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Abstract

The purpose of this report is to provide an initial basis for
avaluating the application of Telidon information services within
the existing context of community information services in
Metropolitan Toronto.

‘Section I describes the Community Information Centre of

Metropolitan Toronto in terms of its existing system and services
and includes information on its background, selection procedures,
organization and processing of ianformation. Categories of
questions received are ldentl&led and the types of services
provided are descrmbed

Section II describes the Telidon-based information systen
developed by CICNT between September 1981 and March 31, 1982,
The rationale for participation in the Bell=Vista Field Trial by

- CICHT and details concerning the development of a database by the

CICHT Telidon team are reported.

Section III provides an overview of CICHT prior to the discussion
in Section IV of assumptions, expectations, and conditions for
the assessment of comparable systems. Hypotheses for testing
comparatmve systems are identified. - Section V provides
conclusions and recommendations. In summary these are as
follows. As the field trial proceeds it should meet conditions .
designed to ensure that meaningful statistical comparisons can be
drawn from observations. An agreement on data gathering
procedures should be obtained by CICNT. The depth of the
database should bhe extended and broadened if the extent to which
Vista can substitute for a tel@phone counselling service is to be

. deternined. Basic research concerning conventional guery

systemns, -t he value of graphics as an aid to comprehension and the
comparative roles of humans and computers in query driven systenms
should be undertaken.
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.~ SECTION I THE COMMUNITY INFORMATION CENTRE OF HETROPOLITAN

" TORONTO - BXISTING SYSTEM AND SERVICES

The Community Information Centre of Metropolitan Toronto
(CICHT) , ‘which becane a full-tine operation in 1952 as part of

the Social Planning Council, was incorporated in 1970 as an

independent non-profit organization managed by a voluntary board

of directors. MNajor funding is provided by the Unitea'ﬁay bf
Greater Toronto, the Municipality of Hetropolitan Toroﬁto, and
the Province of Ontaric. 1In addition‘to\the funding provided by
thesé three sources, the CICHNT has nade a major commnitment to
generate revenues thrcuéh special project funding, publication
sales, fees for services and donationés

The CICHMT is a member of the Assoclation of Community.
Information Centres in Ontario (ACICO), The rederatlon of
Community Information Centles (Toronto area), the Social Plann&nq
Council of Metropolitan Torout05 the United Way of Greater
Toronto, and the Vldeotex Tafarmdtlon Service Drovxderg
Agssociation of Canada (VISPAC}Q (For a 1lst1ng and location of
the menber organizations of ACICO and the Federation of Community

Information Centres, see maps I and II.)

Location

A

The CICHT is located at 34 King Street Fast, Toronto.

Approximately 90% of its daytime operations are on the third

floor of that building. Tocated on that floor are tﬁe‘teception

area, workroom, executive directorl's office, community education
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of fice, interview rooms, staff lounge, and the work areas for the

couﬁsellors,\the information division and the Telidon division
staff. The catalogues, files, directories, and 1ibraty are ‘also
on the third floor as are the xerox machine and the word

processor. An additional room on the seventh floor of the sane

building serves as a storage room for the Centre’s publications

and a conference Or vork room.
Night-time telephone operations are provided through service
centres which are located in individuwal counsellors' homes -and

are connected'fo the CICHT's central switchboard.

staff

The CICHT is operated by a nixture of staff {full-tinme, part- -

time and purchased services) and volunteers. As of December 31,
1981 the distribution of the staff was as follous:
Adninistration 2 (including Elizabeth M. Wray, Executive
Directoi); Publications 5; Resource Office 43 Telidon 2
Information and CQmmunity Education 113 Emergency Community
Information Service 10 {all purchased services) ; and Sunmer
Students 7. . During 1981, 18 regular volunteers and occasional
volunteers from Lorimer Lodge and the Queen Street Mental Hzalth

Centre provided a total of #,446 direct service volunteser hours.

Goals

The major goals of the CICHT are to link people with services

by providing individuals, organizations, and governments with



‘information on resources available in Metropolitan Toronto and to

identify trends and demands for services and unfulfilled
communpity needs. The CICNT sees information on community
services as a means of increasiang an individualis indépend@nca,
ability to solve problems and participate fully in the life of
the community. The set of assumptions or :principles undeplyiﬂg
the provision of community information service xnclude'

1. Any person has the right to . free 1n£ormat10n on
community services.

2a Information on community services must be integrated,
presenting programs provided by goveraments, voluntary
and other organizations.

3. Confidentiality nust be ensured for the ingquirer.

4. Information must be accurate, unbiased and present the
full range of available options.

5. Information must be presented in a simple,

nonthreatening, nonpatronwzzng manner directed to people

and their needs.

ba Individualized problem-solving must be a component of
any community 1nformatlon sanLce.

7. Information must be relevant and adaptable to the
-changing needs of users. .

8. Information should be provided in languages other than
English and ¥rench where numbers warrant and resgurces
permit.

%, The structure of the database must allow for freguent
‘updating and expansion in order to accommodate the rapid
rate of change in infarmation on human services. .

10. oOrganization and prasentatlon oFf the 1nformatwon nust
facilitate use.




Corpus _of Information

The sources of information for the CICHT can be- divided into

two main categories. The first category is made up of primary

-sources and includes the federal government, the provincial

government, the municipal government, non-profit organizations
and selected commercial organizationsa.

Services which require licensing or regulation, governmental
programs, and services that are purely voluntary are coansidered
for inclusion. Comnercial organizationsvare excluded unless non-
profit bodies are unable to meet the need for service. . The
information takes the form of bulletins, pamphlets; newslgtters,
annual reports, hrochu:es,‘maps, government acts and legislation
as well as ansvers to a questionnaire whiéh is sent out by the
CICHMT to organizations and departments involved in community
information or services. The questionnaire covers a broad rénge
of information including name of organization, address, telephone
numnber, executive officer, funding community accountability,
statemnent of services, eligibility requirements for service,
feeé, after-hour services, education/training, and 1angua§esa
When necessary, the questionnaire is‘ﬁollowed up by telephone
calls. (For a copy of the questionnaire, see Exhibit 1a)
Additional sources of information include letters, telephone
calls, and commpunity meetings attended by CICHT staff or
volunteers.

‘Secondary sources for community information include radio,

television, newspaper and magazine articles and directories which




COMMUNITY INFORMATION CENTRE OF METROPOLITAN TORONTO EXHIBIT 1
34 King Street East, 3rd Floor, Toronto M5C 1E5
863-0505

PLEASE RETURN THIS QUESTIONNATRE BY NOVEMBER 21, 1980

Bl

I 1. Official name of organization
Other names by which your organization is known
Administrative address
(no. ) (street) (postal area & code)
: Maiiingvaddress if different from above ,
| (no.) (street) (postal area & code)
‘ Located in (municipality)
Telephone
Regular office hours and days
Executive officer - ,
’ (Miss, Mrs., Ms., Mr.) (Please 'specify if M.D.; Rev., etc.)
Title of position ' ’
2. List branch offices or services at other addresses:
Name Address : Teiephone
II 1. President/Chairman of the Board

Usual month of annual meeting

Are you part of another organization e.g. Y.M.C.A.? YES [ ] NO[ ]
1f yes, please specify

Are you sponsored by another group e.g; church? YES [ ] NO [ ]
If yes, please specify '

What is the purpose of your organization?

When did your service begin?

Are you a non-profit organization ? YES [ ] NO [ 1]
Date of incorporation

2. Funding

(a) Are you reglstered with Revenue Canada Lo give receipts for income tax
purposes? YES [ ] NO [ 1 ‘

(b)- What are your sources of funding in 1980? Underline your major funder.

'\

'

(c) Do &ou anticipate any changes in funders for 19817

¢(d) Would you describe your-financial prospects for 1981 as:

secure ( ) A stable ( ) shaky ().
3. Community Accountability | ‘ o
(a) Do you have a voluntary board of directors?
(b)‘~Are you part of the government of Canada, Ontario or‘aihunicipality?
N ves[ 1 wo[ 1 o
\\\ . (¢) . If neither of the above applies, please describe how your service/organiza-—
AN tion is accountable to the community, e.g. membership, public annual meeting.
AN | _
ir St;tement of Service

1. (@) Décribe the services and/or programs you prov1de.
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_ Page 2.
'NAME OF ORGANIZATION
(b) What are the eligibility requirements for service (age, sex, health,
financial status, etc. )?
(c) Is there a fee for your service? YES [ 1] NO [ ]
If yes, is your fee standard? [ ] set on a sliding scale? [ |

If yes, is there full disclosure of fees when application for service is
made? YES [ ] NO [ ]

(d) Geographic area(s) served

(e) Application procedure

(f) Waiting period

(g) Capacity

2. Do you provide after~hours/emergency services? YES [ ] NO [ ]

If yes, what provision do you have for people contacting your after-hours
service by telephone?

i) a full extension of your daytime telephone service i.e. 24 hours [ |

il) a partial extension of yéur daytime telephone service (specify hours)

iii) an after—hours answering service (specify hours)

iv) a telephone answering machine (specify hours)

v) a recorded telephone message (specify hours)
i

I8 - Changes 1980-81

Indicate any changes in program(s) or location(s) expected in 1980-81.

v Education/Training

(a) Do you provide formal training for your staff and/or volunteers in the use of
community resources? YES [ ] NO [ ]

(b) Do you offer pre-retirement courses for your staff? YES [ ] NO [ ]

VI Wheelchair Accessibility (to your premises)

Are your facilities, including washrooms, suitable for wheelchairs? If so;
please give details.

‘ VII- International Year of Disabled Persons — 1981

Are you planning any special events for the International Year of Disabled
Persons?

YES [ ] If yes, please specify

l 3. Specify languages in which you deliver service

No [ ]

N

VIIf\\‘ Additional comments: (Use other side if necéssary)

\\
\ N
Please enclose a copy of your most recent annual report, newsletter, brochures and
maps.
Informétion;provided by ~ . Name )
(Title)
Date

Telephone
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are producead outside CICHT. These constitute the second

cateqgory-

" Selection Criteria for>CICMT’s Information Bank

The general selection criteria for what information becones

part of the information bank of the CICMT are based on three main

principles:

1a Information must be relevant to goals of CICHMT.

2. Information nust meet the needs of its users through
direct inquiry, publications and community education
PrOgrans»

3. Information must be accurate; accuracy of information is

crucial to all aspects of the quality of service
provided by the centre.

