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CHAPTER I
INTRODUCTION AND SURVEY OF
_SELECTED LITERATURE ON THE TELEPHONE

The purpose of the present research was to explore
for the first time some of the social dimensions of con-
cern with reSpect to the ubiqnitious instrument, the
telephone. The attitudes and usage patterns of a small
sample of individuals in a typilcal city.in English‘Speaking
Canada were surveyed. The research was guided broadly.by

the notlon of "social function", i.e., how and why people

© use the telephone along with collateral questions'dealing
.-w1th potentlal telephone serv1ces and information about
telephone Services now avallable The llterature rev1ew
" which closes this chapter contalns many suggestlons found-
-_.in essay form Whlch We tested for the first time emplrlcallyj
:for_example, the notion of the telephone~as-"the great
J‘ednallzer".“ o ‘ | | l
On the other hand, the research was‘notpdesigned to_
‘ tightly test hypotnesestbut to remainlas open—ended.aslpos~~
.V,sitle. xIt provided first, general.notions concerninv‘the h
N potential.importance'of a dimension, ‘as may be ascertained

.Nﬁ_provislonally bJ frequency dlstrlbutjons Secondly, and ‘

T T e e SR pmn o e eenies cyiar et -
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- . this report. T -

'perhaps more 1moortant1y, the research furnished a range of '

openwended answers which could serve the purpose of stimulat—
ing a tighter but larger scale research of national_lmport
in both English and French speaking Canada. |

As indicated in the. prellminary reportgof May 3, 1974,
the purpose was not inferentlal, so sampling did not need to
.conform to'a probability_model, but rather'we attempted to
get a broad range of responses in terms of residential loca-
tion,_education and occupatlon, age and sex. Although we -
aimed for a sample of 100 originally, due to the addition of
rural individuals and multiple interviewing;at some sites,
we were able to expand the size of the sample to 138. Since

we sought to'establiSh dimensions, the.instrumentlwas pri-

marily open-ended.

' It should be noted that when'respondéﬁts.did not. answer

a given question, the resulting no answer category was

" removed and ‘the corresponding table was adJusted. Interview—

ers were student53 or in a few cases,_employees of The
University of‘Western Ontario. Questionnaire responses were

coded by project workers._ Data*were fed into the computer

"at the Social Sciences Computer Centre, from which we derived

our frequency distributions and other information maklng up_‘>

-
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A brief overview of some of the key'findihgs are prec

-sented first; followed.by a selected review of the literature.

i".l\g\fant‘age's and Dlsadvantapes of the Teleohone-

The findings of this research are keyed to attitudes,
~reports of behavior and knowledge of the telephone and
telephone services. . Throughout the report, we find concerns

- centered upon pragmatics and social aspects of telephone

use. . There is an aoute'awareness of the value ofvthe tele~
phone in emergencles as well as the‘convenience it provides
“ ' , 'in".saving timejand cutti‘ng travel; howe\fer; people 'are-_keenly
':_coﬁoerned With-the‘role of the telephone in modern soclety

- in reducing social isolation. “

In Splte of crltlclsms about modern electronlc media
k.there was little concern with the lack of innpersonvcontacta~
'»hwhioh thevphone ﬁight suggest to'some‘ When.the question of
’hgtelephone dlsadvantages was put to respondents.' The most
" substantial dis advantage complalned of cenured on the trans—

formatioh_of indiv1duals_from 1naccess;b1e_to overaccessible

because of the omnipresence of the phone.

The Role.of the Telephoue in Family Relations

The phone s use in family relatlonu is revealed in the

G.. f;. afinding that two~th1rdo of the resoondent° maintain regular

g R N B R T T Tl . e mamee s e e e e w A mlrmmmte tamd i, e e vmemam et Sva Na 44 A3 tm e et wmbedh e e
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contact thereby with relatives in other locations, and of

‘ these 70 peroentywere long diétance coﬁtaoés. On the othere
hand, friends most frequently in contact were most often
‘within a ten mile radius. ‘in'a sense, the extended familly
1s maintained by telephone lines. Children are socialized

+ early to;dial.and answer the phone, typically before seven
years of,ége; and as early as two in some cases. They are
taughf eerly-to use the telephone for emergency-calls. This
follows from the fact that well over half (59 percent) of

. respondents had used the telephone for an emergency, most

"‘.'f - often for healthvpurposes or other life threatenlng situations.

It should be noted that respondents often expressed the
importance of'theitelephone‘for family scheduling and intra-

familial .communication.

»

‘Schedulihg
' This notion of scheduling as'ayoenefit-of telephone use
was really not suspected by the inVestigetors prior to under-
taking the researoh. It not only emefges‘in‘family-consider—'
.atione but‘in-a'broéder web of socialyrelationShipe.
_'Complementing 1t is the phonomenon of abllity to operate on -

the spur of the moment contradictory,as this seems. While

v b 1 e amiaste seicmcesre s s s man mhu . ie st b stvama bent ok am s Sy e e B s LY um T Velry S8 e aare e -
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‘the telephone makes scheduling easier, at the same time,

v

‘plans can be rearranged . almost spontaheously through the

use of the telephone. Furthermore, the majority of people
indicated that they phone ahead before visiting.

In a SOCiety separated by substantial distances but

" without phones or with decreased phone service; it is proba-

ble that social felationships might become more formal and

rigidified because of the planning and.agreement'ih advance

that would be required in arfanging meetings.

The Telephone as a Substitute for‘Transportation

The question dealing'with lifestyle éans_teléphone point—

" ed to the perceptive recognition by the public of the link-

age between telephone and transportation. Individuals were

.aware that they'might‘have to walk more or, use cars or. other

forms of transportation more often. Furthermdre,‘the tele~

phone as a substitute»for transportation was highlighted by

31 percent‘of the respondents who could think of trips that

goﬁld be saved by use of the'telephone first. However, al-

most ambivalently, 71 percent of respondents st1ll believe

‘that most activities can be handled best in person.. This

may explain'the relatiﬁely~1ow modal: usage daily.

Ve et s S s v 12 S s A e €48 A e n e Tt o don
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Another suggestion for exploration deals with the
observation by one individual that more information storage
in the home WOuid be necessary in place of the teléphone;

hence, in a sense, the telephone and paper/printihg industries

‘are competitors. Increase the facillty of one and the

necesslty for the other is reduced somewhat.

Behaviour Patterns in Telephone Usage
Usage patterns reported reveal‘that.two—thirds of the

sample either make one or more calls or receive one or more

-Acalis on a given day. -This is less than éxpected, Typidally,

however, a person makes one or two calls and receives one
brltwo calls a day according to the general reports of the
respondents., |

The two extreme groups of respondenté‘aécording to 

_-frequency of telephone‘usage, i.e., very frequent and infre- -
'quent telephone users, would have differing purpéses for tele-

phone'use than the average user. This comparison\lends itself .

to future research. Those who use 1t rarely may - find useful

suggestions for expanding its use to handle more routine

- business and thus reduce the necessity for tranépdrtdtion.'
r‘This may also suggest changes in buregucratic procedures that

would facllitate more activity being consumated by telephone. .
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The rank.order of telephone usage suggests, in confirmf
ation that the telephone'is used mbre frequently for personal-
social reasons (four to one) over business functions.: Rank

ordering according to frequency of calls revealed the follow-

ing order of groups of persons called:. friends, relatives,

business, neighbours; professionals, followed by coworkers,

government offices, schools, theatres and libraries.

Nearly one half of the individuais felt their‘phone calls

were pétterned by the.day of'the»week; ‘This is probably a
reflection of scheduling and.leisure activities. A minority
(27 percent) place restfictiéﬁs Qn.phone_uségvmostly relating
to children's.useAand'iong distance calls. There waé a great
deal of evening.calling, folloﬁed byVSunday calls; td family\

and friends. This is due to the.reduction in long distance

" rates at thesé times.

‘People more freQuently call home from work (27 percent).
than call from home to. work. Also, about 40 percent are
involved in transmission, clarification or discussion of news

events of a significant nature via telephone;v

Commuhicatina With Institutions by Televhone

For the mostipart; respondents_expressed satisfaction -

with their use of the telephone to gain information from .




government offices (some complained_of‘the neceSSity'tdAmake
several calls to achieve'it). What may be occuring is that
there 1s selective use of the telephone‘for government busi-

ness. Through.experience:respohdents have learned which

,matters can be handled. In their reports on recent calls to

government'offices,_the office most often called was the

income tax office, which is geared specifically to handling

- phone requests for information and help. Furtherﬁore, the

phone'may be used in an elemental wéy or to arrangé persdnal

appointments with governmental officials.

KnoWledge concerning4efficient methods of finding-phone

~numbers for governmental agencies was mixed; while 72 percent

knew what to "look under"'for federal government dffices;j_

only U8 percent could do the same for municipal offices. . Only

> 5'percent knew the most cdrrect listing. _iny 22»perdent
vffidentified Zenith as a_méans of making free long distance calls
~and only'6 percent Wére_informed of Wats. Labk of knowledge

_concerning'means of finding out if a cdmpény br.gdverﬁmental

agency has free long distance service was rife: = over 60.pér~f
cent knew of no -way.

The use of the yellow pages for_certain'services was

,widespread.and_pattefned‘to certain kinds of businesées; such

. aé fast fobd. But most'fespondents.Wére suspicious of‘buying'




goods from telephone sales people other than established

retail houses. When complaints occur, the majority handle

them in person.

There is relatively high satisfaction with medical ser-

. vice by telephone, although a minority complained of being

. required to speak to a surrogate for their phy81c1an, such

as a secretary or nurse. Only 10 percent perceived that

" their doctors would disgnose by phone, but three times as

many would prescribe drugs by phone. Nearly a tenth7of
respondents stated they would prefer to have the doctor pre-

scribe and to diagnose by phone to av01d an ‘office wait.

" Norms of Telephone Usave“

There 1s a patterned set of norms about telephone calling

”J:and calls.‘ One set of norms ceritres on late calls with more
. than a third of reSpondents 1ndicat1ng 11l p. m. as the“iatest
’h:itime people should call except in an emergency This was
“followed by 27 percent who mentioned 10 pP. m. Another setAof'
-'norms focus on calls received Nearly 80 percent would hang
- up on any annoying “call and only 7 percent believe hanging
‘up 1s inapprOpriate. Another means of reducing accessibility
- is by leaving the phone off the hook Nearly QOApercent do
‘this at some time or_another-to avoid 5 call. There are cer-

1 'tain times (keyed~by activities) when calls are unwelcome:

K - y »,“
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.38 pefcent are frightened by a ringing phone in the middle
of the night and 20 percent are angry about it. Only 23
pefcent feel strongly about calls received at dinnerdtime._

The common term, "erank call" is applied to obscene
¢alls by 41 percent, while 24 percent apply this appelation
to "nonsense calls".‘ A large majority (77 percent) ‘have

personally received or have known someone who has recelved -

% . a crank call. The solution-for 53 percent was to hang up,

H : d N ' with 17 percent complaining to- the phone.company.l Only .
8‘percent call the police, while 4 perCentvdelist their -
numbers as a solutlon. o |

The norms of signalllng centre on methods known for l'
conveying a message without paying for a call. The majority'_
~knew of methods of d01ng_thls. The most famlllar methods |
weref one.ring upon arrival' and calllng for oneself person—"
‘to—person;‘ | o
Efficacz‘ ‘ ‘ A
L 'The'question which tapped pefceptionsdof the‘telephoned

.as an effective means of communication produced responses

that»suggest two broad_groupings ofﬂpeople. One gfoup;‘over

50 perCént oflthenrespondents,'believe that'person—toeperson
'_‘interaction'is moreieffective_becauSe of lack~of physical =

_q-.fnfd cues in a telephone conversation. A smaller group of lU per—

;b'ufcent believe the phone is more effectch, a "great equalizer,"u

o and ensier for rcfu"in" invitntionl, for mdking exou;eo or -
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arranging dates, etc. One half could forsee situations where

LR

the phone was an easier medium for certain kinds of discussions,

i.e., personal, semi-anonymous. On the other hand, over half

. could think of constraints, i.e., discussion of personal or

emotional problems, sexual matters, health or other such pro-

‘blems. However, 16 percent state that they would be willing

to discuss anything" on the phone.

Telephone Services

Ignorance toward ownership of phone company and service

t

costs is rife. Forty four percent could not 1dentify it as -

a stock company and only 42 percent knew the service cost of-y

1their telephone. More-than half of the respondents were

negative about leav1ng a message with an answering service

or recording device because of its impersonality or coldness

h Nonetheless, more_than ‘half the respondents would'leave such

" a message.

There was reslstence to the notion of.paying*25¢yfor
‘weather and road conditions.->0nly 35 percent indicated un;“
qualifiedly they would. Most (74 percent) would not want a’ ‘
telephone in their car regardless of the cost. |

Surprisingly, 58 percent agreed they would be willing;

to adopt a device that delivers a commercial message before



12

é long distanee call in-order to receive a‘rate reduction.
Thirty nine percent would not agree to it. ‘ Approximatelyj
80 percent ‘had heard of the v1deo phone. _HoWever,:the:moet’
frequent reaction was negative‘(nearly:SO percent), because

of the perceived lack of advantages of videé,-the invasion

. of privacy, etc.

Knowledge of telephone'services which give.connselling,

advice or answer questions was mixed. Nearly‘38 percent

 could not name any telephone services in London of this type.

However 25 percent of the respondents did refer to a hotline
service, while another 12 percent said they had heard in
general of such services. Other telephone services suggested

by the resoondents 1ncluded time and weather, ‘some emergency

and medlcal serv1ces as well as news. by telephone. More

‘than half had heard of Informatlon London although one third

of these could not identify what servicesvit provides;n.
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. 7 1957; Aronson, 1971: Ball," 1968)>are_treated in a small number of

VQI' ,

THE TELEPHONE IN THE LlTERATURE,

Literature treating the telephone is scattered, often

'anecdotal and frequently found in the popular press. Much of

it concerns telephone developments and modes of use to meéet

individual needs and those of professions and institutions.

Oné part of the literature recounts individual problems

generated by the phone, as well as viewing the telephone as

‘a means of solving problems of the individual. That part is

treated under the general rubric of social psychological.

Another discusses the_larger scale SOCial patterning assooiated

“with telephone technology and use, and that is treated under

-the heading socioedemograohic. A third grouping within the

- literature deals w1th the emergency uses of the telephone

_:Finally, a Tourth heading, which somewhat overlaps with the -

thers, is titled services. A blbllography is found at the

“end of the'report.

i.Social Psycholoeical

“Anxieties. generated by the telephone (Street 1913, Harris,

eSsays. Here there is also attention to such phenomenological

matters as the ringing of the telephone and its meaning, or the

question of waiting, not knowing exactly when the phone will
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ring (Street,,l9l3);-today we take thls more for granted than

1 4

in the early days of telephone usage. Anxietieseand annoyance

today more often seem to be generated by abusire;'obscene or

threatening calls, sales solicitation or survey calls and mis-

‘directed or wrong number calls (Kertz,.l966; Dodd, 1965), or.

by "telephone terrorlsts" who are described psychiatrically as

achiev1ng catharsis by obscene or threatening calls (Watters,

1 1965). By the mid-sixties, the U.S. Bell Telephone System had
‘received complaints from 375,000 individuals in a year7concern—
~ing obscene phone calls (Newsweek, 67, 1966). . The pervasiveness

of the telephone and the need«to‘devise means of avoiding it

and of screening callers in advance is highlighted'by Ball, 1968;

~ Hall, 1964; Dodd, 1965; and by the example of a woman who asked
in court.for'an.injunction against calls from her mother (Play— .

boy, 18, 1974). Another method of avoidlng unwanted calls is

‘i“through an unlisted number, aoproximately six percent of the

. . U.S, Bell System S phones had unlisted numbers (Tlme Bl;April, l963).

