrieval and text-editing facilities.

It is recommended that System INDEX be retained for use by
the Community Information Centre and that the number and
content of the files under control of System INDEX both

be augmented where necessary by suitable retrievals using

System HYPOTH.

It is further recommended that print-outs from System

INDEX be obtained periodically {perhaps at weekly intervals)

and that these constitute the primary working tools for

information counsellors (loose-leaf binder contents).

The indexing and classification procedures implicit
in System HYPOTH are at least partially compatible wit

the Keyword-in-Context classification procedure used by
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the provincial Ministry‘of.Community énd Social Sgrvicés,
It is believed that similar chssification procedures wili:
be adopted by other arms of the provincia§_§avefnﬁent,
it is hoped that Information Canada -will adopt Simi1ér
procedures for classifying the human-service functions

performed by the federal government.

The distinct possibility exists; therefore, for

enriching the content of the master file by inputs Trom

these senior iTevels of government obtained either directly

or through Regional Support Centres, as the case may be.

Likewise, were Regionai_Support_Centres to be established,

input in the form of master file records could Tikewise

he used to enrich their information resources in respect
of human-service opportunities available at the municipal

level from both the public and Voiuntary sectors.
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CONCLUSIONS

There are five areas in which crucial decisions must
imminently be taken regarding the future development of

Community Information Centres:

. -Contvd]

. Coordination | a : : r
. Communications

. Computerization

. Credibility
fontral

Problems céntering on the contrel system of a Community
Information Centre arise from two facto¢s: diffused sources
of.funds and other resources, and diffused characteristics
of its clientete. The first factor 1ead§ t0 confusioﬁ regarding
the identity of the MASTEB‘system.‘ The second factor leads
to confusion regarding the identity of the OBJECT or “"controlled"
system. As a result of this confusion, there exist simultanecously
at least fqur’perceptions of the control system of a Community

Iinformation Centre:

* ~Social activists, who may furnish essentiail volunteer

services, especially in highly urbanized areas. perceive the

disaffected as the masters exerting control over local alms-

giving agencies.
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* The Philantropic ETite, who provide funds through charitible

master exerting control over the disaffected by furnishing

o

them with a reTativeiy harmless "saftety valve".

*  Governments, who provide Tunds in the form of grants,

perceive themselves as masters exerting control over both

the disaffected and local alms~giving agencies by their

utilization of performance statistics to derive social

indicators.

% The Middle Ciass, who provide popuTar support for Community

Information Centres, likewise perceive themselves as masters

exerting control over their guality of life and tend to use

the Centre as a convenience.

It is not the author's purpose to denigate the mptiveS'
of any of these groups.. It-is the author's belief, however,
that at this time the HEed for responsible and well-informed
government shouid enjoy the paramount priority and as a
consequence, government, espebia11y seniocr levels of govern-

ment, should emphasize its role by providing the majority of.

financial support and technical dirvection.

It is Tikewise important that the Tocal establishment

pltay a recognized role in supporting Community Information
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Centres so the Centres do nct come to be viewed as alien
structures fbarachuted“ into the 10051 community. For this
reason; Communityllnformation Centres should continue to
seek at Teast minimal support in the form of municipal

grants, and allocations from United Community Services.

It is important that the Community Ihforma%ion Centre

select its management and executive and conduct its day-to-day

operations 1in such a way as to neither erode its popular

support from the middie classes, nor its credibility among
the disaffe Lted and especially their social-activist

spokesmen (or spokespersons, if one wishes).

Coordination

The confusion engendered by the multtiplicity of information
agencies now forming in the pubT1c and voluntary cecwrs9 can

perhaps be classified by thwﬂe conL1nqency models:

Consider ¥irst the confusion between public and voluntary
information agencies and between special-purpose and generail-
purpose agencies. fhis can be clarified by constructing a
2-by-2 contingency model and populating each cell with a

representative agency:
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Special General
Purpose Purpose
Public Nat'l. Revenue Tax Adviscrs Information Canada

Voluntary Planned Parenthood

Community Information Centre

Consider next the basic communication function of

establishing channels from and to agencies and people:

Fram  ~_ Io Agencies People
- Agencies Urban Rescurce Centre Information Canada
People Community Information Centre Tie Line

Finally, in examining the means by which service is

rendered (ie hy telephone or facé-to-face) and the services

rendered (ie information-direction

-referval or counseiling-

advocacy) is is expedient to utilize two contingency frame-

werks assigning one to each of two cliasses of voluntary

information services while populating the cells .with the

approximate percéntage of effort each might devote to each

particular mode for rendering service.
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'Netghbourhood Resource Centre

" Halk-~In | " Telephone
Information '.EO 5
- |
Counselling 75 10 L

Community Information Centre

Waik-In | Telephone

Information i0 75
Counselling 5 /TO,AM
\‘_/ e

It has been seen that the Community Information Centre

can play any of three roles:

* CLEARINGHOUSE for direction and referral
* INFORMATION SOURCE
* COUNSELLOR.