These three criteria determine vhether the information is
accepted inio the CICHT's information bank and if accepted, in
vhich conponents it will appear and in which formS-it will be
dissenminated i.e. the Directory, pamphlets or guides,- The
various components of the information bank and the products ﬁhich
are dissemiaated will be described more fully in succeeding
sections. TFrequency of enquiry about a service is also used as a
criterion for deciding on inclusion.

Selection of information is also based on the type or class
of information and on a priority system. Classes of information
which fall under the Centre's mandate of human services include
counselling and the provision of information on a wide range of
social services: health, rehabilitation, human rights, legal

matters, citizenship, immigrant and ethnic services, as well as




employment, consumer, housing, sducation, recreation and leisure

services.

In terms of priorities, CICMT has drawn up a four level
priority'éystem to deal with the inclusion of information in its
systems, reflecting dits current opeiational practice. ‘(Ehese
practices are undergoing review and refinement.) N

FIRST PRIORITY:

Ta A human service available to all persons in Metro
Toronto. :
2. . Services whose object is the relief of poverty or

the effects thereof.
3. Programns to address émérgency or crisis situations.

4. Programs to enhance the individuals ability to cope
with life situations (budget counselling, home
help, day care, self-help groups).

5. Programs which provide essential life services
(housing, nursing care, neals-on-yheels). .

6. Services for special needs groups.

7. Information in subject areas which the community
has come to expect to be maintained by CICHT. (Day
care)

8. Information on interagency networks which assist in
‘ ‘the co-ordination and efficient delivery of human
services. :

9. . Umbrella or central organizations vhich provide the
information needed to access numerous services in
‘their area of responsibility.

SECOND PRIORITTY:

1s Programs of recreational entertainment or leisure
time activities for families, seniors, disabled and
other speclal needs groups. :



Information about certain types of organizations
not providing direct services (e.ds .service clubs,

research groups). .

Prograns where the information is othervise
generally available.

Services restricted to swall, special interest
groups not open to general membershlp (egq, clubs
for retired CN employeas). -

Short term projects which do not fall into the
above category, but which are of a human service
nature.

Informally structured programs offered at the local
level.

THIRD PRIORITY:

15

25

Time-sensitive information which is labour
intensive to maintain (registries, calendars, and
lists) but relates to subiject areas identified
under First Priority.

Service statistics and other administrative data on
human service organizations. .

Funding programs, Tesources, service clubs.

FOURTH PRIDRITY:

1a

1'1' o

....—‘-..——.—u.—...*-_-.

Groups which are in the formative stage which may
or may not become operational.

Special events, trust funds.

New items oOF interest but with linmited life span
{nevspaper clippings, articles, notices of :

neetings, forums and events).

Items 0of general recreational or cultural interest.

o e o Vo 36 e e o S v < o .

As information is acguired through the various sources

outlined above, it is verified, screened and then entered (if




accepted) into the major information components which form the
backbone of the CICNT's information bank.  The information in the
components is organized alphabetically, geographically, and by
subject or by a conbination of these.

The CICHT's information bank can be divided into 2 broad.and
sometimes overlapping categories: 1) resource files and materials
and 2) publications.

The resource files and materials constitute the main internal
information database and contain information on approximately
3,200 human services available through government, voluntary
organizations and other groups. The components of this
information bank and modes of organization are:

1 Master TFile (card file) :

Includes voluntary organizations and government
departments, including information on services.

Arranged alphabetically by name of organization.
2.  Subject File (card file)

Agencies are indexed according to service areas and
entered on subject cards which are arranged
alphabetically by subject heading. Clarification of a
subject area in the form of a definition or scope note
nay alsco be included. . Publications are subiject

classi fied.

Both of the akove f£iles include numerous cross
references. '

3. . Agency Files {vertical files)
A back-up resource arranged alphabetically of
annual reports, pamphlets, newsletters, etc., received
from organizations contained in the Master Tile.

4, Government Files (as in #3)




o
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. For pertinent federal, provincial, and government
information.

Street Files (1é@se leaf binders)

Provides a listimg»by‘addréss of agencies and
government departments in Master File and main
publications of CICHT. Avrranged alphabetically by
street name with borough name at top of page.
Legislation File (vertical filas) -

Provincial ‘and federal acts relevant to CICHT.

Arranged alphabetically by title of Act.

Author/Title Catalogue to CICH@_library (card file)

Publications are given subject headings and entered
in the Subject File #2. .

Mailing List {located in Resonrce Qffice FPile)
Nanes and addresses of agencies and government

departments from the Directoryv. of Community Services. .
Includes names of executive officers. .

Subject Authority Plle (card file)

Lists each subject heading used in the subject file
together with all cross references to and from the
subject heading. (A working tool for the Resource
0f ficea)

Library (books)

This material is divided into a directories section
{arranged geographically) and a library collection
(arranged according to broad subjsct areas). The
directories are used for quick reference as a supplement
to CICHT publications and files and the library
materials provide a small resource of background and
subiject material.

Current Awareness Reading Files (folders) .

Include newsletters, pamphlets, reports, neuspaper
articles etc. Circulated to staff on a weekly basis.




12. Clipping Files (folders)

Encludes.clippings of background and more general
articlses.

These internal information components then form the bank of
information from which the services and publication products are
developed. The publications in turn become both internal and
axternal information sources and are used by the CICHMT staff,
other professionals involved in comnmunity information centres or
connunity and social services, and the'genaral public.

of Community Services in Hetorpolitan Toronto (the Blue Book)

vhich lists over 700 organizations and departments providing
comnmunity and sociai services. . |

Although they meet criteria for iﬁclusion, many organizations
and servides are not included in the Blue Book because of the
1imi£ed resources of the CICMT. About a third of those eligible
are included in the Blue Book. Aﬁong those excluded are
provincia1~asséciations,_rate-payers §rpups, and newly emerging
services. Organizations may wish to be excluded for their own
reasons, often from a desire not té'overload,their oWn. service
delivery systen. |
specialized guides and booklets, ﬁhich totalled 18 publicatioms
as of December 1981. Exanples of these guides includes:

1o  Day Care and Nursety Schools (400 1istiﬁg$)

2. . Summer Camps and Prograns (300 listings)



3. Haﬁe Services and Traﬁséortation-(100-listimgs)-
4. . Homes for the ‘Aged {40 ;istiags) |

5a Clubs for Older People (350 listings)

6.  Social Activities for Adults (35 listings) -

7. . Information for Seniors

8. =~ Information for the Physically Handicapped/Disabled

9, Federal HM.P.'s for Toronto and Cabinet Ministers (30
listings) : :

The CICHT also publishes training materials and provides a

detailed Quhlicatians List of its materials. .

only five of these publications are available without charge, -

and even for these a donpation is requested. Prices raﬁge from $3
to $25.with nost items priced between $5 and $8 ecach.

Publications are generally promoted by mail (an agency
mailing list, based on the Blue Book, can be purchased for $20} 
as well as through personal contacts with users on the‘telephane
or at meetings and training sessions. Experimental approaches to
increase sales bf publications have been tried, such as a direct
mailing to 18,000 doctors, lawyers, and personnel managers in
Decenber of 1980.. .

Nost publicatiOﬁs are purchased §y human service
professionals, or on their behalf by their enploying
organizations. Users often purchase pamphlets for seniors either
for themns2lves or for aging relatives. Penetration into some
professional groups or occupations is weak, for instance legal

and medical practitioners.




‘New publications are added according to the need expressed by.

Tesource counsellors at CICHT or based on actual community demand
for the particular informatibne- Update'takes place as eriors and
changes are identified by resource staff, users or ﬁhe serviceé
concerned. Publications can be retired when demand falls and
revenues fall to justify comtinuaiinn,_ The history of
publications has been one of revision and éxpansicn, especially

since 1979.

Processing-and Maintenance

The processing and maintenance of information is done through
the Information Division which is respoﬁsible foi the gathering,
updating and dissemination of print information. After the
information has been received, eitherlfrom cIicyur initiative {i.es
by sending a questionnaire or telephoning), or from outside
initiative (i.e. an agency contacting the.CICMT or publishing ah
item in its newsletter), it is verified and screened acco;ding o
the'selecticn criteria outlined ih a preceding section. If the
iuformation is accepted, it is then entered into (or deleted
from) the various componehts of the informafion.baﬁk in terns of
a priority list:

1a Urgent revisions i.e. changés in service, requirements,

boundaries, eligibility, telephone numbers, addresses,
etc. :

2. ﬁew services or trends

3.. Weeding of irrelevant information



- The information supplied by the organization is generally

accepted. The main exception is in the case of organizations

wvhich are covered by regulations and standards under licensing or

registration; the appropriate licensing authority is contacted in

order to verify the details supplied on returned questionnaires.
Any discrepancies are reported back to the respective service
organizations. Otherwise, if there are reports. from any source
of any service offered being different from the description in

Tnformation in the CICHT's information bank changes at a rate
of 65% annually making ongoing maintenaace‘essenfial,l It is
estimated that the average cost of maigtenance is $100 per
organization. Information for revision comes frem both the
primary and secondary sources discussed earlier. Maintenance and
revision, like the organization of information, can be divided
into internal and external categories.

Incoming information affecting the internal resouice files
and materials ils processed daily and the"accuradj of information
is maintained by a regular process of manually upda{ing and
adding to agency and subject files. The revisions are then
circulatéd internéliy using both the revision slips and a yeekly
revision bulletin. The bulletin also includes short notes on
current events, changes in the internal files structﬁies,
additions to the library collection, staff announcements, and

itens of interest in the files of community information and




social services. (For an exanmple of a.revision slip, see Exhibit
2.)

Currency of information is also provided by the Resource
Office which operates a current awareness program for the staff
which'includes highlighting réading'material {(newsletters,
panphlets, etcs), creation of reading files for circulation,
posting of newspaper articles on the bulletin board, creation of
clipping files of background or more general articles, and
reports of staff meetings. The library collection is maintained
through scanning npumercus lists in the subject areas, and then
selecting, ordering, cataloguing, classifying ana shelving the
items. ‘ |

As well as adding information to the various information
components, maintenance alsb'involves veeding out irrelevant or
dated material from all the components of the CICHT's information
bank.

¥ith regard to the external informétibn conponents such as

the publications, the maintenance schedule is more flexible.