~ The use of the telephone by people for personal often

psychologlcal need is hlghllghted.llghtly in aniessay'by humouriSt

.ﬁParkinson (1969). It° particular ability to aid in generating

hindependent behaviour for children is pointed to by Arnstein (1970)

and Olive (1962). Psychologlcal needs for prlmary group inter—

f action on a sustained. basis are met throuﬁh the u e of the tele—

—~

phone in upite of members b01np scattered throughout a metropolitan

e rramm e s A STt TS $as S5 S h Aot S 1t Yy 0 g Y i b, - S W
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area, and interaction is described as intense as face-to-face

meetings by Aronson (1971) who calls this phenomenon a "psycho-

-logical neighborhood." White (1973) uses the same concept to

describe the radio call-in show. Singer (1973) also details its
use in call-in radio shows.
Social psychological‘needs are often met through telephone

mediated "listening-caring services" and "hotlines."™ ‘An

organization in New York City called "Care-Ring" provides a 90-

second telephone call to individuals who live alone for $17.50

per month; "Ring-a-Day" is a similar free service in Nassau

.. County, New York (Newsweek, T4, 1969)§ Toffler (1970) suggests

such services may evolve into more formal crisis-counselling

systems in the future. An English study (Gregory, 1972) found:

-that when low income elderly 1nd1v1duals were prov1ded with. low

cost telephones, dlfficultles'over shopping were reduced, but

that visits fromsrelatives and friénds were replaced~by telephone

g calls{

Hotlines or distress centers have proliferated in the 160's.
By 1972, there were 50 in Canadlan c1t1es (Tasler 1972). Such
centers are geared to personal problems, i.e., sulcide .sex;a

alcohol, drug usage, teenage runaways, family afguments (Klugman;

‘~1965; Kilbourn, 1970; Forsman ,.1972; Greenhouse, 1971; Life, 72,
1972; Newsweek- 23, l969-sKagan and Pascoe, l973' Lake, 1972). V
‘In Australia, a "lifelinc" organization operated by telephone

‘fecan dispatch "trouble teams" in radio cars to. provide fast pro— '

lvpﬁ :fe sional help to troubled callers (Time, 83, 196“)

g ma——— s FanL % e
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Socio~Demogranhic

Some of the socio- demowraphic effects of the telephone‘
include decentralization and the chanves in social relatlon-:
ships which ensue, new'occupatlonal patterns, and special
problems of such social~gropps as‘rural‘residents. Because
of the telephone mobllity patterns are chanéedb problems of
social control may be assuaged or hindered .patterns’of

orvanized transoortation are shifted, and the telephone may

teven become 1deolog1cally useful when functlonlng as mass

(one way) media.
As early as 1907 (Flynt 1907), authors were warning of
the spread of dev1ance through the technology of the telephone.

Flynt p01nted to the use of the phone 1n communlcating bets_

'and prov1ding the results of races; Latham (1972) " Ball. (1968)

and Aronson (1971) comment on its use by prostitutes or "Call

[-Girls. On the other hand the telephone has been enlisted
' pbecause of its quality’ of anonymlty, as a means of stlmulating
"reports of crime and criminals (American City, 84, 1969). ;The

" phone has also been used for the promotion of deViant ideologies,

“as when right wing groups recorded 1rrespons1ble messages that -

could be heard by dialing a given number'(EconomistQVZlV,_1965;

V.New,Republic,-153,tl965). The phone has orovidedvmoreyconven~

~tional political functions as'well with officials in Washlngton o

State bcinr orovidtd direct dial service anywhere in the United

’fStqteg (The Bell Telephone Maga?ine, US 1969)

Cor snamvem e —r i a b b et A1 SR gh o A WA b A An ASves W R Ama Smmaar e m Vv st ArAe vt Sanay o e . NSy vty hman #20




17

There has been some empirical Justificationifer»findings
of changes in visiting patterns earlier sociologieal studies
of communities 1ndicated that people often expressed their
fear that telephone service would reduce v151t1ng or else
indicated their belief that it‘was happening (Lynd and Lynd,
1929,. 1937; West, 1945). 'Aligned to this is the notion that

relationships can become dispersed or decentralized‘(Hammer”

and Ikle, 1957; McWhirter, 1969). The.phone has also ehcoureged
mebility, for it stimulates more general activity as a resﬁltA

of the eese of inquirj; furthermore, individuals ne 1onger_have

< to wailt for answers er responses in one place/(Cherry;j1971).

' It was noted, quite early in the centufy, that the spread of
‘the'telephone has ehcoufeged rural living since life on the farm

- can be as fully sef&iced as iﬁ a high facility'urban:erea (Lathem,
‘1972; Sheldon; 1956 Scientific American,'XCIV, 1966; Scientific

American, 104, 1911; Independent, 54, 1902; Mosnot, 1905).

- ”  Emergency Use

The literature on emergency use éeneféliy reports en‘hew
serVices or'techniques'for centralized emergency services.ﬁith::
'~_the aid of telephone technolo?y - The first eentralized service

efor prov151on of emergency, fire police or medlcal ald w1th
- one number, 999,'1n North America was. in W1nnipeg (American City,'
75; 1960).. Since then, 91l has been adop%ed in a- number of 01ties

’_aﬁd inclugcs scrvices such as a p01son control center for childhood

P e T R e e mrmeas ot ath ¥ A aALth e A Ty w18 S SAmE srrs Sy e e
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: emergencies and a personal crisis service for potential sulcides

(American City, 86, 1971; The Bell Telephone Magazine, 48, 1969).

In addition,-automatic telephone dilalers have»been developed that

make it possible for invalids and cardiaclpatients_to communicate

their problem by push button (Shatavsky, 1969).

Services

The telephone has not only been put tO‘the'serVice‘of major

institutions in soc1ety, but 1t may have; thereby, changed what

1t has served; here McLuhan's famous aphorism- may well fit, w1th

the medium becoming the message (Menzel and_Katz, 1955-56). Im~
pressed as we may be with the'inchoate.of“en startling»innovations
we Witness associated with the telephone, suggesting 1nf1uence on
such medium ffee (apoarently) institutions as medicine and education

it is even more surpris1ng to learn that in its formative days,

~ near the end of the 1ast century, the - phone prOVided residents of

Budapest with music, news, literary criticism stock quotations on

"~ an individualized basis; a similar service then was adopted in

‘_Newark New Jersey as well (Denison 1901;'Literafy Digest; by,

1912) In:1912, before radio, one could even hear an opera'by

":telephoneV(MoCluen,-l912)."By 1974, there were no reallj
_surprising new developments".one could'phone;for a "tune "
.one could "dial-a- Joke " or dial for information or news (Time;

72, 1972 Globe and Mail, April 1, 1974; Day, 1959). Even the

=.'current offerings of churnhes by telephone were anticioated as
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early as 1916 when a shut-in woman living in Passaic, New Jersey,

‘was able to attend church‘services by telephone (Literary Digest,

4

There have been more substantial developments in business,

medicine, and education' with the phone being used for interA
" active services. Technologies making poss1ble banklng by tele—

,phone computer hook-ups- were being exhlblted by l964 and a super-—

market was operating strlctly by telephone-and—catalogue (The Bell.
Telephone Magazine, 43, 1964-65; Business Week, l96ﬂ) In 1973,
a unique organlzatlon called "In—Touch " provided a number of coplng

services to indiv1duals such as blll paylng, tax data storage,

. personal reminders and computaﬁions by telephone- but falled in

':_that year, perhaps in part because of a limited market, for_the‘

d‘vservice required the'client to have_a'touch~tone telephone:(New

.:5York Times, December 29, 1973) By 1963, a device~called "Electro—

7T>Com " had begun operations, reading phone numbers from punched tape,

- and made possible flat—rate,vin or out calls over a wide area,

‘_dialing automatlcally and deliverlng a recorded sales message

'“(Time, 82 1963)

" The use of Wlde—Area Telephone Service commenced in the 1960's

oftentimes national,eaﬁ substantial savings. to the user (Journal

~:of'Cooperative Extension, 1968). Research on services made

'*g,possible by the conjunction of print and phone; ‘the Yellow Pages

lﬁ;vsuggested patterned usag both by service and sociological
'miﬁ:charactcri tiCu of the user, Young and younr mlddle aged adults

"most oftcn used the Yellow Paf*ou and most ofton for services

b e iy ottt b ik S A s 6 ws A maed e s
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rather than products (The Bell Telephone Magavine, 1964), It
was also found that usage was higher in larger towns and. among
higher income people.

| The use of the telephone 1in medical practice has recelved

some attention in the literaturej one study suggested a greater:

-tendency'for more sophisticated.individuals to be willing'to

use the telephone for reporting symptoms to a doctor than the
less sophisticated (Pope, 1969): and another found that about

fiftyipercent of all phone calls to medlcal care personnel con-—

.. cerned disease symptoms (Greenlick, et al, 1973). Pediatric1ans

commonly have set up morning phone-in periods to discuss Child—

ren's symptoms (Globe and Maill, January 3, 1974), Nearly half"'

..a century earlier, the claim'Was made that phones linking health

‘-_personnel to patients had been respons1ble for reduced mortality

‘H‘rates in clties when compared to those in backward areas of the

fworld (Literary Digest,lOS,.l930). 'The modern ability of the.

- physician to get instant information on any of the thousands of

drugs available today, to consult w1th top specialists and to

‘transmit between medical centres electrocardio«raphic information
~and other evidence probably will affect future mortallty rates

- (The Bell Telepnone Magazine, U5, 1966; Newsweek, 59, 1962;

Globe and Maill, January 3, 197H;~Literary Digest,_lO55 1930;

N

: Business Week, January, l962; Newsweek, 80,Vl972)f

- By thecl960's, educatlonal -Institutions Were’utilizing tele—

V“”f{fphones1tovmake possible the appearance and two-way interchange;'
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with experté ﬁhO'normally could not appeaf in the clasSroom
(The Bell Teléphone Magazine, Beilis, 1964). In 1973, th’r‘éé
Russian scientists who had béen refused permiésion to emigrate,
'“joinéd",the~faculty of Bar-Ilan Unilversity and chductéd their
lectures in macrophysics and_condensed matter phySics from
1,800 miles away, via long disténce telephohe from.the‘SoViet
‘Union (Time, 102, 1973). This example has suggested that the
k_telephone has the pétential to erase not only geographical

 barriers but political ones as well.

N
B




CHAPTER IT
ATTITUDINAL AND BEHAVIORAL ASPECTS
OF TELEPHONE USAGE
In this chapter, we focus first upon the attitudes
of. the respondents toward the ﬁelephone as it relates to
their general lives and lifestyles. Hence, the questions
.asked,dealt with the advantages of the_telephone; the dis-
advantages, and the way in which.its remoVal would affect

their lifestyles.

‘Following this, we examine behavioripatterns, that 1s,
| ‘ - the frequency and characteristics of telephone usage, ‘i‘ts

role in social interaction and family affairs.

« L rAttltudes Toward the Phone as Part of One's Life
o | l.. The Perceived MaJor Advantages of the Telephone
Tne most frequent response to the questlon;_"What do

you.think is the single biggest adventage of'owning a tele-
phone?" (Table 1) was~its emergency function; 'Approximately' o
27 percent of the respondents 1nd1cated the 1mportance of |

i"‘ ~ the emergency functlon, hlghllghtlng the ease of reachlng

police, its-avallablllty "in case of trouble', or of ill—.

ness and similar‘points. This was followed in importance

by "convenience", With 21 percent of respondents clting 1t

-~

by such comments as, its comparatilve advantages over writing,

22
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one's ability to communicate‘without leaving the house or
without having "to see" the other person..

Isolatlon was the third most frequent Qategorvaiﬁh
19 percent of respondents indicating iﬁs function in avoid- .-

ing loneliness, "stéying in touch with' the worid",~being,

.closer to people, etc. This was followed by reference to

saving time, with 10 percent of the respondents. referring

to this. Approximately 7 percent of the respondents were

~concerned with the phone's role in family scheduling and
~.communication, followed by the[more_diffuse category,r

. "social contacts", with approximately U4 percent: contact

with friends, its use in getting dates, etc.

Pragmatics Versus Social Psychological Dimensions

Tt is interesting to note that of the seven général

categories of responses, pragmatics and coping with thé

 outer world are the concern of:fivé~or'appr0ximately 69
. percent, whi1e sociational,or-psychdlogical‘dimensions |

'(isolation reduction, social contacts) occupy two categories

or 22 percent of the responses. However,'its*real use
pétterns may differ from the perceptidns of the people and

it is also probable that thev‘maJOr sbcial functions will.

vary by different sociological'indicators or categories;

~ when cross tabulations are examined.- Furthermore, it may -
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be worth inquiring tinto the question of the "homogeheity"
of the telephbne‘transactibn: the initial'purpose for mak-
ing a call may indeed be pragmatic, but the social functions

carried out could in the long run be more important to the

individual. Here, we may'employ-the-dichotomy‘bopularized

by sociologist Robert Merton for stripping the cuter layer
from social acts,‘the maﬁifest versus‘theilatent functions
found within social conrentione, usages and:institutions.
In summary, the most importanﬁ use wascperceived to be
emergencies; and socilal factcrs occupied 28‘percent of the
answers compared with 68 percent'dealing‘with pragmatics.

- Future research may be able to establish the "affective"

jcomponent in manlfestly pragmatlc Dhone calls by questlonlng.

the recelver‘of a call who is more. llkely to.be able to and-

be willing to estimate such latent bases ‘than the caller

'himself.

Laboratory research in which subJects are given object—

 1ves of a pragmatic nature, may aid in establlshing social~

affective proportions or ‘components of calls that are made"

under controlled circumstances. - o
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TABLE 1 .
'Percelved MaJor Advantages of
the Telephone

,EEéEEEEE. . “. Frequeﬁcy' Percent*
Emergency USel ‘. | 37 - 28.2
 Convenience2 | 29 : : 22.1
Isolation Reduced3 . | 26 | 19.8
Time Saving 14 10.7 -
Business Useg | g . 6.9

- Family CommuhicationS. 6 h.6

_SocialuContacts6 5 3.8

Other! 5 3.8
131 ~100.0

|
!

¥ _
Correct for no answer category

1

L e e B0 e Yeae Lt S% et b L ¥ s s e Abe A s e

Ease to reach oollce available in case of trouble‘
1llness, etc. .