The primary function of a Community Information Centre

is to act as a clearinghouse for direction and referral. This
being the case, Codmmunity Information Centre could well be

viewed as a misnomer. However, were the Centre renamed the
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- Community Ciearinghouse, there is a real danger that the public

would mistake it for a factory outlet specializing in carpet

remnants and broken sets of closed-stock china.

The role of the Community Information Centre as a primary

information source should be resiricted vor pragmatic reasons

(principally Timited #esouﬁces) to filiing eliipses in the
existing fabric of information services. MWMoreover, a
Community Information Centre should take the initiative to
support the formation of special-purpose voluntary and public
information.services such as the'propcsea Early Childhood

Resource Centre. It can do this in the first instance by

demonstrating From analysis of its own client~-contact reports

‘that the need for such an information service does indeed

exist, secondly by furnishing informational and technical

support to the new service during its nascent period and

finally, of course, by furnishing support in the Torm of

direction and referral of clients throughout the lifetime of

the new service.

Clearly, the Community Information Cenire belongs within
the galaxy of voluntary agencies that might tend to nucleate
around an Urban Resource Centre. Its_uniquevstore of
informational resources places it in an excelient position
to enjoy a permanent'symbiotic relationship with those other

agencies both as a source and recipient of information.
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As a personal counsellor, a Community Information Centre

should never aspire td'the role played by Neighbournood
Resoutrce Centres. The operational environment of an effective
Community Information Centre is in no way conducive te the
relaxed atmosphere and intimate one-to-one retationship that.
characterizes a good persona? counseliing situation. The
Neighbourhood Resource Centre is far better equipped for this
task. Moreover, fhe aiv of mutual trust between client and
counsellor arising out of similtar 1ife experiences appréhended
in the same ioca?e cannot be effectively simulated by

an agency that is by its nature oriented toward the entire
community. The same considerations apply to recognizable
ethnic communities, only more so. 1In this restricted senéeg
one can class establishments such as the North American Indian

Friendship Centre along with Neighbourhood Resource Centres.

Furthermore, it is difficult to perform effectively aé a
personal counsellor without occasionally being tempted to

assume the role of advocate. In playing the role of advocate

for any person ov group, the Community Information Centre immediately

jeopardizes its credibility with local human-service agencies
who are, at once, points of daily referral for its clientele

and essential sources of contact information.
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Rather, it should be the role of the Community Information
Centre to supply neighbourhood and other resource centres with
timei&;andvcompvehensive information regarding the_évéi?abiIfty
of human-services from all sources public, private, and
voluntary, and to facilitate ihe veferral of the ciients of
these othef centres to appropriate agency éontaét persons

!

whenever necessary.

The Community Information Centre should, of course, be
prompt. to refer its clients o Neighbourhood Resource Centres,
ethnic counselling cantres, or to problem-oviented counselling
services, as dictated by the information couﬁseilor's assess-

ment of the c¢lient's needs.

Communications

There.are three basic probiems relating to Centre
communications and these are distinguished by the identity of

the comnunicator, viz:

*  HUMAN-SERVICE AGENCIES
* OTHER INFORMATION SERVICES

%

GENERAL PUBLIC

The agency problem involves obtaining information. regarding

=

the availability of human-services and delivering feedback

regarding the actualization of human-services (as derived from

analysis of client-contact information) to both local agencies
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and to senior lTevels of goverament. A contingency table
framework can be used to classify the alternative

mechanisms:

Availability Feedback
Local , Active Acquisition Personal Contact
) :
Federal-Provincial Resources Directory . Processing By-Product

Active acquisition involves voutinely clipping the daily

. newspaper and regularly telephoning contact persons in agencies

unless client queries necessitate earlier contact. This
procedure resembies the way in which a newspaper reporter

regularly covers his "beat" or Tist of productive news sources.