Revisions are compiled monthly for both the Directory of

Community Services and Day_Care and Nursery Schools and are.

available for sale to subscribers:  to both publications. The
other publications which include guides, bopklets,»aﬁd training
manuals are revised on a less frequent basis, depending on how

nuch information has changed. In general, new editions of these

publications are produced every year or two.




ot b YT

L s v Aoyt bt e 3

EXHIBIT 2

INFORMATION REVISION FOR Directory Home Services Info for Srs or PH File Card
RESOURCE OFFICE: Day Care . Nursery Schools  Other:
PAGE(S) - ORGANIZATION or SUBJECT ~ please indicate belo'wfa
1 Source Date Obtained by
R.0,: MF Bt.,F Sub] M. PG~ FF Q CR ECIS




In addition to.the daily processing of material/information,
updating also occurs on a scheduled bésis e,g; a conmplete
updating annually of theorganizations in the Master Tile wvhich
are not in theipigggzggxg This is done panuvally. The CICMT has
recently acguired a word processor which is used for thé

preparation of publications and guestionnaires and has nade

"possible the provision of replacement pages for Day_Care

revisions.

Dissemination of Information

The CICHMT uses 4 basic systems for the dissemination of
information. fThe first is used primarily for exchanging
information internally within the organization, and the other
three for providing information externally.

1a Resource Files and Materials

2. . Publications

3a Information and Referral Service/Emergency Comnunity
Information Service

i, Community Education Service

The Resource Files and Materials are a print based internal
dissenination system which form the basis of the other
subsystemns. The various card files, information folders, and
items in the resource collection are avaiialeAto all cIcur staff
and the method by whigh new information is disseminated has been

discussed in the previous ssction.




Publications, which are also a print based system, are part
of both an internal and external system. The counsellaﬁs use
them both for their information and referral services and also
for fheir community educaticn prﬂgrémS,A The publicatiens are
available ﬁor purchase by both individuals and organizations.

The Information and Referral Service and the Emergency
Community Information Service are external query systems. The
relative distribution of inquiries by mode of contact is
telephone 98.5%, personal interviewv 1.2%, and correspondeﬁce 0.3%
Four languages including English, French, Italian and Spanish are
available during regular CICHMT hours. In 1981, counsellors and
volunteers handled 87,426 inquiries. The Emergency Comnunity
Information Service is provided on a 24 hour basis, .7 days a
veek. RAs of October 1980, a commercial answering service vas
discontiuued and calls are novw handled directly by counsellors in
their homes. In 1981, this services handled 12,396 inquiries. .
Together, the 2 services handled 99,822 information requests in
1982 which was a 20% increase over 1980, . The 1979 to 1980
increase vas 21%. . The increased demand is believed to resﬁl{
mainly from the listing of the CICHNT on page 2 of the £elephona

directory for the first time in 1980.

A query is essentially a verbal interactive dialogue ket ween

a counsellor and an enquirer in which either party may raise
questions or: provide information. Each guery received is
classified according to a predetermined set of terms and the

counsellor then selects referral or information sources from a
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variety of dat§ sources i.e. the Directory or thg resource files.
Either.duting or after every query, the counsellor fills out a
data collection form detailing categories such as-typé of
contact, client profile, type of enquiry, service provided. 2

breakdown of the categories of information reguested in 1981 is

as follouss:
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Category ‘ : Numbgr‘of Percentage
Inguiries
Cmunselling {personal, family) | 3,000 3.0
Services for children : 9, 811 9. 8
Community services (general) 8,679 8.7
Consuner , 5,8%%6 ' 5.9
Documents 2,161 2.1
Education - 1,553 ‘ 1.6
Enployment | 2,453 2. 4
Environment | : 1, 001 - 1.0
Financial progranms | A 16,856 16.9
Government (general) ' 5,687 5.7
Health 5,327 _ 5. 3
Home support services : #,780~, 4.8
Housing, accomnmodation : 95,408 : 9.4
Immigration, citizenship, 1,652 ' 1,7A
interpretation
Community Inforamiion Centre | 8,575 ' 8. 6
Legal 3,723 3.7
Recreation ' é> 6,217 6.3
Transportation V 2,301 2.3
Volunteerism : 772 0.8
Total , , 99,822 100.00

fl
ii
i
i
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An analysis of statistics, gathered fromlthe reporting systeﬁ
wvhich has been established for CICMT, showed that approximately
21% of the inquiries related to services for seniors, 10% to
services for children and 4% to services for the physically

handicapped.

_—m Sl

The users of the information systems fall into three main
categories: |

1 Intergal staff and volunteers

2a Other professionals and agégcies

3. General public |
Users in the first two categories obtain information to serve
their clients while users in the third category Obtain
information or services for thenselves or their family and
friends.

The initial inguiry may prompt Ffollow up work on the part of
the counsellor in order to gather collateral information, clarify

the problem, or ensure access to the referred service by

obtaining an appointment with a specific person as needed. A

check on the outcome may also be made, as needed. This is

considered part of the interactive process touched off by an

‘inguiry. Beyond this, follow up information may be secured on a

selective basis for some special purpose. An illustration is a

survey of ingquiries on the children's services category with
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follow ‘up contacts regarding infant day care and day care for
older pre-schoolers, August to October 1979Q A more recent
survey of inquiries for one month (August-September, 1981)
concerning full day care of children.involved 499 inquiries.
Follow up contact was successful with 88 per cent of theAcasesax
User satisfaction relates tO'whether_of not the service to
which the user vas referred was available and was obtained as
vell as to the gquality of the CICMT service. High guality
service is necessary, buit not sufficient~to_ensure user
satisfaction. FRvaluations of the CICHT information service must

take into account the tendency of users to assess the CICHT on

the basis of their level of satisfaction with the raferreﬁ

service.
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ECTION II THE COMMUNITY INFORMATION CENTRE OF METROPOLITAN

TORONTO - TELIDON-BASED INFORMATION SYSTEN

Rationale for Bell-Vista Field Trial Participatiocon

. The Comnunity Information Centre of Metropolﬁtan Toronto had
been interested in developments in ianformation technology fsr
some time before its participatidn inAthe'B811»Vi5ta field
trials. - The Board of Directors décided to become involved in the
trial only after careful study and discussions with
representatives of the Canadian and Ontario Governments and Bell
Canada. The detailed study of the relevance of videotex for the
future operations of CICHT, identification of the options before
it, aﬁd-the development of recommendations for action by CICHNT
were entrusted to a special-committé@,.the Videotex Committes,
established by the Board. |

In 1980 it was generally recognized that Telidon-based
videotex had potential as an important medium for delivery of
conmunity information services. Becéuse.of its position in the

field as a major community information centre, CICHT wanted to

learn at first hand about the emerging technology and the rapidly

developing videotex information environment. The Bell-Vista
field trials gave CICMT the needed gpportunity to ideﬁtify
questions and issues concerning the development applicatiém and
diffusion of Telidon and related technologies in delivering

connunity information services. .



An added reason for its active participation in the trials

vas CICHT's desire to have a voice in any public discussions with

‘tegard. to possible changes in public information systems. Of

special concern were the issues surrounding hasic'policy and
value assumptions, amoﬁg them the vital importance of open access
to information and services. There were also such unknowns as?
how the provision of the service would be paid for, how.and for
vhon accéss to the technology would be provided if access weré
free, and how concerns about privacy agd confidentiality woulﬁ be
resolved. At an operating level, CICMT recognized that
eventually it might have to converi ité ekisting manual systems
for the organization, storage, updating and dissemination of
information to an electronically based system(usiﬁg word
processing, database and electronic messaging technologies.
Initially CICHT believed its participation in the Telidon field

trials would facilitate automation of its internal information

‘bank, but it soon came to tecognize that participation in the

trials would not be of assistance in reaching this obijective.

The Telidon-team in CICHT

As noted above, the CICHT Boa;d-established a Videotex

Connittee concerned with setting directions for the use of

videotex, On deciding to bzcome an information provider, the
Comnittee had to determine the nature of the service and the

category of information for the trial. The development of the




CICHT's Vista database was seen as a specific Qroject and
additional staff vas contracted for that project. The staff
included a developmental coordinator who was hired for the
initial.proﬁect {to be replaced by a videotex manager responsible
for the extended proiject), a full-time videotex editor/writer who
vas in charge of ﬁr@paxing the page format and verifying
information, a graphics consultant, and a creator/artist from a
commercial firm to prepare Telidon pages. . The coordinator (later
supervisor) and the editorlwritef vere full time @ositions while
the graphics consultant and the page creator were contracted on a
per use basis. TIn the early stages of the project Dther CICHT
supervisors were actively involVeé in choosing the subject area
as well as in deciding on the content and format df the databass.
As the project operation became routine, it was expected that
their involvement would decline. Since the projectlwas a fairly
se parate and sé1f~cantain9d entity within the:organization, a
newsletter was initiated to keep members of CICHNT and others

informed of progress.

Corpus_of Information and Type of Query Search

Pro ject planners at CICHT expected originally that they would
be able to create a database on Telidon tﬁat yould meet the
infermation requirements of any user. AS experience accunulated,
it became evident that a choice had to be made between two main

audiences, the professional user and the lay public. As was seen
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in Section I, professionral users of CICMT draw upon a very large
database of heterogeneous, unstructured materials, and it soon
became very clear that there was no possibility of converting
this into electronic form within the scdpe of the Vista . proiject.
Tt wvas therefore decided to concentrate on lay USers.

In selecting a database to serve the lay public a further
harrowing vas reguired, Tt was agreed that; until more
experience had been acquired, it was essential to avoid the

risks of misinterpretations that could arise when the public

sought information on certain difficult or sensitive topics. TFor

this reason it wvas decided not to attempt to provide information .
to those seeking, for example, medical help, or advice regarding

financial programs. After a great deal of consideration it was

decided that in addition to some general information about CICHMT, -

the videotex database would consist of data relating to
recreational facilities provided by nba«commercial organizations.
This general subject area was chosen for the experiment because
the information changes relatively slowly and is not of an
essential nature. éategoriés within the subject area covered
ares

1s Moms and Tots

2 Public Libraries

3 Parks, Pools & Arenas
4, Continuing REducation
5. Sports and Fitness

6a Entertainment

At present, little new information has gone into the

' information bank beyond that which was initially available in
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CICHT files. The major change has been in the improved

" organization of the recreational category. . With additional

funding, extension into more specialized areas such as vwomen's

interests and the handicapped might be considered.

Originélly‘the CICMT planners hoped that the Telidon
information system could emuiate counsellor-user dialogue and
help users to assess and reformulate gueries. It‘saén became
apparent that, at least in the Bell=Vista trial, the dialogue
would have to be much more limited. The top categories in the
tree structure, characteristic of videotex, are very abstract,
and a search is conducted by making selections which become nore
and more specific until the information being sought is found.