2More convenient than wrlting, communlcate without - :
leaving house, communicate without -having to see some=-
one, etc. ‘ ' B

3Avoid'1oneliness; stay in touch wilth world, be closer
to people, etc. , : _ _ _
4 o - : . *

- Related to work.. - ‘
5Tell family members where w1ll be. ;Night.workers

can check back home ete.

6Contact with friends getting dates, contact persons in
‘church, etec. : - C '

fr7Cou1dn't live without it, etc.

8 S g h i e
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2. . Perceived Major Disadvanteges'of the Telephdne‘
The telephone is not an unmixed b1e331ng, as Table
2 makes obv1ous. The maJor dlsadvantages are the facts

that one finds oneSelf.ihterrupted, often by>peop1e~one

‘does not wish to speak with, or being'called by salesmen"
and survey takers, or being assailed by wrong number calls.‘"

'Approx1mate1y 29 percent of the respondents obJected to

the interruptions made possible or felt "over acce331b1e",

while2Ué?percent felt the nuisance of Salespéopie, wrong

numbers and surveyers was the major disadvantage. Seventeen

percent could think of no disadvantage and .16 percent

objected to the expense. Only l.5percent objected to the

’laek of innperson centact, the same preportion'believed.‘

that ‘as employees they were overacce331b1e to thelr employ-

ers"the 1atter probably w111 be found to be hourly rated

t'employees

Summing up, it is the obtrusiVeness'of the'telepheneV'

' rather than ite mechanical distancing~of.human relations to

Which people object As one er more authors have peinted‘

out, there is little as compelllng or jarrlng as a ringing

.';telephone

B e Ry A R s e T I A DT R O — - - -
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TABLE 2
Perceived Major Disadvantages of
the Telephone

Respohse ‘ Frequency_ l‘PerCent*
Interruption; Over—Accesslolel : | 38 28.8
Nutsance Calls® o o 32 .‘_ 2h.2-
No Disadvantage ' | - 23 174
Expense o 21 15.9
Barﬁy Line | 6 h.5
Time Wasters 5 3.8

. No Personal Contactll -2 1.5

‘Employees ‘too Accessible 2 1.5
Phone Company, No COmpetltlon 1 ) l8 |
Other? | 2 1.5

Total " 132 £100.0

|

# . A
Correct for no answer category

lPersons call you don't wish to talk toj; can get in touch
with you at all times. :

QSalespeople “surveys, wrong numbers.

3Gossip system, women calllng on phone too. much, oeople talk
too long, rings too much, youngsters' friends call at all
“hours, kids phone rather than going out.

_ No personal Interaction when talking on phone.
© dNever get 1t when you want it: makes us. lazy.
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uWrite more often, etc.
5Slow 1life down, need to plan out days better, need to set

up more actlvities formally rather than allow1ng spontaneous
organizing via.the telephone.

Wife wouldn't have anyone to complain to, etc.
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3. Perceived Changes in Llfestyle as a ‘Result
“of the Removal of the Telephone

This questlon elicited some of the most interesting

~ and least suspected present social functions performed by

‘the telephone, as indicated by Table 3. Surprisingly, 30

percent of the respondents did not belleve there would be

:dfastic changes in their lifestyles, but of the balenee

.of 70 percent, many of the responses suggested the: 1ntense
-.vﬂeed people have come to feel for the telephone.. Thlrteen
» percent spoke ef the social isolatien that wQuld result

V"gbecause; rather than substituting for visiting peéple,-it

makes possible:Visits one might not ordinarily make. on a

‘"lark or without invitation: ‘respondents»used such expresw~

'sions as "I wquldnldse friends . . . .I~wou1d be socially
‘dead . . . I would do less visiting . . . I would miss
" the kids . . . I would be less available." Just as many,

 13 percent, spoke intensely of the phone's indispenslblllty
"I would die . . . would be lost witHout it . . . would

" really be rough . . . couldn't live without‘iﬁ:. . . ete."

Other respondents saw it as a substitute for trans-

- portation, with approximately 7 percent stating they wbuld.
~drive more and 6 percent claiming they would walk more.

'Another 6 percent reforred to the finan01a1 changes that

-

'would occur, with some pointin .out their jobs would be -
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Jeopardized on One‘hand,‘or that "I would_have to work
ﬁore often as 1 couldn't cali in sick." A farmer stated
that without the phone there would be a change in breeding
patterns for farm animals, often arranged on the.phone.

A number of interesting points were subsumed by the

 category inconvenienced (4 percent), including the slow-

ing down of 1life, the need to plan out one‘s:day better,

the necessity of setting up‘more activities on a formal

rather than informal basis in which there is spontaneous
organization by telephone. Approximateiy 3 percent stated

they would do more‘thiqgsin.person; 2 percent referred to

employment problems and 1 percent believed they would watch

television more often. One perceptive intervieweé stated

that more information storage in the house would be neces-

'sary to make up for the instant availébility of  information
by telephone. Other references were to-interferenoe.With

normal scheduling and to the assertion;that thé‘réspondent's

wife would have nobody to complain to.
Future research possibilities here are quite rich. One

model would involve the use of modal families in a teléphone :

- deprivation eiperiment in which'thé family'S'telephone'use*
'is restrictéd and thelr pattern Qf 1life is,compared onna .

 before-after basisl

R T R E o T et o
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TABLE 3

Perceived Changes in Lifestyle as the
Result of the Removal of the Telephone

Response , Frequenéy : Perceht*
Would be no change A yy 29.9
More social isolation® o - 18 | 13.1
It is indispensible® 18 13.1
Woﬁld drive more 9 6.6
Would walk more 8 5.8.
Alter business patterns3 .8 5.8
.Would use others' phones- T | 5.1
Use other forms of communlcationll 5 3.6
Inqonvenlenceds 5 ‘ 3.6
Do things in person more L. 2.9
Emergency help delayed 3 2.2
Would have eﬁployment problems 3 | 2.2
- Would use TV more | 2 ~1.h
Accessibility lowered 1 T
 ,Information storage necessary 1 T
Not use phone’ 1 ‘; T
 Scheduling interference 1 ! LT
Other? | | 2 1Ll
Total 137 100.0

lWould 1lose friends, be socially dead, miss kids, do less visitm

|

% _ ' _
© Correct for no answer category -

ing, like living in a tent, etec.

2WOuld'die, couldn't live without it, etc.

._3F1nancial change, husband's job jeopardlzed must work more
- often (couldn't phone in 81ck) must chanpge breeding patterns:
" for farm animals. : . :
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Write more often, etc.

5810w 1if2 down, n22d to nlan out days better, need to set

up more activities formally rather than allowing spontaneous
organizing via the telephone. : o -

Wife wouldn't -have anyone to complain to, etc.
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4, The Teiephone Ranked With Mass Media
Although earlier, a large segment.of'the sample
‘indicated their high dependence on thé»phone, when we.
sought to compare the phone with other sources of infora
mation and entertainment, we were surprised to»find out
it ranked hardiy above television in preference. Only
: 32 percent of the respondents ranked it first, oOmpared~
with 30 percent who ranked television first, followed by

radio with 25 percent and newspaper at 11 percent. . This

forced choice may be a more telling criterion of the tele~

. . ~ phone need than the earlier question. . _

‘ One mlght make the global 1nference that the part of

_an individual's life filled by the ‘telephone ranks about

- even with felevision or that television and other>media
compete with the telephone fof ‘specific functions such
es informetioh; time filiing, etc. In‘any caee,.more thén
ﬁwo\thirds of tﬁe respondents seemed to~be iﬁdicating they

could live without the phone-—if they had to choose.

Behav1or Patternu in Telephone Usaa

1. Prequency ‘and Characteristlcs of. Telephone Use_

Dally Calls Made
One third of the sample report noeteiephone‘calls-were :

made’ by:them during the past day as indicated.by Table 5.

‘ L REA .. o T T O Lo N
e 8 EEEN 3 . .
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TABLE U

The Telephone Ranked with Mass Media

Response Freduency " Percent

Telephone ;. , b | - 32.8
. Television | o 30.6
Radlo s - 25.4
Newspapér | 15 _ll;g
Total S .13h 100.0 -

¥ . - ' o '
Corrected for no answer category

Y
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Approximately 44 percent feport a neminal one or two
calls hade,_with 13 percent reporting three.or four;_
Elght percent report more calls than that. The median
of 1.32 was lower than expected. (

Further studies may be made ef\three categories of

outcallers, low, typical, and high, in order tb assess,

e.g., the socioeconomic characteristics of each group,

as well as utility, trip_subétitutioh, soclatilon -and other

functions performed for,each.usage group. A measure of
association between outealls and ineails,willlalso be
of interest.

High outcalling may be described as high telephone
dependence ahd may in itselfgbe worthy of mofe detaiied

critical analysis, along with low telephone dependence,

' the possible utilization of psychblogicél scales as well.

‘Daily Calls Received

Nearly one third of the sample report, as shown by

:Table 6, They received no telephone calls during the_past

day, with 38 percentvhaving received a nominal one or two

ealls. Approximately 17 percent received three/or fouﬁ. 

- Thirteen percent report recelving more calls than four. |

The median, at 1.&6,'is’slightly higher than the median

for incalls, 1.32



TABLE 5

Daily-Calls Made

Response o Frequency Percent
0 | 47 | 34.3
| 27 9.7
2 34 o 24,8
3 8 ’ 5.8
l 10 7.3
5 oy 2.9
"’ 6 3 2.2
‘ S 10 3 2.2
" 12 _1 .7
Total 137 ' 100.0

|

Median: .1.32

®* ' i ‘ ,
Corrected for no answer. category -




37

TABLE 6

Daily Calls Received

Responsei o Ffequency Percent
0 - 43 | 31.‘4..

1 | 27 19.7

2 25 18.2
3 17 12.4

4 T 5.1

5 Ut 2.9

6 6 4.3

| 7 N o
.8 1 T
10 4 2.9
15 1 7
20 1 7
21 1 T

Total 137 100.0

Median: -1..46

3%

%
Corrected for no answer category -
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Different Reasons for Use of the Telephone

-

The most frequent use. of the telephone is for personal/
social reasons. Approximately 75 percent.of the respondents
indicated the function of«the‘telephone‘todthem was personal
or social. _ | |

Only 20 percent'of the'respondents felt that they usedv
the telephone more often for business/commercial Teasons., -
Approximately 3 percent indicated both functions were equally.
as important or that these functions varied depending‘on the
time of the year. | |

Persons and. Places Called

The most freouent response to the questlon, "Who didAyou o
call during the past dayﬁ, was friends, accordlng to Table 8. .
'-Approx1mate1y 60 percent of all respondents 1nd1cated they had
called at least one fr;end in the past day . In fact bo.6 per~_
cent had called one friend"ll 6'percent had called two friends |
6.5 percent had called three frlends, and l h percent had called -
'four frlends | .

Relatives was the second most‘frequently chosen category.
with 37.5 percent of the respondents calling at leaSt one
relative in the past day. Approx1mately 22 percent of the
7;respondents had callcd stores or businesscs or peopIe whom

Athey'd‘ncver met wlthin_the'paut day- Twcnty~one.percent had



TABLE 7 .

Different Reasons for Use of the Telephone

Response. . Frequency ~ Percent
Personal/Social 103 76.9
ACommerciafL/Business. 2T | , | o 19.6
cherl \ ) __3.0

Total 134 100.0
*Corrected for no answer ‘category

.. 1The other category included responses such as ,'. they

use the telephone equally for both personal/social
and business/commercial reasons; it depends on time
- .of .year or season. : : " :
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TABLE 8

Persons and Places Called

-No of'-

B T VLI T S

Persoh/blace called Calls Frequency,_ Perceﬁt
' Friends: 0 55 39.9
1 56 - 40o.6
2 16 11.6 _ '
3 9 6.5 | 60.
Y 2 1.4.
Total 138 100.0
Relatives: 0 .- 86 62.3
- : 1 b2 30.47)
2 5 3.6
3 1. A -7 37.
4 2 § 1.4
5 2 R 1.4
Total 138 100.0
 Stores or‘businesses::‘> 0 107 77.5 :
| | 1 30 21-7"] 22.
oy 1 7
© Total 138 1100.0
" People whom you've never O © 108 . -78.3
met ~ 1 28 . 20.377
—_ 3 1 o T 21l.
8 TR 3 §
Total 138 ©100.0
- Neipghbours: 0 109 . 79.0
- i 1 28 20.3 51
2 l 07 '
Total 138 100.0
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TABLE 8
: no of K
Person/place called Calls Frequency - Percent
Doctors, lawyefs, 0 111 80.4_ .
dentists 1 27 19.6 1 19.6
Total 138 100.0 ‘
. Coworkers 0 .. 116 8h.1
1 15 - 10.9 .
2 L 2.9 :
5 1 W7 15.9
9 2 1.4 |
Total | lig, 100.0
Government Offices 0 122 88.14
. 1 16 11.61 11.6
Total 138 100.0
" Other 0. 127 92.0 D
2 ) 2.9] 1.2
3 ' 1 W1
Total | 138 100.0
~ Schools, educational -0 131 949 -
- institutions 1 7 5.1} :5.1
Total 138 100.0 |
" Theatres 0. 133 96. 4
B e 1 5 3.61 . 3.6
total 138 1000
”lernlhiéé; art pallerles 0 135 97.8_ . .
cele. ] —3 C2.a) 2,20
e 100.0
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called a nelghbour- 20 percent had called'doctors~ lawyers
or dentists; and 16 percent had called a co—worker all within
the last day. Twelve percent of the respondents 1nd1cated
they had contacted a government office within the last day.
Schools or other educational institutions, theatfes, and
,libraries were called nespectively by 5.1 percegt, 3.6 per~
cent, and 2.2 percent of the fespondents. Finally, 8 percent
indicated they had made othen.calls dnring the past day not
mentioned in the eleven categories. |

2. Social Interaction

In this section we examine the patterning of social
'interactlon in which the telephone plays a role.~

Persons Other Than Famlly Members Called Regularly

As shown 1in Table 9a approx1mately two thirds of the
respondents contact persons other than those mentioned in
the questions concernlng regular calls to family members.

.. The persons- c1ted most frequently were friends. Seﬁenty
percent called frlends regularly as: indicated in Table 9b.
”-Approxlmately one fifth of the sample indlcated they called
- other felatives not previously mentioned on‘a regular basis.
- Two‘persons usually called coworkers and approximately.8-pere
.cent callea-otherpersons regularly._.Seventy'pencent of the |
respondents as shown 1in Table 9c¢ feported lt was ngtplong

. distance to contact thése persons by telephone,
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TABLE 9a

Were Persons Other Than
Family [lembers Called Regularly?