Personal contact can be realized by: interlocking

directorates on agency management bhoards, informal meeting

agency staff members, collective occupancy of an Urban Resource
Centre, or regular meetings of agency executives under the

auspices of a Tocal Human-Services Resource Council.

A Resources Directory was prepared by the provincial Ministry

of Community and . Social Services. Each branch submitted to
the Community Information Branch of the Ministry a one-page

summary of the human-services it provides. The Information
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Braﬁch tagged retrieva} keywords in each summary, entered

the information into a compuﬁerg and retrieved under each
keyword héading the titles of the branches in whose summaries
that keyword appeaved, tégether with the text of the paragraph
in which the keyword appeared. Crosswrgferences were provided
in cases where keywords were synonymous. The directory was
sorted on keywords, printed, and disseminated widely within
the province, It is planned to produce similar information
regarding other miniséries of the provincial government

culminating in pubiication of a composite directory of

provincial human services. It is anticipated that, as new

programs ave instituted, old ones terminated, or major changes
instituted, the branches concerned will take the Tniﬁiative

of informing the Community Information Branch of the Ministry

of Community and Sdcial Services. The Community Information Branch
will then update its data bank and print change entries (perhaps
on "sficky“ Tabels) to be distributed to honers of the provinciaT
directovry. The Commuﬁity Iﬁformation Branch has had conversations
with Information Canada, the objective of which has been to

fnduce Information Canada.to provide a similar service on behalf
of the federal government. Judging from the success of the
directory published by the provincial Ministvry of Community

and Soéia] Service, extension of this service throughout the
provincial and federal governments would go a long way towards

solving the problem of obtaining timely and comprehensive
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agency-contact information from the senior levels oi

N\
government,

The term "Processing By-Product” presupposes that the

provincial government will assume the responsibility for
procassing client-contact reports on behalf ¢of Community
Information Centres and by impTﬁcation standardizing the
format of the data~collection documents and the performance-
statistics reports. This could be implemented by Regional
Support Centres. Such Centres will undoubtedly appear when
and if Regional Government becomes the norm throughéut the
province. They may appear sooner if perhaps the Ministry

" of Finance and Intergovernmental Affairs takes an initiative
in this direction. Possibly as.an interim measure, the
anistry of Community and Social Services coulid gontract this
function to the Computer Centres of séme provincia11§ supported

universities. The important point is that the Community

Information Branch should take the ‘initiative to compile

statistics regarding unmet human needs and conflicts arising

from apparent breakdowns in the human-services delivery system

and deliver: timely and comprehensive reports to cognizant

officials in the planning, programming, and administrative

branches of the provincial government.




It is hoped that Information Canada or some other branch
N ) )
of the federal government will take a similar initiative at the
federal level. Pekhaps what is needed is some sort of general

audit of social impact.

Communications among information services at the local

Tevel gives rise to four problems. These involve:-

Prompt on-Tine switching of emergency contacts

Referral of client contacts to special-purpose services
. Upgrading the informational capability of Neighbourhqod

Resource Centres

Extension of service to rural areas.

There is a critical need for the capability of switching

an emergency call to the Tocal emergency centre, while the
client is still on the Tine. Every Community Information Centre
should have a direct line to the "Call 911" desk at local

police-fire headquarters, an internal switching mechanism

'capab1e‘0f transferring the call, and probably the capahility

of recording such calls on magnetic tape. The local emergency
network should inciude direct telephone connection to centres
for poison control, suicide preventien, and crisis intervention

as well as fire, police, and ambulance service.



‘ 1l

The Community Information Centre should join with
Neighbourhood Resource Centres. and special-purpose public and

voluntaty information centres in a Tocal College of Community,

Information, to exchange information about the services

available at each centre and for regular critiques regarding

ot . o . . - o t
the handling of specific client referrals. f ;

The Community Information Centre should take the initiative

to compile an inventory of resources available at each Neighbourhood

Resource Centre and make this information available to all

resource centres. The Community Information Centre can also
use this inventory for guidance in making client referrals.
Moreover, the Community Information Centre should actively

promote establishment of a newsletter to be circulated among

Neignhbourhood Resource Centres to publicize the availability of
new resources. The Cbmmunity Information Centre should provide
each Neighbourhocod Resource Centre with a copy of its directbry
of humah services as well as current copies of the problem-

oriented files used by its information counsellors.