This is not the way that clients conduct their dialogue in

seeking information from CICMT counsellors. Instead, if they use

catégories at all, they use much more specific terms which
enconpass fewer instances of what is wanted. Some psychologists
have callgﬁ these "basic level categoriesY, and the effect nf
their use is that searching through dialogue is much less
systematic, and guided more by the ability of the counselor to

interpret what is wanted than by the client. . This in turn has an

- effect on the level of detail that might be reached through a

videntex search. It was felt neceSsary\io 1imit theidetail, and

in most situations be content with providing the enquirer with a

reference where further questions could be directed. This is not
inconsistent with CICHT's general approach to queriesn. CICHT

regards itself as a “gateway" service which integrates
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information from many sources and helps clients find the
information sources most appropriate'io their particular probleﬁa
When information is easily accessibie to a client, the cIcaT
directs the client to the organization which provides the
necessary information rather than providing the information
itself. . ~

Yithin the database, CICHT intends to use Vista cross-
references to allow a:cliéat,to link directly into another
information provider's database. ' No attempt has beenvmade to

invite other information providers to make reciprocal links into

the CICHNT database.

User Aspects of the CICHT Videotex Service:

(1) Accessibility

The ma-jority of terminals are curiently located in public
places such as defértment stores. This situation is changing and
increasing numbers oflterminals will be located in private homes.
Althongh the systen is~officially-available 24 hours per day, it
has sometimes been impossible to get access to it for technical

rsasons.

{2) Access Hode
A1l user terminals inp the Vista trial are linked by 1200 baud
phone lines to the database. Al1lthough this baud rate is

acceptable for displaying text, significant delays in




‘initiatives to involve CICHMT staff in the videotex experinmnent

Italian. Given additional funding, CICHT plans to pfovide
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transmission can occur if complicated graphic images are used.

- No writing materials or writing surfaces are provided for

transcribing information from the screen by users of terminals in

public places and printing devices are not available.

{3) Integration with Other CICHT Systems

A step towards the integration»of*the videotex service with
other CICHMT services has been made by including the CICHT's phone
nunber on every page. However, there is no evidence yet that
this has been used by clients.. The information has nbt been

volunteered and counsellors do not ask clients if they have seen

‘the Vista database. The counsellors have not been able to use

the videotex database as a source of information for answering
gqueries because to date there has been no user terminal at CICHT.

This lack of an internally located terminal has also hindered
during this period.

{4) Languages

All entries in the database are in English, although the
general introduction to the CICHT will also be dene "in French and
service in other languages, especially when information is of

specific relevance to a particular ethnic commuaity.
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{5} Strategies Employed to Hake the System Oser-Friendly

A great deal of attention has been paid to ensuring that the
videotex service is appropriate to a general population, réther
than to a professional audience. In order to make the database
as "client oriented" as possible, the CICHT counsellors, who are
familiar with handling direct user requests, were consulted to

find out how potential users are 1i3ely7to look . for information.

This: knowledge, supplemented by intuition, was used in the design

of the information structures, page content and interaction

.stvyvle.

Categories and Vocabulary
Categorical structgresg e.g- Moms and Tots,
‘are broken down by locality to provide‘maximum
ease.af access to relevantvinfcrmation, Simple,
conventional, and uniform terminology is smployed
throughout, e.g. "doctor” not "physician®.
Format
Headings on every page provide summary
information énd context for the content. Dense
packing of textual material on a screen which
decreases the level of légibilityiand comprehension
is aveided as nuch és possible. Wide margins
and carefu11§~selﬁcted coiour backgrounds are
also usad to enhance readabiiity and compansate

for the lack oflmultiple type fonts.




Use of Graphics and Colour

The graphics capabilities of Telidon have
been explored by CICHMT in various ways; |
for example they created a menun ﬁage which
identifies their list of services. Distinct gréphics
symbols have been associated with different major
information categories, e.g. a teddy bear for Day
Care. These symbols enhance thé appearance .
of the page and providé a visual cue.

The intensity of colour is used t§ indicate
the relative importance of the information. The brightgr
colours are used to highlight the most important
text while the less intense colours such as the.
various shades of grey are used for less
important information.

Consistent Command Format

A4 consistent command format was adopted to
arpid confusing users. Instructions are |
placed wvhere users can see tﬁem; the command
syntax is keéf simpie and consistent: ana the
database is structured to take advantage of
the computer’s programming capabllities rather
than putting the emphasis on the user's knowledge
and familiarity with technology. Fér instance,
a user never has to enter a long page number because

the page can alvays be accessed through a menu choice-




{6) Price of Services

During the trial the user bears no costé, either for the
terninal egquipnent or for access. Although CICHT hopes to keep
access to its pages free, residential users will likely have to
pay io maintain a Telidon reception faciliﬁy {a colour
television, Telidon interface equipment and possibly an extra

telephone line) .

{7) User Suppeort/Help Facilities

There is a "Help® button on the keypaa {(the purpose of which

is not clear to some people), a general Vista Help section on how-

to use the systen, and CICMT's telephone number on each of its

pages. A special nunber for Vista-related gqueries was

'contemplated but rejected. CICMT decided that a second telephone

number would diminish public awareness of CICHT's usual phone
number {863=-0505) . Aparf from this, there are no other
facilities provided to assist users experiencing trouble finding
information., Various technical'chaﬂges‘might bring improvements

such as the ability to connect with an on-line counsellor.

{8) Confidentiality Protection

Household users sign'a wvaiver form allowing Bell Canada to
cclleci détails about their usage and agree to respond to opinion
surveYs conducted on behalf of Bell Canada. A certain amount of

ancnymity is guaranteed since the individual does not actually




identify him or her self toAthe system. There has, however, been
some discussion about assigning individual user numbers so
statistiés can be associated with particular persons and possibly
related to various socio-economic parametersa The problen is
conpounded by the possibility that the information collected
night be valuable commercially, e.d- for market research firms.

Confidentiality is a high priority for CICMT which takes avery

- possible step to protect the privacy of its users.

Technlical Aspecis of the CICHT Videotex Service

{1) Structure

The menu structure is used to guide the users through the
database. Over 80% of the pages in the database are treated
technically és menu pages directing users to information-such,as
a tel&phéne nunber rather than to dacument‘pagés which actually
contain descriptive~inf0rmationa

Experience has shown that it is difficult to predict vhere
users will look for information. Part.of the problem stems £ronm
the fact tﬁat menu choices must start at a categorical'level
highet'than most people would expect. This problem has been
dealt with, to some extent, by giving examples that shov the
range of information items that would be available for a |
particular menu choice. The menu structure is vety.susceptible
to loops.  Ussers freqdently find themselves back where they
started. The objective is to provide cross links withdu{ leading

the user into a dead end or a perpetual loop.



A diagram of the overall Vista database is shown in Fig. 1.

The structure and sample pages of the CICHNT database are shown in

FTigs. 2,

3, 4 and 5.

{2) Page Creation and Conversion to Online Database

A 4-stage process has been developed for creating the CICHNT

database to make information available via Vista.

Story Board

A point=by-point description of what the videotex

department plans to do is developed. It
outlines both the proposed approach and the
content and is submitted for approval to both

the videotex group and the CICHT supervisors.

Conversion to Vista ZEntry Record Forms

‘Page

These formns contain the precise.inétructions

for page creation and are also?submitted to

the supervisnrs fér approvals.

Creation

This step is contracted out to a commercial firm
kvideo Page) which creates pages'for videotex
apélications. The results are proofed on their
mini database system for content and

linkages., CICHMT pays $18 per ’page'createdw

New pages take about 5 working days (@30 pages/week

average) and updates take 2 vorking days. .
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.EXAMPLES OF TELIDON PAGES DEVELOPED BY CICMT

 COMMURITY INFORMATION CENTRE OF -

s cont ipua

Metra Toronto CIC

Sometimes the community
sarvice you want is hard

to find. CIC can help you
through the confusing
% maze of services to locate

thelageru:g or program
you re looking faor.

A wide range of services
to the communitu are pro-
vided by nonprofit organ-
izations, governments and
business. Some examples are
day care centres, health
clinics and libraries.

Presz 1 to conmtinug

COMMUMITY IMFORMATION CEMTRE 863-0505%

FIGURE U




EXAMPLES OF TELIDON PAGES DEVELOPED BY
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EHPLOYHENT

HEALTH

9 Metro CIC
Directory

N}

RECREATION AND LEISURE

86308505

CIC PUBLICATIONS

M Day care/Nurseru
Schools

E Surmer Camps and
Programs

B Services for Parents
and Children

B Home Services and
Transportation

9 Metro CIC
Directory

FIGURE 5

CICMT

FINANCIAL PROGRAMS

HOUSING
LEGAL SERVICES -



Loading
3 diskette coﬁtaining the created pages is taken
to the Bell déta céﬂtre on Simcoe Street, by
either CICHT or Video Page, for loading. This is
usually done at night with priority apparently
given to updates {as oppbsed to neﬁ,pages) 50
changes can bhe madeidailya The resulis are checked
By‘direct user access and backup copies are kept.

Two problems that have been éncouﬁtered in the later stéges
of page creation are difficulties iﬁ thé.carrectioa of text (due
to a lack of good text editing softwvare for the system):and thé
inability to fine-tune the page appearance (due to CICHT's lack
of direct access to an information provider terminal).  For
axanple, subtleties.ef text placement cannot conveniently be

expressed on Intry Record Forms. These prgblems obviously also

‘relate to changing pages already loaded as well as to creating

" neyw pages. Updating or changing pages which are already on the .

system is handled by annotating a copy of the original Entry
Record Form and then changing the copy of the page which is kept
on a floppy disk and loading the updafed page in the system %o
replace the original. The charge for an'update is éubstantially~

less than the $18 charge to create a new page. ' Some information

providers have a communication link to the Vista database and are

able to do updates directly.
The procedure for page creation has been evolving and is

sti1l under development. During this period, the focus of




attention has been on gaining familiarity with the potential and
limitations of the new medium and ia working out the relationship
bétween the varicous memhets of the Telidon Department and other
CICHT supervisors. The CICHT has deVeloped procednresAto balance
the need to retain flexible control over ths style and content of
the videotex service.with the need tO'haintain an adeguate 1evel.

of productivity. The pagse creation process (except the use of

'graphics)'has stabilized to a point where it is considered by

CICHT to be competititve in terms of cost and production time
with that of other information providers. The aierage total cost
per page is about $80 (including $18 page creation fee), although
there is consideréble variation betwveen pages depending on the

actual content.