. P L) creeie ae Pt A s Ve b e8 ebe e S A P v ee

1 ‘ ¥
Response Frequency Percent - '
Yes 89 '66.9 “
| No 43 32.3
' Other 1 75
| Total 133 100.0
| . . o
| Corrected for no answer category
- ,
| ® TABLE 9b
- ‘ Persons Other Than '
"Family Members Contacted Regularly
L * ' o E
Response IR .. Prequency - Percent
. " Friends R 60 - = ' 69.8
. Relatives 17 - 19.8
. Others LT 8.1
-~ - Coworkers 2. 2.3
S Total ' 86 100.0
_ Corrected for no answer category-



TABLE 9c

Is It Long Distance To ;o
Contact These Persons By Telephone?

Response o | Frequency . _ Pércent*
Yes | | 27 30
Total 90 - 100.0

% _
Corrected for no answer category

' S TABLE 9d
- H o bistange_Between Respondent and
. _ A Persons Contacted Regularly.

Resgoﬁse' | - ] Ffequeﬁcy _ - "Eercent%
Under 5 miles . 38 A7.5
. ‘26 ~ 100 miles 11 . . ; '1u13.8
6 - 10 miles w0 . 125
101 - 250 miles . 9 o 11.3

Other o 5 6.3
11 -~ 25 miles b 5,0
Over 250 miles 3 _ 3.8

 otal 80 100.0

. Corrccted for no answer category.
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. 0f the respondents who indicated that'they cail other

vpersons regularly, H8Apercent stated that.these persons -

live under five miles away. ' Thirteen point eight (13.8)

percent indicated that they live 26 to 100 miles away} 13-

'percent indicated they live 6 to 10 miles away; 11 percent

:indicated that they live 101 to 250 miles away and S percent

stated they 1ive 11 to 25 miles away. Only 4 percent

lived over 250 miles away. - Approximately 6 percent did not

- express distance in miles. Therefore, 1t appears that the

majorlty of persons contacted regularly iived in close prox-~

imity to the respondent: in fact, in 60 pereentief the cases

they 1ived within ld mijes.

Frlendshlns Continued by Telenhone,

The magorﬂty of the respondents (Table 10) did: not have
any acquamntances or frlends whom they seldom or never see

but keep in touch w1th by phone.‘ However, Just over one third

of the reepondents»dld rely on the telephone tovcontinue

friendships.

Are Personal Visits Preceded by a Telephone Call?

Over 60 percent of the respondents as indicated in,Table
1la, do telephone befere making personal visits. One third

do not. The main reason for telepnoning prior to visiting

. is to "make sure they're home and not busy." As shown in

Wi el v e e e
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TABLE 10

Friendships Continued by Telephone-

Response

Yes

- No

Total

- Frequency

46
_86
132

¥ .
~Corrected for no answer category

' %
Percent

39.8
- 65.2
100.0
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Table 11b, this was the reason cited by 56 percent of the
respondents. Another 35 percent suggeéted EhatrtheQ
telephone before'visiting soﬁeone out of politeness., Only
6.7 percent mentionedVcalling‘first'"to avoid an‘unnecéSsary
trip." » |

Do Visitors Telephone First Before Visiting the
Respondent? '

Just over one half ofithé respondents stated that no- -
one had visited them within the past week without calling
first. As Table 12a.iﬁdicates approximateIY‘ZY percent
answered that one or two people had visited them without
calling first, while ét tﬁe other end of the continuum two
respbndehts had.é;er ﬁwenty visitOrs,-each‘within thé lést“

Weék, who had not called prior to the visit. It must be

.'kept in‘mind however, that part of our_sample.livéd in1“-‘

communal residences where unannounced visits are the norm.

When asked their reaction to people dropping in with- :

‘ out'calling first 51'percent of the respohdents indicated

that it did not bothcr them to receive visitors who had not
phoned flrst - Over 30 percenL had "a negative. reaction to
such'behavior. Seven percent had no negative feelings

except under explicit conditions (i.e. while studying and

"before bed time), while a similar perc;ntage (6.9 percent)

,'1ndicdted they were pléased by such é.visit,
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TABLE lla

Are Personal Visits Preceded by -
: a Telephone Call?

_ : ' ~ 3
Response ' Frequency Percent
Yes : % 55.1
No \ | S k2 30.4
.Other Comments® - 7 5.1
Total o 125 : 100.0

% : |
Corrected for no answer category

1Called, but no-answer, so went anyway. Would have if
had a phone, etc. _ ' o _ :

L
TABLE 11b

. Reasons for Telephoning. Before
Personally Visiting Someone

' . : ' %

" Response .-~ = G Frequency . Percent .
‘To make sure they're home__.‘ . ._ o . .
and not busy - bk - 56.0
'Politenessl . ' o .26 ' 34.7
Avoid unnecessary trip? .5 6.7
Other3. | ; 2 2.6
Total 75 100.0

]

¥ : o : . :
- Corrected for no answer category

'IMakc sure you're welcomed; to avoid embarrassment;

A because we're good friends, etc. = =
Ql. _— ?Ifilive out of community, call first, etc.
o - "30thcr than above. S o




TABLE 12a.

How Many Persons Came Over
Without Calling First?

Resgonse ' Frequéncy

None : . 56 -
One .or twd . 30
Three to five 13
.Six to ten - ' 9
Over twenty - 2"
Eleven to twenty | 0
Total 110

|

% _ : '
- Corrected for no answer category

. TABLE 12b

-+ Reactilon To Visitors - A
Who Do Not Telephone First

‘Besgoﬁse : | .g Ffeduehéy
DoésﬁQt’mind' | BT
Negative reactionsv' ’ :~31.- 
Doesn't mind unless 7
Positive_reactions' T
Other | 5
Total 102

|

¥ : L L
- Corrected for no answer category.

Percent '
51.0
27.3 "
11.8
8.2

_ %
Percent

51.0
30.4
6.9
6.9
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3. Family Affairs: ‘

This section deals with the function’of_thé telephone
to the family. ‘Discussion pertains to thé use of the
telephone by children and the impértance of the telephone

in communicating with family members outside the immediate

family.

Age at Which Children Learned to Use the Telephone

Most frequently children were between the age of five -
and seven years when they learned to dial and answer the

telephone. As shown in Table 13, 42 pefcenpAof the respond-

ents indicated this to be the age for their children.

..Approximateiy‘28 pércent recalled that._their children were

between ages two and four.wheﬁ they began to use the phone..

- At the other end of the continudm, 17 percent stated that

thelr children'wefe as old as eight to ten years of'age;'.
and finally_almost 9 percent said‘theif'children wére_present_
ly tob young to dial or answer the phone. 

- Training Children to Use the Teleohone in the Event
of an Emergency

Approx1mately 69 percent of the respondents, as shown -
by Table 14, stated that they did traln their chlldreﬁ to-

use the phone'in an emergenéy;'_Thirty percent answered that

they hadlnot.; Fifty pefcént of‘the~interviéwees did not .
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TABLE 13

Age at Which Children Learned
to Use the Telephone

Résponse ‘FreQuencyv o Percent ¥

“Age 2 to 4 years‘ 23 - 28.4

’.Age 5 to T'years . 34 , . 42.0

Age 8 tollo years k ."14 : 17.3

Over 10 years ; 1 1.2

Children too young 7 8.6

 ounen 2 s
® Total _81 £100.0

% - ; .
Corrected for no answer category

B L L ey
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Pespond to the questlon, "What did you teach themO"' Lack

of response was due to the resoondents not hav1ng any

children, forgettlng what they had taught them, or other

reasons not given. The most frequent response of the 50

percent who did answer this question was that they taught

¢ their children'to'use'emergency numbers. Approximately

\28 percent indicated that thelr children were taught to

use emergency numbers that were llsted near the phone or
in the telephone dlrectory.
The operator was the second emergency number most_

frequently taught~tocchildren by their parents with approx-

imately 22 percent of respondents'citinglit; Thirdly,,lz

percent.oflthose who‘answered'this question indicated they
dldn't teach thelr chlldren how to use the phone in an
emergency. Following this, 11 percent of the respondents

stated they taught their chlldren to call relatives in

the case of an emergency.T Thls 1ncluded the father s or

mother's number atywork; a grandmother, or_other relativesl
Arfriends number was the next numher most frequently ;
taught to children; with 7.7 percent of‘the*respondentS'
citing this. 1In 7.7 percent of the cases parents left a
number where they could be reached in case of.an‘emergency.

Six pcrcent of thc res pondento 1nd1catcd thelr chlldren g
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TABLE 14

Training Children to Use the Telephone

‘Response
Xes

No
Other
-Total

% : B :
-Corrected for no answer category

In An Emergency

Frequency

55
24
"1

—

80

w—

‘?ercent*
68.8
30.Q
" 1.2

- 100.0

PR TN
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TABLE 15

Whatichildren Were Taught In the
Emergency Use of the Telephone

‘Response : " Frequency o ""PefCent*
;Emergenc§ numberst , 18 . - 27.7
""Operatorg | | 14 21.5 |
Didn't teach them. 8 12.3
Relatives> T 10.7
Fr’i'endslI 5 | | 7.7
Told where parents are5 5 T.7
Children not old enough6_ ] 6.2
"Poliee7.. \2. 3;1

Other 2 3.1
Total 65 100.0

% L ' : _
‘Corrected for no-answer category

1Emergency numbers included'emergency“numbers listed
beside the phone, on the wall or in the.front of the
directory. L N R .

Children taught to dial '0'.

- 3¢hildren taught to call a relative, i.e. father or

mother's number at work, grandmother sister‘or‘any
other relative. '

AChildren taught to call friends of parents, friends

where parents visit.

-y, -

5Children.are'a1wayo ‘told where parents are,

Children not old enough to learn emergency numbers.

n_7Chlldren taught to call pollce' pollcc department number

near phone
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weren't old enough to use the phone. Finally,-B percentl
stated that they taught their children to dall the pollce.

Family Members Contacted Regularly'by Teleohone

Most frequently, respondents answered that there

were certain family members outside the 1mmed1ate family

t that they kept regular contact with by phone as indicated

in Table 16a. Approximately 67 percent stated this to be

- the case and approximately 33 percent answered negatively.

"Of those who kept in regular contact with family
members by phone;,approximately 69 percent indicated that

phone contact was long distance. - Thirty one percent of

the respondents indicated that 1t was not long distance.

(These results are shown in Table 16b).

It 1is interesting to note that when previously dis-

i.cussing-persons other than relatives‘contacted'regularly

by'phone'the reverse‘waS‘theFCase. Sixty percent of the

«~reSpondents reported it was not long distance to make‘these

calls. In’fact the - friends called regularly most fre-

“quently lived within a ten mile radius.'

Just over one quarter of the'respondents (as~shown in

‘Table 16c) indicated that relatives w1th whom they keep

regular phone contact live 26 to 100 miles away Approx—_

E imately 21 percent indicateo that they ‘1ive under 5 miles
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TABLE 16a, -

Family Members Outside the Immediate
Family Contacted Regularly

‘Eggponse. ' L Freqﬁency‘ 'Percent*
Yes 8y 76. 4
No | 43 | ;gg;g
Total k : .iéi ‘ lb0.0

[y

% : L
Corrected for no answer. category

PABLE 16b

. Are Callsnto Family Members Long Distance?

- Response L Fréquendy=' Percént*
Yes .. 6 68.8
Total 93 . 100.0

rrnerep et

|

% R . ) . :
Corrected for no answer category
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TABLE 16¢

How Far Away Do Family Members
Telephoned Regularly Live?

Response - S Frquency'
26 -~ 100 miles ‘ 23
Under 5 miles 19
250 milles plus ‘19
101 - 250 miles 18
6 - 10 miles . 6
11 - 25 miles 'y
Other. 1

gg

Total

% oy :
Corrected for no answer category

: *
. Percent

125.6
21.1
21.1
20.0
:6.7

b,y
1.1

- 100.0
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‘and 21 percent sald that they live over 250 miles from

relatives they contact regularly. Twenty percent of the

‘ respondents live between 101 and 250 miles from relatives )

contacted regularly. Approximately 7 perdént and ‘4 per~  :

_cent of the respondents indicated they'live 6 to 10 miles
,or 11 to 25 miles respeétively from relatives they keep

in touch with by telephone. ‘Hence, two thirds of the res-

pondents regularly telephone family members who live over
25 miles away and indeed U1 percent of the respondents

contact relatives who~1ive over 100 miles away regularly

._by phone,

To sum up, contact with relatives is frequently main-

tained by telepﬁbﬁe.without regard to distance. However,

;idistant friendships are less often continued by telephone.

.




“in using the‘telephone as an-information seeking‘device}

CHAPTER III

PRAGMATICS | .

In this chapter the'practicar uses of the.telephone

-~ are discussed in contradistinction to social uses. Initially,
focus is directed to the function of the telephone in an

ﬂ'emergency. Secondly, the: telephone is examined as a sub~

stitute for travelling by car to purchase goods. Next, the
telephone as a method of communicating with.government, med?.
ical; or commercial institutions is.discussed.\ Further, a
number of qﬁestionsuwere presented to the‘respondent to give

the researchers insight into how knowledgeable'peopleiare

Telephone communication'between place of work and the home

is then discussed. Finally, the telephone as a method of

- relaying important news is considered

1. The Use of the Telephone in Emergencies’

Approximately 59 percent of hte respondents ‘as shown

:in Table 17a, had used thevtelephone in an emergency;_.Forty

percent had not. Of the respondents who have used thevtele—

phone in an emcrgency, 32 percent called the hoSpital or

- ambulance emergency scrvice, with 16 (2l 4 percent) of the

d2q reupondcnts utili 1nr the ambulance serv1ce as’ indicated

in Table 17b. The second most frequent catcgory;was police,.c

o
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with 21 percent of the respondents indicating they had

called the police for.assistance in an emergency. = Approx-

imately 15 percent called their doctor, and 13 percent

called the fire department.

‘Relatives such as parents, spouses, or other relatives

~were called in approximately 9 percent of the emergency

cases. Four percent of the respondents called other'persons
in emergencies. Finally, approximately 5 percent of the
respondents who used the telephone 1n an emergency called
equa lly as often the plumber, veterinarian,-operator, or~‘
the suicide preVention.centre.

Approximately 41 percent.of the emergencies described
by respondents were of a medlcal nature. Medical accidents
included such thlnws as personal acc1dents or 111ness -
attempted suicides, overd031ng and chlldren gettlng into
poisonous‘household substances. Following this’category in
frequency was the categorﬁ 'other problems‘ i.e., approx-
imately 21 percent of the resoondents had used the telephone
to seek help in minor personal troubles. Thlrdly, approx—
imately 19‘percentdof the respondents had encountered minor
accidents,or accidents involving‘animals in’whichAthey.sought .
assistance by phone Fires was the next most frequent emer—-
gency with apnrox1mate1y 11 percent of the respondents citing

it. Elve percent used ‘the telephone to get help in the case

mhy eove e ar s e mu mSmeupe aeirma pAs L S es e SaMRAR S Seiereqa r TC RS WEIEENTSATILLL et e Sk ey s
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TABLE 17a

Telephone Use in an Emergency

, ) , _*
Response _ Frequenql_ _ Percent
" Yes A _ o 77 ‘ 58.8
No ' ' 53 49,5
Other 1 T
: Total 131

|

. 100.0
* ‘ o
Corrected for no answer category

TABLE 17b

"Who Was Called In the Emergency?