There is an urgent need to provide information regarding
the availability of human services to pevsons living 1in rural
gﬁggg and small ex-urban communit%es, The community directory
(or a dump of the mqster file) and a-printed aggregation of
computer-produced problem~oriented Tiles, could supply the basis

for a convenient information package for extention of information
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services. However, there remains the problem of bringing this

information to the people who need it.

The Local Initiatives Project grants have frequently
provided the vehicle for starting Information Centres in smaitl
commnunities. There seems to be, however, good reason for not
relying on LIP.as the sole source of funds for any important
human service. The projects last only, say, six months and

thus tend to arouse unfulfilled expectations in peopie who

may already be disaffected. On the oiherzhands persons on LIP

grants, can and have provided vatuable support services to
established human-service agencies. It has been suggested

that information counsellors be sent to rural areas to conduct

temporary information clinics. There may be some merit in

such a plan, but in. the long~term it would seem to be more

. fruitful to co-opt the support of traditicnal resource persons

,

and furnish them with packaged agerncy-contact information. Such

persons could include town and village clerks, clergymen, Tocal
Tibrarians, and even general-store propriators. The pvinc?pal'
mfssion of infofmation clinic teams could turn out to be
identification of permanent local resource persons. Packages
of'agency~contacf information and training in community
information counselling practice should also be offered to

vy’

personnel of regional-library book-mobiles.
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Communication with the oub]ic is required to offset an
apprehended middle-class bias developing among thelc]iente1e.
of Community Information Centres. Various mechanisms for
proselyzing among'the~disaffected have been suggested
including spot announcements on radio, especially éthnic and
consumer-oriented programmes. Door-to~doovy distribution of
te?ephone number cards would seem useful, but use of "Welcome
Wagon® for tﬁis purpose is almost sure to perpetuate a
middie~-class bias. Distribution by social workers may be
good ovr bad, depending upon the extent to which the d?saffected
tend to view the social worker in an adversary role.
Distribution to school children and by leaving suppiies of
cards at pqints where human-services are actualized appear

t0 be effective.

Finally, there is the possibility that a client seeking
certain kinds of sensitive information, may be unwilling to
talk to any human intermediary. One could seek substantiation

for this hypothesis by leaving copies of a human-service

dirvectory in Neighbourhcod Resource Centres for casual browsing

by walk-in clients and noting whether the directories subsequently

exhibit signs of substantial use. If it is determined that in
some cases the presence of a human intermediary is an
inkibiting factow in the -communication-process, sSome thought

might be given to permitting client access at Neighbourhood

Resource Centres to computer terminals, especially designed

to be rugged and eaéy to use. A retrieval program such as
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System JNDEX would appear to bhe best adapted to this kind of .

application.

Computerization

The possibifities for computer assistance in Community
Information Centres are bound up in the basfc stéps of
: , . {
information handling as they relate both to client-contact

and agency-contact data, viz

*  ACQUISITION

. * PROCESSING

*  RETRIEVAL
% DISSEMINATION

Data'ggggiggg must be reliable and comprehensive.
Standardized formats should be.devefaped both for client-
contact and agency-contact dataq' Experience at Information
London has shown that acquisition of client-contact data in
machine-sensible format (ig mark-sense pards) is both
effective and efficient. Acquisition of agency-contact data
in machine-sensibie format could potentially reveal similar
advantéges. The problem is one of implementation. Agency-
contact data is not easily rationalized. It wou?d'appear the
best way to acquire these data in machine-sensible* format
is by means of keyboarded terminém possessing Tacilities

for real-time text editing and correction. Such data
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capture could be effected by a terminal (which could be an

inexpensive Teletype terminal conmected to a 1T0-baud Tine) .

on-Tine to a remote time-shared computer; by a terminal connected

to a dedicated minicomputer; or by an “"intelligent" terminal

connected to a local digital cassette tape recorder. In the

"Tast case, the data could be transmitted over wire to a

remote computer either directly if the computer were operated
in the time-sharing mode, or to.an incremental tape recorder
it the remote computer were operated in the batch mode.
Aiternatfve1y, the cassettes could be mailed. Centres not
possessing terminals, could make use of a standardized data-
acquisition document. . These documehts could be delivered toi
a computer centre for entry by key-punching covr by magnetic
tape/disk key entry. The main reascns that automation
deserves a role in data entry, are thaﬁ: automation makes
it_easy to enforce uniformity in format; once data is
brought under control of an autbmatic system, it cannot
become lost or mislaid; and that automation assures adherence

to the one-writing principle that not only obviates tedious

retyping, but more importantly, insures against insinuation

of subsequent typing errors.