{3) Time to Update

Tﬁe question of fregquency of information updates and weeding
policies will be dealt with once the database is functioning. Wo
strict schedule has been established yet and the frequency of

updating will vary with the specific type'of inforamtion.

{4) Usage Statistics

At this stage in development CICHT has no information about

‘the user population of the Telidon datébase, or about the uses of

pages. A suggestion wvas made that some attempt to obtain basic
information about persons accessing the CICHT pages be made by

including pages to gather a fev key characteristics of the user,




eag; age group, sex and for vhom the information was being
reguested. Pages were drawn up for this, but thers was nc¢ reply
from those responsible for the Vista trial about permission to
include these in the databasea |

Alth@ngh rav usage statistics are currently being collected

very little data has been made avallable .yet to information

providers. The understanding was that a progfam written by the

Department of Communications for analyzing data on page usage

would be available to the Vista systen prbjecta {See Appendix C.)

Interaction with Other Services

The videotex project has had no noticeable impact on the
other CICMT services. The project has operated as an
independent, parallel Service in a distinct area with 1ittie
interaction, direct or indirect, with other CICHT operations.
This is in part due to the lack of a user terminal in the CICMT
office during the early developnment of the database. It is a
policy of the CICMT to avoid competition with other services.
However, because of the lack of écoraination between information
providers, it is possible that information in the’CICﬁT database
is duplicated in the databases of other information providersg“
There are some referances to tha-CICMT entries in the rToot pages

of the Vista directory.
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size of the Videotex Service

CICHNT had hoped to have 250 to 300 pages on the Vista systen
by the beginning of Harch 1982, gut‘had éaceunteréd a series of:
problems and changes which made this goal unattainable. As of
the end of March, apprdximately 40-50 Telidon Pageé had been
created, although not all of them were availaﬁle to Vista users.
Another 90 pages had been prepared inprint form and were-ready'to

be converted to electronic form.sx

* As of June 30, 1982 there were 154 pages on the service;




SECTION III OVERVIEY OF CICHMT

To summarize, the CICHT system, described in the precediﬁg
pages, is concerned with the provision of the folldwing basic
systems for the dissemination of information:

Ta Resource Files and Materials

2a Publications

3. Information and Referral Service/Emergency Community
Information Service '

4. Community Education

FPigure 6 illustrates the process whereby government
departments or agencies, non-profit organizations, and sone
commercial organizations are selected on the basis of tﬁeir
programns and services as the sourée:crganizations for information
and referral. The inquiries concerﬁing these numerous . ;
organizations are grouped in nineteen classés of queries for
statigtical purposes. Fron the universe of brganizatigns CICHT
selects approximately 3,500 organizations to provide the corpﬁs
of information on which its services are based.
The principal activities undertaken by‘the community ianformation
centre are to: | |

1 . Select appropriate organizations

2. Identify and classify the information services and
resources available from each organization

3. Organize and file the information generated from the
organizations to produce a body of information essential
for its service outputs,
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The major personal service provided bf the CICMT.i$ the
‘t@lg?hOﬁe based iufnrmatiDnAserviée whereby either private
citizens Di nembers of the hélping professions can céll:anﬁ‘
obhtain advice from trained counsellors. ihese inﬂividuals talk
with the caller, identify the'class of §roblem for whicﬁ
assistance is_reguiréd and tﬁﬁ@ugh use of the informatio§
resouxceé and contacts a#ailable tc'theﬁ, refer the caller to thé
appropriate agency or department withfﬁrcgrams.or services thai‘,
can meet the call@r’sbﬁeeds,‘-SGmé 72,000 of these information or
referral interviaws were logged in.1980 and 87;996.13 1981. . |

The counsellors classify the calls for data collection

purposes using a standard system of classification agreed'to and

“used by cooperating community information centres in Ontario.

This telephone_caunselling Service,~alnn§ with the Blue Book
service outputs of CICNT. A Telidon-based information service
could either conrplement or replacé se;viée outputs. These
alternatives will be considered in Section V.of this report.  For
both the existing and Telidon anoimation.SyStem, ﬁawever; there
are key areas in which measurement and comparative information
can be collected. Some of these areas are briefly outlined
below, | |

1e Corpus of Information

Dne key area is the'csrpﬁs of information selected

by CICHT and organized to provide the basic elements of
informpation and referral which are ultimately provided

-to persons accessing either the existing or the Telidon--

based systen.



2a User/System Contacts
An attempt to access either system may be
successful or unsuccessful. This attempt is the najor
point for data collection and estimation of the success
rate of the systen. -

3. Definition of Success

CICHT is in most cases a facilitator rather than an
ultimate service provider. However, in terms of the
agencies providing services and those vho need service
and assistance, the ultimate criterion of success is a
satisfied user.

4, Barriers to System Use

Persons who need service or assistance may fail to
obtalin access to the system for a number of reasons
including lack of awareness of the ssrvice, insufficient
capacity of the system to respond to queries, and lack .
of access capability available to the user.

It is.imbortant'ta recognize that the type of system vith
yhich wve are dealing is a dynamic, open system. It dis also only
one part of a large, changing and complex human welfars services
delivery system involving all levels of government, as well as
conmercial and not-for-profit organizations.

At,any_moment any of the 2 million or more people in
Metropolitan Toronto might identify a nead for community
information and might seek this information from a large number
of alternative sources. One source is CICHNT. The existence of
one or more direct access databases, available through terminals
located in the home or in other agencies, provides additicnal
channels for information. The volume of requests through all

channels is not known, nor is the pattern in terms of specific

neeads. The rate of increase or change in this volume over time,
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the reason any particular channel is chosen, and the market share

- of services rendered by alternative channels including CICHT is

not easily estimated. These factors are beyond the scope of this
study, however they represent the context within which

alternative information providing systems function. .
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ASSUMPTIONS, EXPECTATIONS AND POSSIBLE ASSESSMENT

CONSIDERATIONS

In this section we ask wvhat can be learnéd about providing
commuﬁity informaiion through Telidon from the Vista field trial
conducted at CICHT. In particular.we yould like to know how a
Telidonwbased service compares with the services preséntly

available from CICMT with regard to such factors as

.accessibility, guality and user satisfaction. The tried and

proven method of answering such guestions is first to state the.
hypotheses to be tested and then to design an experiment to
compare the two systems, takse Qbsefvatiohs of their use, and
perform statistical analyses on the observations to test the
hypotheses. But for reasons which vere presented in part in
Saction II, and which are elaborated iﬁ this section, the Vista
trial at CIcuT did not provide a service-cbmpérablé to any of
those currently offered by CICHT. Cﬁoice-of the contents of the
Vista~trial database, and of the mode of providing information,
were based on implicit assumptions about what it is feasible to‘

do by means of Telidon. Moreover, during the period covered by

this report {April 1, 1981/March 30, 1982), the Vista systen

continued to grow and change, and the database size, even at the
end of the period, was not large enough for it to be regarded as

an alternative to even a small part of CICHT's workinglddtabasen\
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Thus it has not been possible to conduct any comparisons of
services provided by CICMT to the public through its present
system and through Telidon. It Houiﬂ still be desirable to carry
out such comparisons, and moreover it would be desirable to
conduct experihents yhich would test whether at least some Qf the
assunptions which were made in creating CICHT's Telidon database

are valid. In what fcllows we raview the assumptions, examine

the conditions that have to be satisfied to allow comparisons to

be\madg,iand pose sone of the guestions that might be asked in

comparing the systems.

A'ériori Assunptions about thé CICMT»Vista Trial

Certain aséumptions about the requiréménts of a CICHT~-
operated Telidon database, or.about»stroagly desirable features
of it, are based on CICNT's general approach to providing public
information. They are inbedded in the system design and can be.
accepted without testing. Examples are the desirability of free,

public access to information, and of the dissemination of

~information about public ¢r non-profit bodies. Fpr.ather

J

assunptions, regarded as egually important,‘the>system nay be
intended to fulfill the requiremeﬁts, but it is conceivable thaf
the syétem as actually built does not dbrso, and a test might‘
therefore be in order. An examnple is the aésumpiicn.that the
privacy of the enquirer and the cbnfidentiality of client

information must be inviolable. Other attributes of a Telidon
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system night be regarded as strongly désirable, and it might be
expected or hopea from the design that~$hey would be present, but'
only tests could determine whether the system actually works as
desired. Exanples of such features are tha£ the system serves a
targeted sector of the p@pulatibﬂg or that the systen is capable'
of providing satisfactorj ansvers to a paﬁticula; class of
gueries.

In constructing the CICHNT Telidon system the design enbodied
certain other assumptions, stemming ﬁot from CICHT's view of what
should be in community databases or how such databases should be
preSéntea, but rather based on views of what should be in a
Telidon database, and how Telidon can pravide informatiop»to a
user. The effect of these assumptions on the design wés éﬁch '
that the vievs themselves are untestable in the present Vista

system, and would be so even in a systen containing a larger

~amount of information, i.e. one which conld be compared with

other informatlion disseminating mechanisms of CICHMT. One such
view is that a Telidon database ought to be on a aﬁnwsensitive,
non-critical subiject, so that there would be no risk that a user
wonld receive insufficient information or be wrongly informed
about a potentially serious matter. This is-the reason that a
medical information system, first régarded by CICMT as a good
subject for a Telidon database, was rejected in favouf of an
information system about recreational activities. UNow it is a
natter of some importance to know whether a Telidon guery systen

can provide ansvers to the public about health realted gquestions.
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Can the language be non-technical so that the public can
understand it, but sufficiently precise that answers are correct?
Are there problems of liability? Apparently the CICHNT group were

not ready to cope with these guestions, at least not in its first

encounter with Telidon. It is interesting to note that there has

been an announcement of another~éxperiment where there will be an
attembt to provide medical information to the public via Telidon.
A group iﬁ Toronto General BéSpital, supported by the Department
of Communications, is undertaking to put on Telidon a database
relating to drugs, with a view to prmviding information and
ansvering gueries in this area. It is of course, a nedical group
which is undertaking this experiment, and it is not hard to see
vhy CICMT would be reluctant to embark on é similar task. But it
shonld be noted that the CICHT trial,‘as currently conceived,
w11l not be able to ansver questions about the range of subject
matter apprcpriate for a Telidon database gueried by the public. .
Thefé‘is another aspect to the kind of inf@imatiqﬁ provided
by Telidon which cannot be investigatéd through the CICHT
database because of its design. The decision was made not to
attempt to Ffurnish specific answers, bpt rather to Qtovide
pointers to where answers might'be‘obtained, mainly in the formn
of telephone numbers of appropriate orgahizationss Now this
decision was probably made because.it was recognized that, to
provide detailed answers,~thé gquery path for a user would be nuch
longer and that a nmuch larger database would have toe be built up.