Response : : ' Freguency ' g Percent*
Hospitall_ _ ' oy o 32.0.
Police 6 -
Doctor | S S 1h.T
" Pire Department : 10 L 13.80

" Relatives® h A o 9.3 -
Other 3 4.0

"~ Plumber 1 1.3

| Veterinarian ‘ l.' 1.3
'Ooerator 1 1.3
Sulclde Centre 1 1.3
Total 212_ 100.0

* g N
Corrected for no answer category

lThe hospital catcwory 1nc1udco regoondcnto who called the
hospital or an ambulance service. ‘ A

2The relative category includes: callg-to parents spouses,
or other rclatlvc)._‘ ' S
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TABLE 17c

«

Description of the-Emergeﬁoy

Response : ' VFrequency ’ Percent*
Medicall 31 M3
Other Problems? 16 ~ 21.3

" Other Accidents3 14 18.7
Fires" | | 8 ‘ 10.7
Car Accidénté 4 - 5.3
‘Deaths 2 2.7
Total 75 100.0

§* .
Corrected for no answer category

A medical emergency includes problems such as personal
accidents, illness, children swallowing poisonous sub- :
stances, persons overdosing, attempted suicides, stabbings

. Other problems includes minor problemo such as personal

fights.

:3Other accldents 1ncludes such accidents involv1ng anlmals'

or other minor ac01dents.

4 ' '
Fires includes minor. household flP603 furnace flres ware~

" house fires.

[ SRR TR S et
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TABLE 174

Where the Emergency Number Was Found

Resvonse ' Frequency - ‘Percent*
Personal listingsl | 25 - 35.7
Telephone directory2 V23 - 32.9
Operator 11 15.7
Knew number‘ 8 11.h
Other'persbns 2 2.9
Hall clerk 1 o LLh
Total .Zg '122;2

% ,
Corrected for no answer category

lPersonal listings includé emergency numbéré listed byvi
the phone, on the phone, or in a personal address book
kept near the phone. : ' . . : ~

2'I‘he category, 'telephone directory listings' included.

such responses as in the white -pages, front of telephone.

book, in the phone book or in the telephone directory.



of car accidents. Finally, 3 percent sought assistance by
phone in the case of deaths. These results are shown in

’

Table 17c. \ ‘ _

Of the respondents who indicated they had used the tele-
phone in an emergency approkimately'36 percent had prepared
-for an emergency by personally listing the emergency numbers;
- by’the telephone Approx1mately 33 percent of the respond-
ents had looked for the number in the telephone directory.
Thirdly, 16 percent had called the operator for ass1stance
in the emergency. Fourthly, 11.l4 percent knew the.emergency
number and therefore did notihave to look for it.' Other
persons in approximately 3 percent of the cases gave the
'emergency number»to the caller. Flnally, one person asked
a hall clerk in a residence for an emergency number..

In sum, from ‘these results it is ev1dent that the tele-

phone plays an 1ndlspen51ble role in every type of emergency.

3y The function of the telephone as. an ass1stance seeking dev1ce.

'fis clearly one of its major advantages. N

| 2. The Telephone As a Substitute For Personal Trips
In this section we discuss the telephone as a convenient,
~ timesaving method of yisitlng, making inquiries, shopping,
or purchasing'goods{ Byvutilizing the telephone in,these

~ instances, travel by car is often unnecessary.

e e s UL T e s e
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Response

Yes
No

Total

€5

TABLE 18
Tfips Which Could Have Been ’
Avoided By Phoning First
Frequéncy
4o
88
iéi

¥
Corrected for no answer category

*
Percent

31.3
68.7

100.0

-~
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Trips Which Could Have Been Av01ded by Phoning First
‘The enerwy crisis has focused attention on means of
conserving fuel energy especially; hence, thevtelephone
may be more useful in naking possible fewer4trips thet nor~:

mally use fuel and add to pollution. It wes interesting

' to find that 31 percent of the‘respondents, as shown in

Table 18, could think of trips which they could have avoid-
ed had they phoned first; in-some cases they were undoubt ~
edly.referring to trips that need not be taken at ell and
in other cases, ftrips that mlght have been delayed or chang-

ed in some other way

Personal Conbacts Which Could Be Handled by the Telephone..

A Substantial proportion of respondents believe that -
v1rtually all act1v1t1es should be handled in person for
aeceptable results, as 1s. indlcated by Table 19, for 71Aper~“
cent 'indicate they can think of-nothlng wh_i_ch could jL{‘s_t as -
well be handled by phone. 'Included_are,sdeh answers ‘as: |

ong do better in person .. phone'ﬁakes young

people lazy . . . everythlng should be. done in -

person when p0551b1e.

- On the other hand, 29 percent belleve there are many-

“things from telephonershopplng to soc1al-interaction that

can just as well be handled~by the telephone.

o Here'we can infer that there 1s d difference between

: primnry activity andeacilitntive‘or proto~activities such
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TABLE 19

Personal Contacts Which Could Be
Handled By Telephone

—

Response ' ‘ Frequency ‘ Percent*

No | : 73 - . 59.3

Yes, Inquiriesl. .. | 18 N 14.6-

No, phone not as effective? 7 5.7

Yes, socilal visits3 '  . 7 | i - 5.7

No, personal contact required 6 -. .9

No, very dependent on phone 5 R .1

No, delivery costs foo mﬁch 1 .8

Other _ | _6 __E;g

Total o 123 - 100.0 R

% ‘ : ‘ R '
Corrected for no answer category

1Such as shopping, ordering goods, working'hours, ete.
'21 believe everything should be done in person where:
possible, need to see things in person, in my position
I believe I do better in person no, ‘phone Just makes
young people lazy. ’ - '

3Could visit neighbours by phone call home instead of
driving thorc etc. i .
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'as phoning ahead before a visit; the phone cannot substitute,

e

for some, ‘for a visit but it aids in arranging one, as was
indicated in the section dealiny with .ohonges in lifestyles
that would result from removal of the telephone.

The Use of the Yellow Pages

A large percentage of the respondents as shown in
Table 20a indicated that they had used the yellow pages reég
cently. Only 14.2 percent had not. Most frequently as

illustrated in Table 20b, respondents referred to the yellow

pages to find the address_or'phone number of a store or

business such asAe taxi service, hardware; plumber, etc. f o }
Approximately 10 percent used the yelicw pages for this- |
purpose. Secondly, respondents sought information concern- |
ing entertalnment Fourteen percent indicated they used 1

the yellow pages recently as a reference for restaurants

take out food services, shows, ete. Approximately 11 per- .

“cent looked up addresses or phone numbers of persons in

the medical profes51on ‘such as dOCyOPS, dentists or veterin«

arians. A surprisingly large number of our sample used
the yellow pageS'for‘service station information. Finally,
T percent used the yeilow pages to locate a gdvernment

servicc Qulte a. number of respondents (16 7 percent) gave

: nonmuncclfic rcupnn,cs, guggestlng thcy were seeking
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TABLE 20a

Use Qf the YelioW'Pages

‘Response _ : ~ Frequency ‘ Percent*.
Yes : o © 115 : -85.8
No 19 . 14,2
Total : i;i‘ . 100.0

Corrected for no answer category
TABLE 20b

Information Sought in Yellow Pages

o o R %
Response Frequency VPercent
-~ Stores and business® | b9 . 40.8
Information®. | 20 16.7
- Recreation & Leisure3 . 17 o 14,2
"I\"IedicallI T 13 ' .8
Service Stat10ns5 10 8 3
Government Serv1ces6 8- 6. 7
Other 3 2.5
Total 120 100.0

|

Corrected for no answer category _

lTax1 service, florist, lawyers, hardware stores, buildlng

supply storeu, plumber beauty ualon, ete.

2Looked under subgcct and tried to find one close, tried“
to find a service of some sort, looked in yellow_pages.
under title, trying to find rctailer trying to price
something, etc

3Restaurants, pizza parlour, food take—out stores, tﬁeatres,
shows, dancing school,.cte, ' o :
L' R .

Doctor, skin upeelali t, Veterlnarian ‘ete,
‘eSServ1ce stations, auto repalr shop, ‘Texaco, etc.
Uncmploymcnt Lnsurancc office manpower, etc._~j




70

information of some sort but they could not recall the

’

exact nature of the information.

4

Persons who use the yellow pages are as'frequently~l
looking for locations as the telephone numbers. Thus,

reference to the yellow padges 1s not necessarily followed

by a telephone call.

.3. Institutions
This section focuses on.the importance of the tele-

phone for seeking information or assistance from government,

© commercial, or medical institutions.

Government

Less than one half of the respondents could remember
calling a government offlce in. the last few weeks or months
as indicated in Table 2la, and 54.2 percent had not called
a government Offlce recently

Of the 59 respondents who had called government officesl

during the~past few weeks, 27 percent of .these people'

‘indlcated they had called the Income Tax Office, as indicated

in Table 21b. Interv1ewlng vas conductedpln February and
March when most people were [illing out income tax forms.

Approximately 10 percent called the Canada Manpower Centre

and 7 percent called the'Immigration office during the past

- few wccks;: The Departmént-of Transportation,~the Motor League,
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Response

No

Yes

" Total

71

‘Table 2la
Calls to Government Offices

Frequency
71

T
w {on
o

. Corrected for no answer category

)
Percent

54,2

45.8
100.0




TABLE 21b

Government Office Called

Response | ~ | Frequency ﬁercent*'
Income Tax Cffice - 16 - 27.1
Canada Manpower Centre 6 10.2
immigration Office 4 6.8
Dept. of fransportation 3 5.1
Motor Léééue  3. .5;1
License Bureau "3 S.i
O.H.I.P..\ 3 15,1
| © Post Office 3 5.1
i ‘ Manpower 3 5.1
7 puplic Ubilities Commission = 2 3.4
Provincial Government | 2 3.4
. M;P. in Ottawa ,éf :3;4
Pasépdrt Office » 2.. 3.4
idndon Transpoft 1 1.7
Hydro | 1 1.7
 Americaﬁ»ConSulate 1 1.7
Canada Pension 1. 1.7
.Healﬁh and Welfare 1 ..1}7
Other | 1 1.7
. :~1_ Handicapped Organizatidn 'gl : - 1;7
@ e 59 100.0
~f@ij;;%Cbrrchqd‘fot nQ hnswcP.qntcmoryH-r
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,the License Bureau, O.H.I. P., the Post Office and Manpower

were each called by approximately 5 percent of the respond~
ents who had called government offices.

The mcost frequently eited reason fbr-calling a gevern~
ment office, as indicated in Table 2lc, was seeking inform-
ation for filing income tax. ApproximatelyAQS percent
indicated this to be their reason. The second most frequent
reason‘cited was ‘that reépondents were seeking general
informetion from the g0vernment office they called. Inform-
atlon concerning automobile licenses, and information'eoﬁ—
cerning passports were eeught by 11.8 percent and 9.8 perceht
ef the respondents respéectively. -Approxiﬁately 8 percent
of the»respondeﬁts who called a government office'citedt
employment as the reason for calling. ‘Cemplaiﬁte or

inquiries were made to the post office by 6 percent of the

- respondents. Other reasons infrequently‘cited by the resS=-

pondents were business reasons (2), misteken.billing (2),

mistaken.payments (2), work_(l),'inquiry.Qf,business hours (1),

_and inquiry about bus schedUles (1)”

Of the 30 respondcntu who descrlbed the results of thelr
calls, 56.7 percent of the reupondentb indlcated they got
the necessary informatlon. 16.7 percent lndicated there was

no problem' 6 7 pcrccnt lndrcated thcy were connectod diroctly




. General Information

- License Information

Business Reasons

5  Mistaken Payment
. Concerning Work

To Find Hours of Business

Hydro Office |

Total

74

TABLE 21c

’

—/\\

The Reason for Calling a Government Office’

.Response ' ' Frequency

‘Income Tax Informatlon 14

Passport Information

Employment Reasons

EE=TEET, B« S Ve

Complaints or Inquiries t
Post Office -

Mistaken Billing- -

Bus Schedule

;mJ IH O R I CIE VIOV

% ‘ ' _
Corrccted for no answer category

' %
Percent

- 27.5
17.6
11.8
9.8
7.8

5.9
3.9
3.9
3.9
2.0
2.0
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TABLE 21d

Results of Calls Made to
the Government Office

‘ - - : %
Response Frequency Percent’
Got necessary information. 17 56.7
No problems . , 5 : 16.7

Contacted person directly

and got information 2 -6.7'
Remedied Situation 2 6.7
'Direct‘Results 1 3;3
No results 1 3.3
| Still don't know -1 3.3
| o . |
i ’ . No satlofactl.on | _l_ | | 3.3 “
‘Total ‘ g o 30 100.0

¥ T : _
Corrected for no answer category

TABLE 2le "

Number of Calls to the Govgrnment Offige

Response o f" Frequency i Percent
1 or 2 calls - A‘ : ho o 85T
'3to 5 calls = 6 1222
6 to 10 calls T 2.1
Total , 49 100.0

- Corrected for no answer-category
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‘with the appropriate person; 6.7 percent remedied the sit-
uation and 3 3 percent got direct results. Therefofe
90 percent of the respondents were satisfled with the results
of the calls they made to government offices. The other
10 percent obtained no results and were unuatisfied with
the results of thelr calls. |

| Most respondents»received the information they were
seeking from the government offioe.after'oalling once or
twice (as indicated in Table 2le). However, 12 percent
found it'necessary to make 3 to 5 calls, and another 2 per-
cent made 6 to 10 calls. A few respondents*made 1t clear -
- that even- w1th this many calls the information they needed
was not obtalned. For this reason they exoressed d1scourage~”
ment in telephoning government offlces. However, it should .
be appreciated that those who call government offices'ﬁay.
not be representetive of ‘the general popnlatlon in socio-

economic terms.