Speed is not a major factor in processing of data.

Processing can usually be done off-Tine. Choice of real-time . -
processing over batch processing would have to be justified,

indeed, if it could be justified at all, in terms of the
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operating convenience for the computer centre, rather than
on the grounds of any operational advantage that might accrue

to the information centre. The principal results of

ne

processing are

Editing, correcting, updating, formatting and sequencing

of agency-contact information

Compitation of probiem-oriented lists of agency-~-contact

information
Tabulating, cross-tabulating, and statistically analyzing
“c¢lient~-contact information.
There are four possible options open to a Community

Information Centre to obtain data-processing support:

. A provincial Regional Support Centre
. Obtain service locally 4
. Do its own processing

. The Peoples' Computer.
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If the provincial government can see sufficient advantage
to itself, the first option would probably be the most‘
cost/effective. The proVincia? government could reatlize
econoimics of scale by assuming the responsibility for
protessing data for Community Information Centres along with
its other public reéponsibi1it§es as part of the provincial

government's contribution to the community information move-

‘ment. OfFf course, this presupposes that there will be

.Regiona] Support Centres and that these centres will have some

under-utilized programming and processing capabiiity. If

these conditions do not hold true, then the processing of.

“data for community information centres would have to take

its place on the scale .of other priorities of the provincial
government and it is impossible to predict what lTevel of

support would be forthcoming.

The possibilities for local support include municipal
government computers, community colleges and universities,
focal boards of education, local businesses and computer

service bureaus.

. Municipail governments usually fun their~computer~centres;
like everything else, on a tight budget. _A]thdugh‘there mfght
be time available for computer processing on second or third
shift, there would Ee ne provision for programming support
aﬁd no provision for an operator during these periods. MWere.

the municipal government to view such assistance as suppori in
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) ‘ kind in Tieu of operating grant money,. Community
Centre executives would not take k%nd]y to ity Sihce fhey would
prefar.money for diséretionary spending. Moreover, data “
processing ranks helow staff expansion and higher staff salaries

on the Communrity Information Centre's own list of priorities,

o . Universities and Community Colleges are 1av€sh1y endowed
with computing power amd expertise much—of which—isy by—themnature -
of the institutions, used in non-productive ways. It may be
possib?é'ﬁo interest a teacher of computer science 1nrprdviding
data~processing support to a Community Information Centre under
the guise of a tutorial exercise or a researéh study. Indeed,'
thelComputer.SciEnce Deparitment of the University of Western
Ontario has for three years provided just such support to
Information London. However, in the 1bng~term9 the objectives

ot researchistudieslwii1 tend -to conflict with the operational
neéds of the Centre. Moreover, the needs of the Univeérsity may
eventually necessitate placing a Timit on the tfme and effort
avai?ab]e_for support éf a Community Information Centre. Suppont
from this quarter must be regarded as- a Tortuitous -circumstance

and at most a temporary expedient.

. Board of Education .computers, in contrast with those at
Coiteges and Universities, are primarily tools of:the administration.
Their teaching function is secondary: their research function

non-existant. Moreover, the fteaching exercises done are at a
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Tower }eveT of sophistication thaﬁ would be required to meet

the needs of a Community Information Centre. Board of Education
computers are hedged by circumstances similar to those which
surround municipal computefs,A Furthermore, the Tocal Board of
Ed&cation has no particular incentive to make any sort of

grant either in cash or in support to any voluntary qrganization.

. The computers belonging to private business are probably
subject to tighter budgetary control than are municipal computers.
Moreover, it is certain that Community Information Centre
executives would prefer to see a cash donaéion forthcoming from
private business instead of support in kind. Cash donations would
probably be looked upon with greater favour by taxation authorities
who are always perplexed when assessing the worth of & charitible

donation in kind and may well come down with a decision untavour-

able to the corporafe taxpayer.