But the question as to whether a database can be designed so that




- 48 -

it is navigable by the general public_uéing a menu system - {can
suitable categories be defined? will the lay public follow a
path'ddﬁn nany levels?) - this guestibn cannot be asked from the
present CICHT‘Vista trial. The desiga of the systenm, as
presently conceived resulting fron assumnptions madeAabout how a
Telidon conversation is carried out, leaves 1ittle room for
experinents which might provide an answer.

Here again it is interesting to note that thers is ia the
Vista trialva database which does attempt‘fa provide moderately
specific answers to the public about-a technical sgbjecta' This
is the legal database of Concord Publishing Company, which deals
with a number of topics relating to work, under ihe;headings:

- Hours of wvork

- Wages

- Holidays and.vacations

- Rights as a woman enmnployee

- Notice when fired

- Discrimination at work

~ Working conditions and job safety

- Gneﬁployment insurance

Bach of these topiés is divided into subtopics, and for each

"subtopic thére is information intended to satisfy particular

gueries. In a preamble there is advice about seeking
professional help, and many of the toplics refer to government and
other agencies wvhere more information can be obtained, but the

text as displayed does contain, in simple jargon-free language,
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factual ‘information about legal guestions. It may be noted that
Concord Publishing's legal database is completely textual, with
almost no graphicsa In essence the system is videotex, but nakes

no use of Telidon's graphics capabilities.

Comparable Systégg

Nevertheless there are some lessons to bé derived fron the.A
vista trial being conducted by CICMT. . There is certainly
something to be learned from the experience of mounting a
database on the new medium. But this 1earning experience is
probablylnot much different for CICHT than it is for other groups
through the éame process. Of special interest in the crcur .
context is what can be said about the performance of a ?ommnnityA
information system based on‘Telidcn, vis-a-vis the performance of
that based on telephone counselling. In addition it would be of
iﬁterest to observe hov the presence of a Telidon-based |
information system would affect the operations of the telephone
counsélling systen and the internal operations of CICMT itself.
In designing an evaluation in which the counselloer information
system is to be compared yith a Télidon informatién systen
certain conditions can be identified as being essential to ensure
that the éystems afe really comparable.

1. An operational prototype videotex system must exist to he
tested. This would differ from the iniiial ﬁield trial

system which lacked sufficient information resources to




permit testingn In addition both operating systems must bhe
stable and functioning at normal levels within their design
capacity, Basic changes in hardware, software, method of
display or other systen charaéteriétics cannot be made during

the test period. .

. Systens being tested must be available to users during common

time periods, that is, tests must be conducted»during the
same monthly periods, on the same days of the week, and hours
of the day or night. |

Hethods for data éollection must exist that permit collection
of comparable data from both systems. Thus search sequences
in both systems must be able to be associated with an
identifiable user, sesking anéwers to an identifiable
question or gquestion area. Ii nust be possible . to conduct
follow-up research to determine ansyers to gueétions
concerning the extent to which the’information received met
the user's needs.

While Telidon cannot initially cover.thé full range of main

subject categories dealt with by CICHT, comparable subject

subsets must be included in both the teiephﬁne=based systen
and in the Telidon system, so that tests can be carried out
on these common subject areas.

Information must be available as to the similar groups that -

have access to the two types of system. TIdeally user groups

would be identified.




The five sets of conditions identified above are essential if

comparisons are to be made betyeen systems. But, as spelled out

below, only some were met during the initial test period (October

1981 to March 1982).

3]

2)

For a variety of reasons neither the CICHT system nor the
Bell-Vista s?stem functioned at normal operating levels
during the period. Due to a rapid increase in demand, the
CICHMT counselling systen functioned beyond its operating
capacity, during much of the peribd= Tests taken by‘Bell
Canada showed that many callers were unable to obtain access
due to system overload. The ﬁell-vista system was in its
initial test phase and did not have the full comnplement of
user-terninals in the field, 'and experienced periods in which
the systen coulé not be accessed at all for test purposes.

During the test period basic changes affecting the form of

the database vwere introduced, and decisions were made during

the period to shift from Bell te Infomart-based operating
systems, necessitating changes to page format and other

aspects of the systen.

Both systems were generally available for the same time

periods.

The Telidon data collection system was not operationally

effective during the period and no'evidencé could be obtained
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that statistical data could be collected for the Telidon
éystem that would be camparable to that?collected by'CICHTo.
The method of data collection in Bell-Vista trials does not
permit identification of the actual user of the system, only
the terminal used whereas CICHNT staiistics are based apon
specific user queries. Also it is not possible to know the
type of search being undertaken, or its purpose, when Telidon
is accessed. This information is readily identified in a

counsellor interview. To obtain such data for the Telidon

based system, a telephone interview or questionnaire would be

required. For this field trial, such interview methods can
be carried out only through, or with the approval of, the

field trial management.

Due to funding constraints and the lack of ekperience in'page
creation in the ipitial development period, the database
chosen by CICHT was not comparable in size, or content to any
of the 19 major Community Information Centre service

categories or even major segments of then.

- CICMT had no influence on the placement of any Telidon sets.

Distribution of sets tended to be skewed toward higher‘income
brackets representative of those poteﬁtially able to purchase
a videotex service, rather than toward those likely to need

community information services. Furthermore as noted in




Section II, no statistics about users have been nade

available.

FPuture Assessment

It is clear that by #arch 30, 1982 the CICHT Telidon system
had not developed to the point where it was comparable to any
part of the other information providing services of CICNT. Thus
no assessment 6f the operational effectivéneés of the'Telidon
serxvice could be made for tﬁis réporta However CICHT is
continﬁing to develop its ﬁelidon database, énd it is possible
that the conditions outlined.im the previous section will be net
eventually. Of the five conditions idéntified, those relating to
system availlability and contents can probably be satisfied. But
condition three, relating to data collection, continues'to
present problems. Even when the DOC data collection and analysis
programs are in place, in a normal encounter with Telidon the
nser will not be identified, and no information will be
autonatically cnllectéd on his information need, or the success
or failure of the systen to satisfy the need. This shortcoming
would have to be overcome by including pages which would enable
the system to collect information‘from~the"user or by conducting
user surveys. Both techniques have their weaknesses. . Assuming,

however,; that the conditions listed above can be satisfied, it is
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useful to suggest what tests might be carried out to assess the
CICHT Telidoa~§ased service, and iits effect on CICHT itself;

In order to compare the two systems, hypotheses are'posea and
stated in their null form - i.e. it is assumed that no
significant dif ferences would be found between the two. Randonm
sanples would have to be drawn uéing approved statistical

methods,
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Hypotheses I

There will be no significant differences found between the tele-~
phone counselling system and the Telidon system with respect to
Accessibility and Length of Interview/Search.

Category: Accessibility

Variable: Success/failure in establishing contact
on the part of the user

Telephone © Telidon

% of calls answered by % of calls answered by system
counsellors (Bell Canada data (Bell Canada data analysis -
analysis - blocking factor) blocking factor)

Variable: Effort required

Telephone ' Telidon
No measurement required Sample of Telidon users ques-

tioned about relative ease of
operation compared to using the

telephone
Category: Length of time of interview/search
Variable: Length of time required

to obtain information

Telephone ) Telidon

Sample of interview reports _ Interviews with sample of users to
to determine length of time of collect data on length of time re-
interview, by type of query quired to locate information, by

type of query

Variable: Tolerance of time required
to obtain information

Telephone Telidon
Sample of users surveyed Sample of users surveyed
concerning attitude concerning attitude
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Hypotheses IT

There will be no significant differences found between the
telephone counselling system and the Telidon system with respect

to user satisfaction.

Category: User satisfaction
Variable: Satisfaction with system response
Telephone ' " "Telidon

Sample of users tested for Sample of users tested for per—
perception of satisfaction with ception of satisfaction with
response response

Hypotheses IIT

There will be no significant differences found between the tele-
phone counselling.system and the Telidon system with respect to the
quality of information provided.

Category: Quality of information

Variable: Accuracy
Telephone Telidon

Sample of database pages checked
against source data for accuracy

Sample of responses as pro-
vided by counsellors checked
against source data for

accuracy
Variable: Level of detail
Telephone - Telidon

Sample of. question from telephone system
searched in Telidon system to determine
level of detail available
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Hypotheses IV

There will be no significant differences found between the
telephone counselling system and the Telidon system with respect

to volume of use, categories of use, and types of users.

Category: Volume

Variable: Number of users, by -category of use
Telephone ‘Telidon

Volume of use of both systems will be
counted during the test period by
category of use

Category: Type of user

Variable:  Age, sex, language, socilo-economic
background, educational level, metropolitan
area, lay public or professional user

Telephone : - Telidon

For both systems data will be collected
on the attributes listed and comparisons
will be made between systems and with
metropolitan population census data

Hypotheses V

There will be no sighificant differences found between the tele-
phone counselling system and the Telidon system with respect to costs

~

a) to the system users and b) for the information prbviders, CICMT.

To test this hypothesis, fixed,'variable, and total costs of both
the present CICMT telephone counselling system and the Telidon operating

system would have to be determined for various levels of use.
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Hypothesis VI

Operation of a Télidpn system in éombination with the telephone
counselling system will have no effect upon the existing telephone
counselling system, or upon CICMT in terms of organizational structure,
staff size, staff skills, services rendered.and budget.requirements.

Data will have to be collected on the operation of CICMT both before

and after the introduction of Telidon.




~

SECTION_V CONCLUSIONS AND RECOMMENDATIONS

Through an extension of its cpntraét with the Department of
Communication, and additional financial support from Wintario and
the Department of Employment and Imnigration, CICHT is continuing
with its participation in the Vista trial. In thié section,
based on.the observations of the preceding sections, sonme
conclusions are drawn about the trials to date, and

recomnnmendations are made about their continuation.

Comparable Systems

TO date the stability of the system and size of the Vista
database havé not beeﬁ adequate to permit any useful comparison
between CICHMT's present methbds of disseminating information to
the cqmmunity, and providing such information through Telidon.
Enough has been learned and accomplished to make it reasonable to
expect that within a year the Vista délivery-system wiil have
stabilized, and CICHT will have enough display pages so that
comparisons cqulﬂ be made bé%ween Telidon as a mode of

disseninating community information, and other modes such as

telephone counselling and publications. Such compariSan will

only be possible if the Vista trial meets certain requirements.