Stores andensinesses

a. Telephone~Seles‘Repnesentatives

The respondent‘was'asked\if‘he,had eVer pufohased~'”
unsolicited'goods‘(or services) fﬁom a telephone reoresent—

svativo. As indiooted_in Table 22, the overwhelming majority

of rCSpondents réplied negatively (78 percent).
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TABLE 22

Goods Purchased From: a Telephone
Sales Representative

Response | Freqﬁency-, : Percenﬁ*
No 08 183.7
Yes 21 0 _16.3
Total o 129 100.0

ll

% ‘ :
Corrected for no answer category
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b. Types of Goods Ordered by Telephone
As indicated in Table 23, in each instance, more

respondents did not purchase a specificvtype of good by

phone than did. Most frequently, respondents indicated

that they had purchased household goods or clothing by

telephone in the last month (29 percent). Shopping by

telephone from the catalogue and newspaper advertisements

~was cited by 28.3 percent of the respondents.A Thirdly,

fast foods were purchased by'telephone by 22.5 percent in

the pastimonth. Major items Werepthe goods‘least frequently

ordered by telephone Respondents emphasized that they

preferred seeing goods in person before purchasing unless

they were buying from a reputable store to whlch_they’were

) accustomed

c: Complalnts

Three quarters of the reSpondents had complained or

freturned somethlng to a store (see Table 24a). However,

only 44 percent of these respondents complalned first by
telephone. The majority- (55 percent) replied that they

didn't bother phoning first. They either went directly to

the store or, as in pne instance, wrote a letter (see Table
‘2Hb). These reSults'suggest that people rely more on

personal contact for customer services.
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» Furnjture,_furuncc%, vacuum cleaneru, tablp
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TABLE 23

Types of ‘Goods Ordered by Phone
In the ‘Past Month

. %
Response Frequency» Percent
Fast Foods® Yes 3 22.5.
No 107 77.5
‘Household goods® Yes 4o 29.0
and clothing No 97 70.8
Catalogue & 3 Yes 39 28.3v
newspaper goods No 99 717
Major Itemsu Yes 7 5.1
No* 130 9L, 2
Services5 Yes 10 7.2
' No 127 92.0
' 6 . : ) A
Drugs™ . Yes 11 7.9
| | No 127 - 92.0
Other . Yes 3 2.1
" 'No 134 97.1

" :
Corrected for no answer category

1

leOtu for the Llon"'

Druﬁ,, proucr wtionu~

Clothing, shoes,’ fittingo, tobacco

Club show,

dry cleaners Tlowers

Hot foods, chinese food, pizza, submarine sandwiches

3Catalovue honplnP, bedspreads from Fdﬂono, toys from
Eatons, Eatons & OSimpsons catalogues

seprerd A s s r e e
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TABLE 2la

- Complaints To A Store

Response :' Frequan-y
Yes Co - 99

No | _33
‘Total 132

% S :
Corrected for no answer category

TABLE 21b

Cdmpiaints‘By Phone

Response o  Frequency
Yes S by

- No, went directly to store 11

No,iwroteAé letter
Other Comments

Total

CR

# , ‘
Corrected for no answer category

TN

¥

Percent
75.0
25.0

100.0

. . '*.
‘Percent

by .0
13.0
11,0
0

0
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Medical Services

a. Difficultieé Talking to the Doctor.on the Telephone
Fifty-four percent of the respondents as illustrated

in Table 25a had no problem talking to their doctor on the

phone. However, 1n apnfoximately 15‘percent of the cases,
the respondents indicated that they had to speak to a nurse,
an answering service or a receptionist and only 11 of these

14 respondents eventually got to speak to the doctor person—

ally.. Appfoximately 10 percent of the respondents never
speak to the doctor over the phone. ’Nine percent indicated
that the doctor was never available because'hé was too busy.

Approximately five percent of the resoondents expressed

‘dlfflculty talklnv to their doctor over the telephone becaus

of the doctor's accent, 1nabllity to hear, fear of doctor,

'{or because of a difficulty describing'eymptoms.v Two res-—

pondents suggested they couldn‘t speak to the doctbr oVef'

the phone because he was not always present at the cllnic

' where they v1aited
Summing up, in‘moet~cases‘there is no. problem in actually .

‘talking to the doctor on the telephone, the difficulty lies

in the’communication‘procedure. - Support staff such as

receptionlists or nurses make'COmmunication~with the doctor

._indirect'and cowplicated " This is undcrotandable from the

"viewpoint of thc busy" ohyulclan

e
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"~ calls doctor,

.3Not available,

4
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TABLE 25a

‘Difficulties Talking to Doctor by Telephone .

INo problems talking to doctor over phone,

Response ‘Frequency APercent*
No Problem® ~ “ 50 54,3
Talk to»secretary, nurse, |
or answering service?2. 14 15.2
Never talk to.doctor on phone 9 9.8
Not available 8 8.7
Other problemsu- |
(doctor's disabilities) 5 5.4
Yes | 3 3.3
: Cliﬁlc | 2 2.2
'Only to make appointments 1 l;l
Total 92 100.0
_ N

" _ ' ,
Corrected for no answer category

he's a relative,

feel at ease with him, reupondent doesn't mind giving

complaints over the phone.

2

but get nurse.

too busy to talk
a rush, difficulty rgetting him,
hard to get,

Difficulty understanding doctor
accent,

of hearing I'm afraid of him.

too busy to listen.

~Calls nurse and nurse passes message on' to the doctor‘-~
gets answering service,
can't get through secretary to the doctor;
service or receptlon answers question,

doctor calls back;
answering
den't’get doctor

he's always in
usually too busy,.

on phone
he's

on phone bccauée of his

verbally hard to describe aymptomu, doctor hard

P D T T T T RS




, 5. Doctors Preference for Diagﬁosis

" Approximately 40 percent of the resﬁondents indicated
that theilr doctor would not diagnose their 11lness over.
the phdne. Another 26 percent of the respondents similarly

stated that their doctors preferred the patient to visit the

office in order to get a‘diagnosis. Approximately 10 per-

| ‘cent of tﬁe reépondents suggesfed that théir doctors will

diagnose by phone. A diagnosis will be given by phone.if
the illness is minor of common inv6 percent of the cases,
Two pércent of the respondents do receive diagﬁosis over
the phone because of the distance between them and their.
doctor. Thfee.péréons (3 percent) stated theif doctor,wili
visit them (see f;ble 25b). |

Hence, for the most part (68.7'percent),>doctors will

~Anqt diagnose by telephone, as pefceivéd_by thé respondents;

c. Doctors Preference for Efeécriptions
In approximately 49 pércent of the céseé, respondents

indicated that theirAdQctor will not prescribe .over the

‘ phone butxprefers to prescribe in person (see Table 25c¢).

However, doctors of 29 percent of the\respondents will,

prescribe drugs over the phone. Approximately 15 percent

. of the respondehts stated;that thelr doctos will on;y renew

previous pfescriptidns by phone. Other responses were that




fResEonse ‘ : ‘ Ffequency fPercent*
No, will not dlagnose by - : ' . |
phonel . 38 - - 39.6
_No,‘prefers patients to visit® 25 . - .26.0
" Other | | 12 125
Yes, wlll diagnose by phone3 10 110.4
No, unless minor illnessLl 6 ‘. .6.3__A
' No, will visit patient® 3 3.1
Will because of 1ong‘distanee‘ ._g 2.1
Total 96 £ 100.0

3
1D

L2
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TABLE 25b

Doctors Preference For;Diagnosis

“Corrected for no answer category

Refuse to diagnose by phone, no diagnosis by phone, not. -
enough experience to diagnose by phone, its-illegal.
No matter - how sick, wants them to come in; usually must

‘vislt to get dlagnosis; would rather see patients; always'
has to go to office. : : ‘

- 3Mostly diagnosls over phone; yes will diagnose over phone.

Minor 111ness, will diagnose over phone; if no ' sure will
~ask patient to go inj; will if something common.

5Whenever' I want him he will come to house, if not possible
to go to office, he will come to phone.
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TABLE 25c¢

Doctor's Preference for Prescription

Response : . Frequency Percent*
Prefers to pregcrlbe in> . B

personl : 37 Lg.7
Prescribes over phone2 22 28.9
 W1ll renew prescriptions 11 ‘14.5
Will for minor illnessesS 2 2.6
No, phones drugstore 2 2.6
Presoription pad 1 1;3\
In emergencies -1 1.3
Totai | 236___‘ | - 100.0

% : ' .
- Corrected fTor no answer oategory_

'lMust go to. offlce doctor prefers to prescribe . in person-
only rarely by phone' won't prescribe over phone. ‘

Will send out presc¢ription without seeing him; will pre~
scribe drugs over phone, doctor will prescrlbe over phone
if patient suggests it. :

2

3Doctor will prescribe by phone if mother knows her child‘
1llness; reccptionist will prescribe over phone if not a
new illness: for minor things will prescribe over phone.
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TABLE 254

“Feelings About Doctor's Method
of Diagnosis and Prescription -

i Response ‘ : . Frequency Percent
In person preferredl B 9 64,5
‘Don't like going to office _ o | :
and _waiting2 T 9.2
Other ' ' o 5 - 6.6
'fo‘phoné preferred B o oy _ 5.3
Don't 1like diagnosis and . o ‘
prescription by phone 3 3.9
Difficulty talking to doctor - :
by phone T 2 . 2.6
‘ : If serious, ‘do not prefer phone 2 - 2.6
~ Prefer to talk to doctor over - .
phone rather than nurse 2 2.6 .
Prefers doctor to v1sit 1 - 1.3
Doctor will not do anythlng by S :
phone, therelore not call him 1 1.3
Total | 76 100.0

* : . . . N
Corrected for no answer category'

1In person better, better to ViSLt doctor, often symptoms
not related adequat61J by phone

2Prefer doctor to prescribe and diagnose~by phone other--

wise would have to go in to him: doesn't like to go to
doctor's office to wait for just a prescription; don't
have time to go; would like to avold visit; waste of

~ time to wailt in office -for two hours?. ‘ o

© .
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the doctor will prescribe over‘the‘phone'for minor illnesses

(2.6 percent), or in emergenciles (1.3 percent), dlso, that

the doctor orders drugs from the drug store by phone (2.6

percent) or with the use of a prescription pad (1.3 percent).

Thus, a substantial percentage of doctors prefer not
to'prescribe by telephone.

d. Feelings About Doctor's Method of Diagnosis and
Prescription

The most frequent responée,.as indicated.in Tanle 254,
is that respondents prefer the doctor to dlagnose and pre-
scribe 1n person. Approximately 65 percent of-the.respond—
ents expreseed this preference. However, 9 percent stated

that they liked the doctor to prescribe and diagnose by

"Involves a 1ong wait " Another 5 percent indicated they were’

satisfied With phone prescription and diagnOSis.
i, The Telephone As An Information Seeking Device

This section focuses on the specific questions that

were presented to the respondent for the purpose of" gaining '

insight into his sophistication in the use of the telephone

i. e., how effectively the telcphone is used for seeking

information.

”phone in order to avoid a visit to the office which usually .
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a. What Would You Look Under in the Telephone Direct-
ory 1f You Wanted to Talk to Someone in the Muni~
cilpal Government?

The most efflcient method of finding a phone number fop

someone in the municlpal government reported is to look under

"City of London." As shown in Table 26, 47.8 percent of the
- yespondents cited this. Another frequent response 1s

"government", with 33.6 percent. In all liklihood, the

correct number- could eventually be located by calling some-

- one listed under Government of Canada, or Ontario. However,.

much time 1ls saved by initially looklng under the correct

listing. Other incorrect listings mentioned were "municipal",

‘. hian, "mayorV; ete.

b. What Would You Look Under in the Telephone Direct-
‘ ory if You Wanted to Talk to Someone About Not
Rece1v1ng Your Family Allowance Cheq e?

 The correct listing was clted by 72 percent ‘of the res-~’

" pondents (see Table 27). 'The most efficlent method of find-
" ing the number 1s to look under Government of Canada.

. However, it is also easy to locate in all the listings under

3

¢. ‘What Uould You Look Under in thé Télephone‘Dirécta o

ory if You Wanted to Know the Weather Conditlons on
the u01°

It 1s intereating to note thnt the’ correct 1ioting was

“cited by only b, 8 percent of the roupondonto,(uee-Table 28).
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TABLE 26 -

What Would You Look Under in the Telephone
Directory if You Wanted to Talk to Someone
in the Municipal Government?

Response o , Fréquency-,__' Peréeht*
City of London* . 54 - B 47.8

" Government o 19 o ‘\. 16.8.
‘Government of Canada 15 .13.3
Minicipal? 8 7.0
Govefnment of Ontario 3 y 3}5
Dial 411 3 2.7
Yellow Pages 2 1;8.
Mayor 2 1.8
Know thé_number : .2 1.8

.. Other ;_ﬂ_' 3-5‘_

Total 11 3' 100.0

¥ ' S :
Corrected for no answer category

1Government offices, see London ‘
2Call municipal clerk, offlces, government.
3Under metro. ‘

uBank look in phone book

il
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"TABLE

27 -

’

What Would You Look Under in the Telephone
Directory if You Wanted to Talk to Someone
About Not Recelving Your Family Allowance Cheque?

Response
1

Government

Frequency -

Government~Provincia12

SoCial & Welfare3
Government Servicesu
City of London5

Yellow Pages

Dial 411 -

Other6

. Total

1

Customs department.

20all or write Toronto;.

3Look under family allowance, D.V.A.

5

4y
16
12

¥ S
. Corrected for no answer .category

2
. 100.

= : .
o . :
: “o !m =~ o 0

Pefcent*A
44,0
16.0

~ 12.01'
9.0

8.0
7.0
1.0
1.0
_2.0
0

===

Manpower, post office;-unemployment_insuréﬁce bureau.
Clty of London, Health & Welfare, call locals.
SHospital. ' e
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The most efficient method of finding weather énd.road
éonditions is to look in the government liétingé. Road
information numbers and the Ontario Department'of Trans-
poftation and CommunicationInumber are‘clearly mérked.

Incorrect numbers mentioned were Weather Bureau (11.3 per—

‘cent), and Department. of nghways (34, 7 percent). These

" numbers are both listed under 'government'. Less effective

numbers to call were the radlo station (16-.9 percent),
police (14.5 percent), OML (2.4 percent), opefator (2.4 pef—
cent) and a cab company ( .8 percent). The te1ephone

receptionists at these listings would probably refer'the

caller to the road information or weather inquiries numbers

listed under Government.

- d. Have You Ever Heard of Ways in Which People Are
~Able to Make Free Long Dlstance Calls° ,

Apparently people are famlllar with a varlety of illegit—-
imate means of ohtaining free long d;stance,serviqe,‘wlth
nearly 28'percent of . the re$§ondehts respondiﬁgAso} or
légitimate means, approximately 22.§ercent'of the reépbndents
Zeﬁith,.while only 5.6.percenﬁ listed Waﬁs ds a way for

making free long distance calls. Various other legitimate

means were noted by nearly 12 percent of the respondehts. i
Thirty pefcent of the respondents did qptrkhow legitimate

“or 1llegitimate ways to make free 1dng distance phone calls,

(see Table 29).

O T R P fr e les e b W Y S P T, i by S TUm b b
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‘Total

g2

TABLE 28

What Would You Look Under in the Telephone
Directory if You Wanted to Know the Weather

Condltlons on the 401°

Response : _ Frequency -

Dept. of Transportation

or Highways 43
Radio Station® 21
Police? o | 18
Weather Bureau> 14
Government -6
Ontario Motor'League 3
Operator | 3
Listen to TV or radio 2
. Cab Company. tl

Don't know‘- l' :_ K 13-
124

|

¥ : _
Corrected for no answer category

'B111 Brady, Open Line, Phone CKSL.

Call highway department, O.P. P.

uProvince of Ontario, City of London

%
" Percent

34,7
16.9
14.5

11.3

4.8

2.4

2.4

'3London weather burecau, weather offlce at airport, airport
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TABLE 29

L]

Have You Heard of Ways in Whioﬁ People
Free Long Distance Calls?

Are Able to Make

Response

Illegitimate’

Zenith®

Legitimate Servic_es3

Wats 4

Others_
No
Total

¥

Corrected for no-answer category

Frequency.