. Use of commercial computer service bureaus, either time-
shared or batch,'requires a considerable outlay of cash for
running time and a much greater outlay if programming and
syétems analysis are needed. 1In no way woufd any Community
Information Cent?e tay out this kind of money unless it were
given to them specifically earmarked for this burpose. On the
other hand, if one of the senior levels of governﬁent wanted to
have the systems,ada1ysis and programming done on a contract basis,

and then provide periodic operating grants specifically for data

processing, there would, undoubtedly, accrue beneficial results both :
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terms of support to the Community Information movement and
new husiness opportunity for the Canadian data-processing

service industry.

The option of a Community Information Centre to process

its own data would Tead to substantial contradictions:

. Any computer capable of performing the operations
implicit in processing data for a Community Information Centre
would invariabiy have far more computing capacity than would be

required by any single Community Information Centve. Thus

~a Community Information Centre possessing a computer would

inevitably become a regional centre utilizing its unused

capacity to process data for Centres in nearby cities.

. The saiaries'paid to compuﬁing professionals would
greatly. exceed that paid to the Centre executive. The emphasis
at the Centre would inevitably shift to the data processing

role with the net effect -that the Community Information Centre

possessing a computer would become'gg facto a Regional Support

Centre albeit under local control. The outcome would Tikely

be unsatisfactory with neighbouring cities receiving inadequate

‘data-processing support, while the computer-endowed city

received superior data-processing and inferior information

counselling.



The Pecples' Computer idea derives from the notion that a .
government (federal) publicaiiy committed to participatory
democracy should endeavour to even up.the unfavourabie balance
of information power betwesn the citizen and the "establishment"
by making computers avaiTablg to the people. Although it is |
true that the computer represents 'a capital resource beyond the
means of any sihgie iocal group in the voluntary sector and
Tikewise beyond the means of most syndicates that could be
formed locally in the voluntary sector, possession of a
computer in itself would do Tittle to confer information power

on its possessor. Substantial support is also needed in the

form of systems analysis, programming, clerical and operating

support, and above all, management. The Peoples' Computer can
that would monitor needs and develop applications programs to
fulfill those needs. Its most probable hardware realization
would be in the form of several large time-sharing computers

with provision for Tocal remote job entry terminals, possibly

_appended to existing federal government offices. Operation

and systems support would have to be performed by computer

professiona]s; ‘Such a national computer utility could be

operated by public-service employees as an arm of the federal

government, as a federal Crown corporation, or contracted to

new or existing data-processing service organizations in the



private sector. Services could be made available to
municipalitiés, voluntary agencies, private citizens, and
private busineSS'accordiﬁg to a vavriable rate structure.
Several important decisions must Be taken before the
Peop}és' Computer could become an actuality. If and when
such a synthesis occurs, Community Intformation Centres may

well come forward among the earliest users.

The primary need—for—informationretrieval—ira—Community —

~Information Centre is not for real-time retrieval 0of answers

to specific inqueries. Rather the need is to provide information

~counseliors with-a set of reasonable alternatives to promote more

-equitable use of equivalent human-service facilities. Off-line

pnéparation of problem-oriented lists of agency-contact
information can serve just as well as on-line retrieval. A
program such as System INDEX can, however, provide a useful
training aid for new fnformation counsellors where a high rate
of personnel turnover is a problem... One cannot overlook the
possibility of providing problem~oriented ?iStSAUf alternative
services in microform and furnishing each information
counsellor's position with a microform feader. Indééd,
provision for even a single microform reader/printer would
faci]jtate produétion of hard copy-1ists for exchange with ofher

centres. It must be realized, however, that agency-contact




information constitutes only abaut sixty percent of the
information disseminated by the centres. The rest has to be

dug up by telephoning various agencies and services.

A word is in order here regarding retrieval of client-
contact information. When the information sopght involves

only the crpss»tabulation of two categories, this ?nformation
is most easily obtained from hard-copy prﬁntéouts;" Where

the infofmation needed involves discovering the population

in the 1intersection of three or more category sets, a special
query must be addressed to the computer program. It is
technically feasible to obtain this information at a remote
terminal. A provision for answering such inqujries could bhe

a convenience to the executive of a Community Information

Centre.

A Community Information Centre can disseminate the

following types of information products:

. Directories of local human«serviée activities (DIRECTORIES)
. Problem-oriented 1ists of human-service resources (LISTS)
. Answers to specific questions (ANSWERS)

< .