Recgmmendation I

"It is recommended that CICHMT's Vista trial be conducted so
as to meet the conditions outiined in Section IV, conditions
designed‘tm ensure that neaningful statistical comparisons cah be
dravn from observations of the Telidon system and of the

telephone counselling systen."

Statistics Gathering and User Identification

‘It is to be expected that the statistics éathering and
apalysis package of vista will be put into place. This package
yill have to be operational if any conclusions are to be_ﬁrawn
about the commercial potential of~visia, and since the commercial
aspects for the Bell-Vista trial are so important, it can be
assumed that statistics gathering and analysis will be possible.

But it must be realiged that the present form of the
statistics package does not‘allow_iaentificafion of the user
during a gquery search, nc? is any data being gathered which ﬁigﬁt
make it possible to determine hoy successful a user has been in
his or Eer search, or hovw much satisfaction there is with
results. Nov the ultimate importancé of knowing something about
the user population and the quality of the service rendered

through Telidon cannot be overemphasized. When the time comes,

‘as it surely wvwill, that the support for CICHT's Vista service as

an experiment is diminished or withdrawn, the justification for

continuing with Telidon will certainly have to be based on




demonstrating that Telidon can reach the population group CICHT

wyishes to serve, and can be useful to it. This means that

CICHNT's Vista trial must include methods of gathering more

specific information about users, and follow-up information about
user satisfaction. Such information might be obtained by
incorporating special pages in the guery path, or by distributing

questionnaires to users of the database.s At present there is no-

provision for either of these, and there are some serious

gquestions about invasion of privacy, and the authority to gather
data about users.

In the whole Vista database there are at present vety few
places vhere information is solicited from a user abouﬁ his or
her cﬁaracteristics.l These are found mainly in some surveys
which are being conducted by Statis&ics Canada. Tt is easy to
see wvhy there is a reluctance to have many Vista pages devoted to
gathering information about users. .Many such pages would
compromise the prime purpose of providing information to users,
and would soon lead them to feel that the system was intrusive.
The main way data on user‘reacticn is beling gathered in the Vista

trial seens to be from guestionnaires which are being distributed

through an independent marketing survey organization. It is not

knowaihow or vhether reactions are being sought fron users in
puhlig places, e.9g. department stores and libraries, rather than
those in the home. Yet the ability of CICHT to identify its
Telidon user population, and to obtain information about user

reaction and satisfaction is of paramount importance.




- hypotheses such as those suggested in Section IITI of this

Recommendation II

"It is recommended that an explicit agreement bé‘reached
between CICHT and the sponsors of the Vista trial aboﬁt methads
for identifying users of the CICHT database and for soliciting
information about user satisfaction. Possible methods are: |
ihcluﬁing special pages designed to obtain such informaticn,
conducting telephone interviewys with users, and distributing
questionnalres to users. Data should be gathered which will make

it possible to ansver specific guestions and test specific

report.®

The Type of Information about CICHMT!s Services uhich can le:

Dissenminated through Telidon

As a final point, it is necessary to re<examine the a priori
assumptiéns about the CICHT Vista trial discussed in Section IV,
Tt is obviously a matter of considerable importance whether it is
expected that a user's céatact with CICMT.via‘Telidon will
provide the answer to a guery or whetﬁer»it will bhe followea
avantually by a telephone contact.  In the former case the Vista
service is a (partial) replacement of the telephone ansvering .
systenms in the latter case it is, in the main, an advertising or
promotional activity which could result in more rather than fewer'

demnands on CICHT's resources. To distinguish betveen these.
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possibilities it will be necessary to try and put into the
database much more detail, i.e., more levels, with extra

information beyond telephone numbers and pointers to additional

- spurces. It will then be possible to carry out tests on user

satisfaction and level of detail as suggested in Saction Iv.

By the same token it is ﬁecessary"ﬁé review the range of
topics which are tegaraed as ‘being appropriate for a Telidon
database. Recreation, the only topic currently on videotex, is
one of the subject categories dealt with via the telephone
system. . In 1987 recreation accounted forv6,217 queries out of a
total of 99,822 or about 6%. Consideration should be given to
expanding the subject 1ist so as to include topics which are more
central to CICHT's services, and which concern more of the users
wvho telephone in gueries;.

Unless it can be shown that the CICNT Vista database is
capable of dealing with a much larger fraction of the subjects of
concern to CICHT users, and is able to provide detailed answers
so that the telephone couﬂselling service can bevbypaséed, in
part at least, the role of Telidon in Vista will have to e

regarded as a supplemental one.

Reccocmnendation IIT
"It is recommended that CICHT's Vista database be extended in
derth so as to provide more detailed information about recreation

and leisure, and broadened in scope s0 as to deal with other




appropriate topics. These extensions should be made with the
specific goal of determining the extent to which Vista can
substitute for or supplement the telephone éounselling service,
and the extent to which it is to be viewed as a promotional |
activity,vdesigned to inform the public about CICHT in a general

vay.h

Basic Research about Videotex and Telidon

Even if the above three recommendations are adopted, and the
CICHMT Vista trial is continued so as tO’permit assaessmnents and
comparisons with existing services to be made, thers will be many
unansvered guestions about the use of Telidon. . For example, it
will . not be possible to make comparisons between the |
effectiveness of answering guexies‘through a menu-driven system
as: compared with a conversational system with a coumsellor. It
gould be unrealistic to expect answars about the general strategy
of leafning and information dissemiﬁation to emerge from tests
carried out at CICMT. Research on these guestions lies in the
domain of artifical intelligence, expert systems and natural
language processing. From another point of view the gquestions
and problems are like those which arise in computer-assisted
instruction - wvhat is the role of the teacher? what class of
educational materials and what skills are best presented by‘meaﬁs

of computers? how should the material be presented? Any Light

that could be shed on such guestions would have important
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implications for CICHT's computerized database. Thus it is
necessary to continue basic research on computer-aided learning,
on nétural language processing, on gquery-answering systems, and
on the use of graphics in order to.better delineats the role that
a Telidon-~based service can ultimately play in an organizatlon

such as CICNT.

Recommendation IV

"Tt is recommended that basic research be supported so0 as to
seek ansvers to such guestions as: ‘the extent to which a
conversational query sysﬁem can be replicated by a menu-driven
aatabase, the valne of graphics when added to videotex as an aid
to perception and comprehension, and the comparative roles of

humarns and computers in query-driven systemns.?
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APPENDIX A BIBLIOGRAPHY OF DOCUMENTS RELATED TO THE APPLICATION

AND _EVALUATION OF _TERLIDON FOR_THE PROVISION OF

COMMUNITY INFORMATION SERVICES-

INTRODUCTION

This bibliography is designed to provide a list of sources
for those interested in evaluating videotex and is espeqially
tailored to the CICMT study. The annotations will ﬁbth aid the
seleétion of documents for reading‘and in themselves glve sone
useful information.

Neatly-ZOO items are listed yet the bibliography is far from
comprehensive. The public literatures of evaluation and videotex
systems are large while the literature on how to evaluate
videotex community information services is all but non—-existent. .
Theréfore, we have attempted to araﬁ selectively from a broad

perspective. The three wide topic areas are outlined below. .

1. Evaluation of Information Sysiems,_
Pertinent metheodologies and criteria for the evaluation of
efficiency and effectiveness, of information management and
retriéval systens excludiﬁg.ccst; primarily_in-the library

and information science literature but extending to social
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psychology, ergonomics, etc.; example studies using various

approaches.

2. Information and Referral Services.
Community information and referral {I & R) services, but
generally excluding those offered by public libraries, are

covered; evaluation and data file structures.

3.  Videotext and Teletext.
videotext and teletext systems and Telidon in particulax;
some overviews and general description but especially
evaiuation = bhoth meihodologies and results; non~hpsiaess
applications and limitations of the technoloqy; Technical
literature was not included, nor was the literature
enphasising the marketing of systems for profit unless

about a field trial.

The "General" categories contain both overvieuws and miscellaneous

itenms.

The first and second sections cover -itens published from
1970-1981; the third section covers items predominantly fron

1976-1981.

Bibliographic tools used included: the University of Toronto

Libraries catalogue, the Taculty of Library Science Library




catalogus, The_ Annual Review of Information Science and

Technology, Library_ -and Information Science_Abstracts, ERIC,

Library lLiterature, Dissertation Abstracts International, and,

less productivelys: Ergonomics Absiracts, Inspec, danagement

anténgg, NTIS, and the Smithsonian Scientific Information

Exchange. Bibliographies and the references in papers and
reports vere scanned for additional items. . The most recent three
years {1979 to date) of some journals such as the American

Society_for Information Science Journal, the Capadian Journal of -

Information.Science, RO, Information_and Referral, and Electronic

Publishing Review were checked for relevant itens.

All items have been inspected by one of the bibliograrchers
unless othervise specified. The location of a copy of each of
the itens is indicated in parenthesis after the citation, using

the following abbreviations:

FLS - Faculty of Libraiy Science, Library, University of
Toronto |

{itens nated‘here'maf be available at some of the other
locations as well)

Robarts -~ Robarts Libfary, University of Toronto

Engineering - Faculty of Engineering, Library, University of
| Toronto - ‘

Managemnent Studlies - Facuity of Management Studies, Library,

University of Toronto




CICHT - -Community Information Centre of Metropolitan Toronto

Private Collection - not found im any of the above collections

but owned by a faculty member . |

Not Seen - not inspected by the bibliographers.

#e gratefully acknowledgé the assistance of Karen Wieruckl

for providing access to CICHT's collections, for outlining

CICHT's operation, and for reviewing sections of the

biblingraphy. Prof. Forgie provided initiative and guidances

The staff of the Faculty of Library Science Library were helpful

in the location and rush cataloguing of items.

Js Michael Michaud B.S5C., M.T.S.
Researcher
Centre for Research in Librarianship

University of Toronto

March 31, 1982

Ellen JQHQS B"A:pg I'IQIJQSQ

- Reference Librarian

Faculty of Library Science Library

Oniversity of Toronto
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BIBLIOGRAPHY

I EVALIATION OF INFORMATION SYSTEMS -
I.71 GENERAL

EVANS, Fdward; BORKO, Harold; FRRGUSON, Patricia (1972) "Review

of criteria used to measure library effectiveness.” Bulletin
of the Medical ILibrary Asscociation January 1972 d0({1: 102-
110. {FLS)

This paper briefly discusses the advantages and disadvantages
of 32 measures of library effectiveness, which are groupead
under six criteria: accessibility, cost, user satisfaction,
response time, cost/benefit ratio, and use. .