34
28

15

W
o W =

|

—
n
U

H

: %
Percent

27.2

22.4
12.0
5.6

2.4

30.4

100.0

Black boxes; using slugs; call and ask for yourself;
whistling into phone at certain frequencies; etc

Zenith direct lines (many companles have this).
3Leavinrr message with secretary via ham radio; by

newspaper; etc.

Wats 1line used at work;.etc.

SHere_"other",simply means no.
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e. Do You Know of Any Way to Find Out if a Person
' or Company Has Free Long Distance Service?

Over 60 percent of the respondents as illustrated in
Table 30 éither did not know the answer or did not respond f

to the.question asked. Approximately 12 percent felt that

tnroughfedvertisements and the yellow pages they could
. find out if a company or person had free long disﬁencé

‘service. Eight percent ofithe:respondents indicated‘thet

they would phone the company directly and ask them while
slightly less (7.2 percent) Suggesteddthat they would use
Zenith numbers. Only 5.8 percent of the respondents 1ndlcat-

ed they would call the operator while even less (3.6 per-—

- cent) answered that’they would phone 1nformatlon or Qll

In. summary, 1f the 1nformatlon required is clearly

_governmental people can qulckly flnd the 1lst1ng needed

primarily because of the efflclent _easy to flnd government

telephone llstlngs. " However, 1nformation not conventlonally

‘defined as governmentai.is; more often obtained by dialing

more than one source to reach the correct number, ile., road

»and weather conditions. The majority of people‘are not only
* unaware of the free long distence services but are also

_naive to the methods of finding information about these

services. o R N



.

- Total

35

TABLE 30

Do You Know of Any Way te Find Out if a
Person or Company Has Free Long Distance Service?

Resgense , Frequency : Percent%
Advertlsements (Yellow : _
Pages)l 17 12.3
'Call Company & Ask Them i | 8.0
Zenith o 10 7.2
Operator 8. '5.8
Information (411) 5 3.6
Other?® 2 1;4‘
' No.answer,,don’t know N_ -85 61.6 :
138 100.0

|

# : :
Corrected for no answer category

'lThrouvhiadvertisementS° yellew’pages"televisioh; etc.

“Reverse the charges; I didn't know people in thlc'
country got treated differently by the telephone company ,
with respect to long distance calls
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‘5. Calling Patterns Between Work and Home
Approximately 27 percent of‘individuars'who work away

from home call home.once'or.more each day, c0mpared with

.73 percent who do not, according to Table 3la. Only 10 per~
'cent of individuals report calls made from home to work

. on the other hand, according to Table 31b. The working

member of the famlly may be calling to schedule,. ie., indi-
cate when he or she is coming home or to make inquiries

about the.household and 1ts members. Fewer calls are made

to the individual at work, for a number:of.reasons: the

individual may not be near a phone; the employer may frown

on employees receiving pérsonal callsy there is a norm in
our soclety, as_rell, ﬁhich.suggests individuals should net
be bothered.at work except in‘emergencies.‘

This pattern,_however; wlll be stronglyAaffected~by
the kind of employmenf hence the soclal ciass, of tﬁe
individual and ought to be revealed in cross tabulation

6. News' | » | |

Although not conventionally thought of by mass communi—
cation authorities as a news medium, the telephone: is an. )

effic;ent interpersonal medium by which news can be diffused

: rapidly and aelectively Perhaps this function was more

' prominant before the days of'broadcasfing, however, as has

.....
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TABLE 3la

Calls Made by Family Members From Work to Home

Response

0

L

2 or 3
over 3

Total

Frequency

72

* : . !
Corrected for no answer category

_ ¥
Percent.

72.7
18.1
6.1

100.0

C eVt s v ap s e -
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TABLE 31b

Calls Made By Family Members From Home to Work

Response Frequency PerCent*
0 86 89.6
;1' 7 7.3
2 or 3 3 3.1
Total ._9_:_6~ ) 100.0

% .
Corrected for no answer category
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been.indicated in a numbert of studles of serious and
threatening events, the.telephone continues to play an
important role during such situations. ’

During the interviews of the last 51 respondents, a

question dealing with the use of the,telephone as a news

medium was added: "Can you think of any event of national

‘or international importance or of great personal significance

which you first heard about by the telephone?". Since such

events do not occur that frequently; the respondents may

well have been strained to recall, however, a few did. indi-

cate they could remember hearing about7U.S..Eresident Kennedy's

assassination in 1963 first by telephone (approximately 16

Vpercent) according to Table'32a - Another 12 percent
-‘referred to deaths in the family which they first heard of

. by telephone. Three respondents (6 percent)‘referred to

other‘events»and onevpersOn first heard of the_l970 FLQ .

crisis by telephone. Thirty percent stated they then phoned

another person to pass on the news or gain clarification

(see Table 32b) Furthermore, 35 percent of individuals

who had first heard of such an event through the mass media
then passed on the news by telephone to relatives, friends,
and others, according'to Table 32c. If these proportionsv

are found in the general population, this suggests thatp
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TABLE 32a

The Phone As a News Medla Competing
"With Radio and T.V. ‘

.

_Résgonse » » Frequency o P‘ero'enti
No- | 32 - 62.7
J.F.K. Assassihaﬁidn ‘ - 8 »A . 15.7
Deaﬁhs'(family) ' : 6 - 11.8
‘ther

.‘w

5.9

No, generally first heard
on TV or radio

1 2.0
FLQ Crisis 1 2.0
Total 51 100.0

. _ .
- Corrected for no answer category
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- TABLE 32b

Did You Phone Anyone Else To Inform Them
About This Event Or To Get Clarificatipn?

Response

Yes

'.NO‘

Total

Frequency . - Peproent
7 7 30.0
23 100.0

ll

. .
Corrected for no answer category
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TABLE 32¢

Can You Think of Any Event of National
or International Importance or of Great
Personal Significance Which You First
Heard of by Radio, Television, or News-
paper or in Person Which You Then Passed
on by Telephone? :

iResponsé‘ Frequency i‘ . Percent*
No | o3 . 65.0
" Called relativel A 6 | 12;5
Called friend® 6 12.5
Other> | .3 6.3
Called co-worker 1 2.1
Too upsetting to pass. on 1 2.1
Total o 18 100.0

H

* ’ N
. Corrected for no answer category

1Father died, aunt passed on méssage;»phoﬁed wife, sistér
when J.F.K. died. ’ ' : : =

Passed .on death of friend,afteﬁ feading in paper., Passed
on something (not specific) seen on TV. . :

3Other inéludes; yes, passed on non—spécified;information;
told others about death of King. Lo
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the teiephone'serves as a substantial source df secondary
transmission of news. The present figures indicate that

i) pefceht of the population or‘more'ére involved in the
transmission, clarification énd diséussion of news events’
of a significantAnature (Tables 32b and 32¢) via telephone.

A similar question posed to black arrestees in the Detroit

‘Riot of 1967 revealed that 51 percent of the individuals

who had first heard of the riot by telephone then told

' : *
.another person (not necessarily by telephone).

-

. ' . L ’ S
© BenJamin D. Singer, et al, Black Rioters, D. C. Heath and '

~ Co., 1970), p. 45T T
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CHAPTER IV .

'NORMS OF TELEPHONE USAGE

The primary concern of this chapter is the different

~ norms people establish for the use of the telephone. We
;focus first on the telephone convenlences adopted by the

A respondents such as listing their telephone number or par-

ticipating in a party line.‘ Secondly, temporal restrictions
placed on the use of the telephone are examined Methods

of avoiding telephone calls such as hanging up on the caller_
or leav1ng the\phone off the hook are discussed. 'In the
same section,.reactions~to the telephone ringing~at.incon—

venient»times are described. ‘Focus is then directed to

c.norms regarding deviant calls. Finally, attitudes towards :

the use of the telephone for business and commercial

' reasons are examined,

1. Telephone Conveniences'

Unlisted Telephone Numbers

Unlisted numbers were possessed by 14 percent of the‘.~

sample as illustrated in Table 33, although it 1is suspected*

" that this proportion has been artificially inflated by the
. method of ampling i e., more than one person may have

vbeen intcrv1chd per houschold

104 |
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'TABLE 33 -

Is Your Telephone Number Listed?

Response . -1Frequency : Perééht%‘
Yes o112 86.2
No | 18 13.8
Total 130 -%iO0.0'

Corrected for no answer category

TABLE 34
Do You Have a Party Line?

B Y M

" : .
Corrected for no answer category

Respohsev‘ o “ FregﬁéncjAH. i”5§§ércent¥.
Yes i.ll o | 15 | 11.2‘
N 119 88.8
Total 134 £100.0
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Party Lines

As expected most respondents had a private line.
Only 15 persons interviewed (11.2 percent) had a party line.
ln‘most_cases.the only advantage mentioned about the party

line was the less exp ensive rate. Some respondents in the

. rural areas did not have the alternative of a private line

avallable to them. In fact, they were on a line of six
parties. Tharexpressed'discontentnent with this arrangenent.
Respondents indicated that they restricted_themselves as

to what they discussed over the phone because of the poss;

ibility of other. parties eavesdropping,vi.e., personal

Aaffalrs or business matters were not discussed over: the phone.

In the rural areas, those on the same party line were not

anonymous to one another. In most instances they were neigh-

. bours. This restricted the range of conversation more.
Another annoying inconvenience of a party 1ine of course,

was that the telephone is- described as frequently unavail—'

able when needed because of use by other partles.
2. Temporal Patterns of Telephone Use

Calling Patterns Dependent on the Day of the: Week

Respondents perceived that thelr calling patterns were

~dependent on theAtime of'the week in 47 percent of the cases

o (see Table 35)._ On_the other hand,.53-pePCent did not belileve

BT S
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TABLE 35

Do You Make More Calls
- On Certaln Days of the Week?

Response “ Frequency " Percent# .
Yes . 63 UG.T
No = « _' 71 | 52.6
Other ;;l .-7
Total 135 100.0
TABLE 36

Restrictions On the Use of the Telephone
‘ In the Home

Responsé‘ 3 " .FrEQuehcy _ Percent

No N 1 13

Yes, children L . 1 15

Yes, long distance | | g | _‘- 6.2

ﬁd, incoming calls ! E:'3.i | ‘
Yes, residence b - 3.1 - ‘ | ‘
'Yes, night calls 3 S 2.3 o ‘
 Other comments - 1 ;7

Total | 130 ©100.,0

l

% ' o, o ‘
- .Corrected for no answer category .

Q" ‘ ' ‘ . ) . o
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they made more calls on certain days of the week. In some

cases, the telephone 1s used for scheduling and reflects

the pattern of actiVities often set by work. In other cases

1t may be related to leisure patterns. Clearer specification

‘of such organizing variables as work, leisure, health,
. soclation, as they relate to.telephone usage, will aild in

further analysis.

An interesting_question to pursue, from this line, will
be the role of the telephone not only as a reflection_or

dependent variable to.other activities, but as an independent

~ variable conditioning other actiVities as has'been suggest-

ed 1n a number of essays on the telephone.v

Restrictions on the Use of the Telephone in the Home

For the most part, people do not restrict the use of

the telephone in the homeu As Table 36 illustrates, 73 per—i

cent of the respondents place no restrictions on the use of

the telenhone When restrictions Were imposed the most com-

mon were rules for children and long distance calls.

Approximately 12 percent placed restrictions on the use of

the‘phone by thelr children. Some rules were "children'

need their parents permission to call,™" "no calls after ten

+ o'clock for children," "childrcn aren't. allowed to answer -

~ the phone while at_dinner," and "children aren't allowed to
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~answer the phone when the parents are out." Surprisingly,

only 6.2 percent of the respondents felt tHat limits had
to be placed on long distance calls.

Temooral Patberns for Calling Family or Friends

The most frequent response to the question, "Is there

©any particular-time that you call certain persons such as

family members or friends?", was evenlngs. Approiimately:
30 percent of the respondents indicated they calledvthese
people in the evening.' The second most'frequent time was
Sundays, with 24,3 percent‘of the respondents referring to»
this time. Approximately 21 percent indicated.that there
was no particular time they‘called certain persons. Morn-

ings was the fourth»most freQuent time with 5'percent

indicating this time for calling.certain persbns“(see_Table'A

When the respondents were asked why they called certailn
persons at a certain time, 48.5 percent'of the 68 who res-~

ponded indicated that it was cheaper to call them at the

times theyvgave. The second m0ot frequent response was in

order to get the persons~home.l Approximately lS percent :

cited this reason for calling certain persons at particular

‘tlmes. Thirdly, apnroyimately 9 percent: gave no reason for
'calling when they did and 7.4 percent called when they did V

because of their Job. (see Table 37b)
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TABLE 37a

Particular Times Famiiy and Friends.Are,Called

Respense ' .ffFrequency V, Percent*
Eveningsl . 41 : 30.1
Sundays ' 33 S 24.3
© No Partlicular Time 28 20.6
When lower rates 6'. 4Ly
Mornings 7 5.2
When feel like it 5 3-7‘
. Afternqons' | oy 2.9
’ Other I 2.9
- When hdme from,sghool' 3 2.2_»
After midnight 1_2 1.4
Weekends | 2 . 1.4
' When chores are done _;L{ ;7 
| | 136 100 b

|

Total

Corrected for .no answer category

lAfter'supper, night, evenings, 8 p.m. and 10 p.m.
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TABLE 37b

Reasons Tor These Particular Calling Times

ResEonse

Cheaper

To get person home

‘No reason

- Because of Jjob

Convenlence
Routine |
Other

Least busy time

To find out news -

- To plan'to go out
. . Before soap operas -
More active in mornings

~ Total

Frequency

33
10 .

6
5
3
3
3
L
1
1
1
1

(o)}
[0s]

I

#
Percent

48.5
1.7
8.8
7.4
oy
4.4
by
1.5
1.5
1.5
1.5
1.5
100.0
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Latest Accepntable Time for Telephone Calls at Night

As expected, eleven o'clock was most frequently cited
as the latest time people should call at night (36 percent),
except in an emergency, as 1illustrated in Table 38, Ten

o'clock was mentioned as the latest calling hour by 27 per—

; cent of the reSpondents. Six point five percent felt there
- should be no temporal restriction on telephone calls and

.three persons suggested that the lateatitime people call

at night should be earlier on weekdays.than weekends.

3. Avoidarce Patterns and Reactions to the Ringing
of the Telephone at Inconvenient Times

This section focuses on methods of avoiding the ring

- of the telephone~or unwelcome calls. Reactions to the
ringing of the telephone at‘inconvenient'times such as when

-eating or sleeplng are also discussed.

Hanging up'on Callers.