. Statistical analyses of client-contact data (STATISTICS)

170
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A Community Information Centre can disseminate its

information products to the following recipients:

. Senior levels of government (GOVERNMENT)
Other information or resource centres (CENTRES)
Its own information counsellors (STAFF)

uGeneraJupublicfincluding_clien£s~lPUBLIC)_

A Community- Information--Centre-can--choose among five
media depending upon the technical sophistication of its
equipment and the technical sophistication of the equipment

possessed by its intended recipients:

. . Telephone (TELEPHONE)
Print media (PRINT) |
Computer-output~to-microfilm (MICROFILM)
.  Magnetic-tape digitaT ééssetfes (TAPE)
. Mark—senée cards (CARDS)

The applicability of these media under various
contingencies may conveniently be summarized in a 4-by-4

matrix as follows:
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STATISTICS

DIRECTORIES LISTS
GOVERNMENT Print Print
(Tape) - Cards
CENTRES Print Print' ~Telephone Print
(Microfilm) (Micro-
_ film)
(Tape) (Tape)
STAFF Print Print
(Microfilm). (Microfilm)
(Tape) (Tape)
PUBLIC Print. Telephone

Cradibility

. Two products disseminated by a Community Information

Centre will be assessed critically for their reliability:

Answers to client inquiries

Reports of client contacts

In the former case the cfedibi?ity of the C&mmunity

Information Centre is under its own control. It can and,

indeed, must continually verify and update its agency-contact

information, seek information from trustworthy and informed
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sources, transmit information carefully and UHderstandab1y;
and refrain from answering a question when in doubt-(giving
direction or obtaining information rather than answering

from memory or from possibly out-cf-date or erroneous files).

‘Thé'situation regarding clfient~gontact statistics is
different. .The fact that clients rewain anonymous can
give rise to distortions that are beyond .the effective

cantrol of the Centre.

*  When statistics show 399 inquiries received from welfare
recipients, there is no sure way of telling whether 399
welfare recipients called the Centre, whether_.one welfare

recipient called 399 times, or whether 399 people called

who Talsely represented themselves to be welfare recipients.

w whenvstatistics show that 35 persons seeking day-care for
children were unable.to obtain this service, there is no
sure way of telling whether these requests were legitimate
or whether 35 persons who would like to see day-care
services enlarged called with requests they felt sure could

not be fulfilled.

in other words, as a socia] indicator, the ¢lient-

contact statistics produced by a Community Information Centre

are subject to ingenious manipulation by dedicated groups or

individuals. In this respect, this social indicator is no



174

different from public-opinion polls, letters to members of

Parliament, or letters to newspaper editors.

The only protection from manipulation 1ies in the facts

that:

. Information counsellors are usually perceptive enough to

recognize .a -fraudulent inquibry

n ries tend to be inconsistent with the

r-io
£

o=

rede

. fFraudulent

pattern of legitimate inquiries

&

. The use of client-cantact statistics as a social indicator

i

nas not yet received widespread publicity.
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The possibility of conducting longitudinal studies

‘based upon client-contact information has been mentioned.

These studies wouid give'va]uabTe insight into how various
ciasses of people cope with their changing social
environment. They would lTikewise do much to define the

role of the Community Information Centre in society.

From a pragmatic point-of-view and to ensure the credibility
of the Centre as a confidant, these should be sampling
rather than exhaustive studies, and c1iént-contact
stafistics can assist in developing a sampling plan.
Moreover, the consent of the client would have to be
obtained prior to recording any data concerning or describing
the c]fent; additionally the client's identity must be

concealed. [This can be dona by 1%nking=the serial numbers

of contact cards pertaining to a particular client to a

random .number transmitted to the client at the time the

client is selected as a subjéct.] Furthefmofe, as 1t is not
the business of a Community Information Centre to carry on
social-science research, outside investigators, possibly

from a local university, should undertake acquisition of these
specialized data., Similarly, it would be counter-productive
té a high-quality community information service. for one

Centre to become the site of an undue number of studies merely

because of its proximity to a university.
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Independent social-science research can contribute
to the value of client-contact statistics as a social
indicator by obtaining information, through the use of

personal inquiry techniques applied to stratified random

“population samples, upon which to establish base figures

for the population of various socially recognizable

classes within the Community. These could be used to

determine what percentage of each class uses the services

of the Community Information Centre. This information can

~help the Centre assess its relative degree of success in

reaching targeted classes among its clientele.