For 79.2 percent of our sample feelings were that
hanging up the phone recelver was an appropriate course of

action when the person on the other end of the line was

‘annoying them.  The next largest category (6.9 percent ) felt

that regardless of the»situation' hanging up was an in~
appropriate reSponse Other respondentq replied that hangn
ing up was an appropriate course of action if the. call 'was

not gettlng anywhcro', or if ‘the. caller had interrupted some

o ongoinu actiyity (See Table 39)
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'TABLE 38

Latest Acceptable Time For -
Telephone Calls at Night

Response .  Frequency Péréént*n
11 o'clock o : | b7 - 35.9
llé o'clock 37 : 28.2
12 o'clock ' . 23 V ' 1?.6
'.9‘o'clock ' 10 . 7.6
- Anytime 9 6.9
‘Earlier on weekday than _ o
weekends = _ : 3 2.3
’ _ A» Before 9 o'clock ____g_ 1.5A
Total 138 100.0

|

% _ '
Corrected for no answer category
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TABLE 39

“Hanging Up on Others

‘\

Response : : . Frequency
.. Nuisance cails1 : _ 163
V:TFéhould not hang up 9
" Futile Calls® 7
If'interrupted3 7
Otker 4
Total 130
. : -*Corrected for no answer category

for an answer.

- with connectlon.

- that needs my immediate attention.

Percent*
79.2
6.9
5.4
5.4
3.1

1100.0

1When people are-bothering me, obscene calls, abusive
calls, rudencss, pushy salesmen, solicitors, kooky
“calls, if being insulted, people ‘who don't take no

2If not gettlng anywhere, if they don't-speak intel- -
ligently, client hopelessly drunk something wrong -

;3If too busy, if something occurs' in the household
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Taking the Phone Off the Hnok

Over half of the respondents (as indicated in Table HO)
stated that they dild not make a regular practice of taking
the phone off the hook. Those who did gave a variety of

reasons for doing so. The most common reason was 1n order

* not to be disturbed. Some respondents stated that they

-regularly took the phone off the hook to avoid receiving

specific calls such as calls from-the finance,company,>calis
fof work, obscene calls, etc. Interestingly enough, otherA

réspondents stated that they took tne phonéfoff.the hook in
order nof'to miss Specific calls. An interesting,. albelt

deviant, résponse was made by one respondent who stated she

'took the phone off the hook in order'to annoy the person on'

her party line.

Reactions to the Ringlnv of the Teleohone at Inconvenient
Times :

Well over half of our sample (57 percent) as indicated in
Table Mla said that they did not react negatively ir the

phone rang while they were eating; while a,total of 23f2 perﬁ

~cent would describe,their'reaction as either anger or-énnoy—-

ance 1f called at this time.

Ailargé percentage of our sample as shown in Table 41b

'~stated_that receiving a phone call while they were watching

S £ L e L TR R T e R



(@

116

TABLE 40

Taking the Phone off the‘Hoqk'

# - o
Corrected for no answer category

1

in the afternoon, yes too busy to talk.

2Avoid obscene calls, to avoid finance company,

avoid being called in the middle of the night
work, for privacy, to avoid crank calls.

Response - . Frequency ' -Percent*
- No l. | 76 - - 58.0
Disturbance® = - 26 1{ ':19.8
In orderzto av01d phone ‘ '_k'
calls® - o 13 ' : 9.9
In order not to miss a call> 9 6.9
No, because of partj line Yy ,3'1
Depends on sltdatiqn' 2 1
. To annoy party line 1 ‘ .8
Total . o 131 ~100.0

Not to be disturbed, when klds are slecping, to- rest

to
for

3Not to miss calls, 1f taking a shower, when walking
- the dog, when I'm upstairs where I.can t hear it.

o - e e o St aay 84

cenme
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teleVision'was no real Inconvenlence.,  Other respondents
were less categorical and stated that whether or not they
would answer the phone~would.largely vary with the situ-

atlonal context.

As could be expected a large percentage of our sample

. (37.7 percent as illustrated in Table llc) stated that a

phone ringing in the middle of the nlght is-a'frightening
and upsetting sound. An interesting finding was that the
next largest category (20.3 percent5 said that their_reaction'
to a-phonelringing in the middle of\the nightewouldvberone

of anger. .It 1s also worthy_of‘note that 10.9 percent'of

our sample‘expressed neutral feelings towards a phone ring-

. ing in the middle of the night.

Table U41d lends some credence to the contentilon that

2 ringlng phone cannot go unanswered. Approximately 52 per-

cent of our sample stated~that without qualification.they

would answer a ringing phone in someone else s office, while

k'.only 19 2 percent stated w1thout qualificatson that they

would not do so. Another 10.8 percent of the sample said

that they would answer a ringing phone 1in someone else s

. home, but not in their office, while only one respondent‘

(.8 percent) stated that he would answer a ringing phone'in

"14

‘someone else S office but not in thcir home.,
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TABLE lUla

What is Your Reaction When the -
Phone Rings While You're Eating?

Response ' ‘ Frequency . Percent*
Doesn't mind | : A 57 _ Mh.é
Annoyed; ‘ 20 - 15;5~
No reaction _ : - 13 ‘ 10.1
Ahgered2 S _ | 12 B | - 9.3
Telis to call back3 : 11 . 8,5
Depends on Situationll : 3 ' _ 2.3
~Donit get calls oo 1 8
; cher5 . o :;;g - 9.3
. Total - 129 100.0

% ~ : ‘
- .  Corrected for no answer category

lSlight_annoyance "Oh, darn", but answers it

2Don't like it, people should know better gets
mad, indigestlon

3Answers but don't talk long, tell them to call
back. _

Depends, should I or shouldn't'I.

ONever near phone, (residence), could be an

emergency.
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TABLE 41b

What is Your Reactlon if the -
Phone Rings While You're Watchlng T.V. 9

Response | Fre@uenoy
Doesn't mind . 78
Depends on programme 11

- Mild frﬁstration L 9

" Will answer but ask to -

phone back 2

“If I'm really into the

show I'11l let it ring

itself out .1
Don t watch telev181on' 1
Swear at it, but answer it i
Other S - 'i;li
Total | 116

|

* . T
Corrected for no answer category

#
Percent

6702
9.5
708

1.7

11.

-100.0
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TABLE lU1c .

What is Your Reaction if the
Phone Rings in the Middle of the Night?

Response ' Frequéncy : Pércent*.
Startled, frightenédl 52 . ko.6
Angered® 28 2119
Would answer it 21 | 16,4
Neutral3 | 15 11.7.‘.
Won't answer 3 2.3
Depends on situationu 2 1.6
‘Other _ 17 5.5
Total 128 100.0

|

aL

Corrected for no answer category

lscares me, very upsetting, disturbing, I expect
‘bad news, scared stiff, jump out of bed, worry
initially. 2 ‘ , .

Most annoying, swear at it, nulsance, I don't
like to be disturbed, don't like it, hate to get
out of bed. ‘ - ’ '

3WOn 't hear it, doesn't affegt me .

4

It's a function of my mood.
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TABLE 41d

What is Your Reaction if the Phone
Rings and You Are in Someone Else's Office?

Response -

Would answer

' Wouldn't answer

Would answer if asked to

Answer 1in home/not in
office

Hesitant

Answer in office/ not
in home :

Total

Frequency

62
23
13"

13

.

¥ : : ,
Corrected for no answer category

% .
Percent

51.7
19.2
10.8

10.8

6.7
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4, Norms Regarding Deviant Telephcne:Practices~

This section deals first wilth obscene or.crank calls
received by respondents;' Secondly,‘illegitimate‘methcds
bf making free long distance calls are discnssed.

Obscene or Crank Calls

In assessing what people cons1dered a crank call,
41 percent cons1dered it to be a phone call of an obscene
nature. Obscene calls included solicitation and abusive
language, as well as heavy breathing and any disturbing.

suggestions. Approximately 24 percent-of_ﬁhe people

~indicated that "nonsense calls" were what they considered

crank calls. 'Ncnsense_cails include the receiving of
calls from people for "no reason" as well as calls from .
people the respondents didn't know. This varied grouplng

emphasizes calls in which the caller seems to galn some

" social or psycholbgical benefit.from the act of calling,

e. g., gossip

The next category of crank calls 11 percent,‘was

that of children, pranks and jokes This group includes |
childrcn ordering pizzas to other peop1e°' homes as well

'as children telling Jokeu on the phone.

The next catecory totaling 8 7 percent considered

a crank call to be one in which someone hung up‘Whenrthe




' TABLE 42a

"Crank Calls

Response ErequeﬂcyA' ' Percent*
Obscenity’ 52 40,9
\Nonsense Calls®? :31 - 24 .4
Kids, Pranks, JokesS 1l | 11.0
Hang—upu 11 8.7
Silence on the other end5 10 ‘ . T7.9
Wrong numbers | | 4 o 3.1
.Csllihg open line shows R | .8
'- ~ No such thing as crank calls 1 | ‘ .8
. Other _3 2.k
ATotal 127 100.0

|
|

¥ S : o
Corrected_for no answer category

1Heavy breathing, sollcltatlons and abusive 1anguage-

a guy looking for a

piece of tail; how about a little

action; horrible suggestions;: goofballs 1f person
hits on personal area; etc. '

2 ? s
Someone who calls for no reason; someone calling for

the fun of reaching

someone they don't know; anything

not personal or business; anyone not phoning for .
specific reasons: someone that strays from ordinary;
someone calling in a foreign language: someone you.
don't know; incohcrent language or nuisance; somebody
mad about something who wants to get it off his chest.

3Kido fooling around;

someonc laughing in the middle of

" the nipht: kids orderlng pizza and sending 1t to my.
house; Jokes: kids in high school with one~line Jokes,

C oy
e : Just han up on me;

5People who call and
_ but doesn't talk

someone who hangs up when you answer.
don't talk someone calls every hour

e et e e i v vt e e E ek s oA s T ey
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phone was answered. Approximately 8 percent considered
a. crank call to be one where there was silence on the
other end of the 1ine when the phone was answered (see

Table 42a)

. A substantial majority of the respondents (76.5 per~

. cent) have received or have known someone who had received

a crank call. Approximately 24 percent had not received

a crank call and knew of no one who had. (see Table 42b)
Obviously this is infiuenced by the respondentsi definition
of the term crank call. | - - |

In cases where a respondent or a respondent's friend

"~ had received a crank call, approx1mate1y 53 percent of
hthe-responses were to hang up. The next most frequently
:made response, 16.5 percent,“involved the respondent comfh
.plaining‘to the.telephone company.s Approximately_ll-per—7

-Acent stated that they took no action.

The solution of the next group of 7 7 percent was to

- call the pollce who in some cases may have used tracing

‘devices. In one instance the police suggested that the

respondent try and meet the obscene caller to aid the police-

in apprehending him.

Another small percentage, 4.4 percent, had thelr number

_unlisted: while another . percent took varied actions
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TABLE U2b

.. Have You or Do Ydu Know Of
Anyone Who Has Received a Crank Call?

Response . Frequéncy _  Percent
Yes | | 101y 76.5
No . - | : 31 23.5
Total . - o132 - 100.0

3 : o
Corrected for no answer category

FENITR
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TABLE l42¢

 What Action Was Taken Against the Crank-Caller?

.Resoonse ' ' Frequency Eercent*
Hung upl . b o 52;7
Called Bell® | 15 16.5
" Took no actions 10 11.0
Phone police“ 7 7.7,
Unlisted number 4 n,h o
Took thelr own actlon’ b tu.&'
Other ;_1 »3}3
91 100.0

3 ' C : _ _
Corrected for no answer category

lLaughed and hung up. Hung up when discovered it wasn't
anyone I knew. '

2 ' \

Husband threatened to have phone removed called Bell.

'3She went along with it. Notvmuch to dQ except stop .

answering.

'uTold guy off, then phoned police. Phoned police who
- used some sort of tracing device. Police suggested

she try and meet the person calling..

-5Told them to stop callin Told person he was 31ck and

needed help. Took a Whlutle and blew it into the phone.

Told them to hang up and if they called back told them
she called police.

Person'changed number person got unlisted number,
phone calls persisted, finally moved,.

ar v em e e e al “ s e Ce e e R R e e itatindacind . .
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- TABLE 42d

Bell Telephone Company's. and Police Reactions

. ’ - %

Response - Frequency Percent
Teiephine Company help- :

ful 14 ‘ 50.0
Poiice helpful2 - 7 25.0
Telephone and police help-

ful but situation un-

changed 5 17.9
Telephone company unhelp- '

ful 1 3.6
Police unhelpful 1 3.6
Total 28 100.0

* '
Corrected for no answer category

lBel-l helped, told me what to do; Bell suggested we

get an unlisted number; told to get back in touch with
Bell if there were more calls. Bell couldn't do anything
excepc change number concerned. Helpful to the best

of their ability. ' - . ;

PoliceAgot,a sort of tracing device. Said to phoné back
in the morning and they would try to trace it. Police

- suggested 1f it goes on for a week get a new number.

oo womee Amcer n e mememe s s 2 L pam teawtues sy srileeny Soewemmienn T S as e
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:such as telling the crank caller to stop calling, threat-

ening to call the police, or blowing a whistle into the

phone.

VOne family was constantly annoyed by an obscene~caller._
Bell Canada suggested they change to en.unlisted number.
Howevef, the-caller persisted even afterichanging their
nymber several times. Fufthermore, the police were not able
to trace the calls. Finally in:complete desperation, the
family moved to another location.‘.Only then did the calls

cease.

The most frequent response to the question concerning

. Bell and the pollce s reaction to a request relating to a

crank call was that the telephone company was helpful. ‘This
category received'approximately 50 percent of respondents .

who answered the questionf They-indicated thattBell gave

~suggeetions for such actions as:changing phone numbers‘or

getting unlisted numbers. The-next most frequent response

~:indicated that the police were helpful (25 percent):and_

R that the police tried to use tra01ng devices

Of the respondents l7 9 percent indicated that they'd

»contacted either the telephone company or the police and'

that neither group had been helpful. Only 7 2 percent of

"Athe reupondents indicated that the police or telephone

company were unhelpful..
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The Televhone Used as a Signalling Devilce

The‘majority of respondents (approximetely 72'percent),
were familiar with the methods of u51ng the telephone for N
signalling. Approx1mate1y one third, as 1nd1cated in Table
43, mentioned the signal in which the phone rings and then
it is hung up according to a prearranged code. |

Another 17 percent of the sample suggested the signal
of calling collect and asking for oneself. This is usually
done "to let others know that you have arrived safely."

Fifteen percent had only a general knowledge of the phone

being used as a signalling device and could not cite specific

practices.. While dlscussing telephone signals with.respondn—?

ents in the rural areas, one farmer recalled that up to a

~few years ago, the telephone was an Important signalling

device in the event of a fire.: One‘pértioular ring would
alert all volunteer firefighters in the area of the fire.

Since the implementation of the new. telephone'system in the

rural areas, this legitimate type of 51gna11ing is impossible.

Previously, ‘when dlscuss1ng the telephone as an inform—

ation seekinw dev1ce (see page 87) a substantial number of

’respondents indicated they were famlliar wlth a variety of
~1llegitimate means of_making free 1ong,distance cglls. These

iilegitimatc practices no‘doubt involve signalling.
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TABLE 43

Have You Heard of the Telephone Beilng

Used as a Signalling Device?-

Response : o Frequency:

No o 36
.Rlng and hang up1 o o
Collect call -~ owWn name2 | 22
Only general knowledge 19

- Specilal signals3 b

_ To wake you up | 3
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