KING, Donald W.j; BRYANT, Edward C. (1971) The Evaluation of
Information Services -and Products. Washington, D.C.:
Information Resources Press 1971 306 p. {FLS3)

Although focusing on document transfer systems in science and
technology, much is pertinent. Evaluation consists of
describing costs (input of rescurces), performance ‘
effectiveness (attributes that can be controlled by systen
managenent) and benefits (conseguences of system performance
in terms of value, return on investment, effect on user
behaviour, effect on other systems). Neasures are chosen to
relate performance effectiveness to costs and to benefits so
that the latter two might be compared. . They are also chosen
so as to aid diagnosis of system veaknesses. The systen
itself consists of organizational entities, components
(locuments, personnel, buildings, files, etc.) and six basic
functions (and the processes by which they are accomplished):
composition, reproduction, acquisition. and storage,
identification and location, presentation, and assimilation.
The ddentification and location function is the major topic
of this bhook. MNuch mathematical modelling is presented as
illustrative techniques.

KRIEBEL, Charles (1979) *Evaluating the guality of information
systems." In: Szyperski, Norbert; Grochla, Erwin, eds.
Design _and Inplementation of Computer-Based Informaticn
Systems. Proceedings of the BIFOA (Institute for Business
Administration, Organization and Auntomation) Symposiun,
September 18-20, 1978 at Bernsberg and Cologne, West
Germany. Alphen aan den Rijn, The Netherlandss Sijthoff &
Noordhoff 1979 p. 29=-143. . {Engineering)
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This article about gnality from the user's point of view
selectively reviews the 1970's literature of management
information systems. Appended is a 39-iten list of
characteristics affecting computer user satisfaction. -

LANCASTER, F. Wilfrid (1977) The Neasurement and Evaluation of
Library_ Services. Washington, D.C.: Information Resources '
Press 1977 395 p. - {FLS)

A comprehensive review of library evaluation studies and
their findings. There are chapters on catalogue use,
reference service, the collection, document delivery, and
technical services, as well as standards, surveys, and cost-
effectiveness. 0Of prime inportance.

LANCASTER, F. Wilfrid (1978)  cuidelines for the Evaluation_of
Information Systems_and Services. . Paris: UNESCO August
1978 169 p. (FL'S)

The first four chapters (p. 1-74) are relevant. TLancaster
describes information systems and the evaluation process and
then the evaluation of document delivery {collectiocon,
document availability, catalogue), and of information
retrisval {question-answvering and referral services, printed
indexes, etc.). Finally he covers the efficiency of
technical services, cost-effectiveness, and cost-benefit.

LANCASTER, F. Wilfrid {1979) Information Retrieval Systems:
Characteristics, Testing and Evaluation. ~Second edition.
New York: John Wiley & Sons 1979 381 p. . {FLS)

Emphasizing automated dbibliographic retrieval systens,
Lancaster includes coverage of vocabulary control, indexing,
matching document representations against reguest
representations, searching, and user needs. . Bvaluation of
effectiveness (user satisfaction -- ‘user related cost, tine,
and guality criteria), cost-=effectiveness, and cost-benefit
are covered in serveral chapters.

ORR, R.H. (1973) "Measuring the goodness of library services: a
general framework for counsidering guantitative
measures.” Journal of Documentation September 1973 29{(3):
315-332. {(FLS)

The indirect and direct neasurement of goodness {which has
two aspects -- quality and value) is discussed.

SWANSON, -Rowena Weiss (1975) "Design and evaluation of
information systems.”™ 1Ia: Cuadra, Carlos A.; Luke, Amn H.,
eds. Annual Review of Information Science_and Technology:
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VYolume 10. Washington, D.C.: American Society for
Information Science 1975 p. 43-101. {FLS)

The emphasis of this well organized review is the evaluation
literature of 1973=1974. Of particular interest are the
sections on evaluations of information systems {categorized
as: consumer evaluations, operations analysis, noncomparative
evaluations or comparative evaluations), performance
measures, and various methodological approaches (systenm
analysis, operations research, benefit-cost analysis, etc.) -

SWANSON, Rowena Weiss ({1975) "Performing evaluation studies in

information science.'" Journal of the American Society for
Information Science May/June 1975 26(3): 140-156.. (PLS) -

Conceptual and methodological components of evaluation
studies are considered. This is less a reviev article than
her later paper. : :

HHITE, .G. Travis (1977) "Quantiﬁative measures of library

effectivness." Jourpal of Academic Librarianghip July 1977
3{3): 128-13b6. {FL3)

This brief reviev concisely describes 18 sets of measures
which range. in complexity, swmphasis on outcome criteria, and
SCOPa.

WYLLYS, Ronald E. {1979)  "System design - principles and

I.2

techniques." In: Williams, Martha B., ed. . Annual_Review of
Information Science and Technology: Volume 14. Hhite Plains,
N.Y.: Knowledge Industry Publications, Inc. 1979 p. 3-35.
(FL.5)

Much of this review article (primarily the 1975-1978
literature) deals with systems analysis technigues under the
headings: cost analysis, flowcharting, job description and
analysis, operations research and analysis, and simulation.

RETRIEVAL EXPERIMENTS

BELKIN, ‘Nicholas J. (1981)  "Ineffable concepts in information

retrieval.™ In: Sparck Jones, Karen, ed. Information
Retrieval Experiment. London: Butterworths 19871 p. 44-58,
(FLS) » A

The writer discusses, on a broad level, concepts related to
users (information need, desire), texts (informatioan,
aboutness, meaning), and user-text {satisfaction,
effectiveness, synthena).
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KEEN, B. Michael (1981) 1"Laboratory. tests of manual systems.”

In: Sparck Jones, Karen, 2d. Information Retrieval
Experiment. p. 136-155. (FL3)

Half of this review article is about controlling searches in
experinents.

ROBERTSON, Stephen Ea {1981) "The methodology of information

rotrieval experiment.”™ In: Sparck Jeones, Karen, ed.

Information- Retrieval Experiment. p. 9=31. {FLSY

This is the book's overview of the experimental testing of.
information retrieval systens.

SPARCK .JONES, Karen (1981)  "Retrieval system tests 1958-1978."

In: Sparck Jones, Karen, ed. Information Retrieval
Experiment. p. 213-255. (FLS)

This review, rather than attempting exhausivity,; tries to
characterize the work done in terms of the purpose, guality
and influence of the information retrieval tesis which have
been caried out. Investigations, which do not involve
control over test variables, are not included. . Organized
chronologically by decade, it has sections on index language
tests, lndexing tests, and searching tests. . This book also
contalns a lengthy bibliography.

TAGUE, Jean M. (1981) . "The pragmatics of information retrieval

axperimentation.”™ In: Sparck Jones, Karen, ed. Information

Retrieval Experiment. p. 59-102. (FLS) -

This is a practical guide to inplementing tests, fronm
deciding whether to  test to deciding how to present the
results. 3Some other sections are: how to operationalize the
test, where to get the gueries, how to process the gueries,
and how to assign treatments to experimental units.

I.3 TIELD TRIALS

LUCAS, ®William A.3; QUICK, Suzannz S. {1978) "Serial

experimentation for the 'management and evaluation of
communications systems.? In: BElton, Martin C.3; ILucas,
#illiam A.3 Conrath, David ¥W., eds. Evalunating New ,
Telecommunications Services. Proceedings of the NATO
Telecommunications Symposium, University of Bergamo, Italy,
September 1977. New York, N.Y.: Plenum Press 1978 p. 181=
198, ' (Robarts)




A field trial of an interactive cable television system for
adult education classes was structured in a few short rounds
so as to ease the conflict between project manager {who wants
to modify and improve the system) and evaluator {vho wants
systematic and rigorous research). The system changes are
made betveen rounds of evaluation. The process measure
{instructional dynamics of the classes -=- organization of
time, nature of class activities, and patterns of classroon
interaction) was chosen to provide insight into how the
system actually operates to aid the manager in directing
change, and also to help the teachers organize content and
teaching styles in adapting to the potential of the
technology. The outcome measure {a standardized test of
educational achievement) was selected to be relevant despite

- system changes and still be descriptive of system value. The
standard of comparison {same teachers giving the same classes’

on the same days in a conventional classroon settiﬁg)»was
egssential for system replication anﬂ generalxzab1 ty of
rebulfs, . :

NANDELBAUM, Seymour J..‘{1978)- "The design of the design

community.” Inz EBlton, Martin C.:; Lucas, William B.:
Conrath, David W., eds. Fvaluatwnq New - Telncommunlcatlons
Services. p. 563-679, (Bobarts)

Although focusing on the design community itself, this
discussion of three dilemmas is pertinant. They are: the
conflict between the level of aggregation and penetration in .
the design of the innovation; a similar conflict in the
design of the implementation and evaluation of the
innovation; and the conflict between rigorous and robust
design 1n the field trial or 1mplemmntatlono_

SHINN, Allen M., Jr. {1978) "The utility of social

experimentation in policy research.”™ TIni Elton,. Martin Cso3
Lucas, William A.; Conrath, David W., eds. Evaluating New
Telegcommunications Services. ps 681=700. : {Bobarts)

Social experiments involve nors theory and attempt norne
control than deo demonstrations and field tests {which c¢an
teach much about how to make an innovation work, and can
identify problems and provide impressions concerning effects
both expected and unexpected but cannot provide cause=-and-
effect information). The advantage of soclal over laboratory
experiments is the realistic conditions. The dlsadvantages
are: high cost, political versus scientific design
constraints, long planning and execution time, environmmental
noise {schedules slip, equipment doesn't work, objectives
change, etc.), ethics (informed consent versus randon
sanpling), inconclusive results (even were the innovation to
work wpll) because of llmﬂtnd research design, little effect
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on policy, and inadequate theory (hypotheses which shonld
have been tefined in laboratory studies are tested first in

the field in vague forms). Many of these are conmon to field

trials as well.

STOCKBRIDGE, C.D. (1978) "Planning exploratory trials of new

T.4

interpersonal telecommunications." In: Elton, Martin C.:
Lucas, ¥William A.3 Conrath, David W., eds. FBvaluating New
Telecommunications Services. p. 721-746. {Bobarts)

The dintroduction to this paper (on selecting network
locations to include in an exploratory field trial and the
sequence in which to install them) states the essential
qgquestion as "Will the service be used enough in nontrivial
vays to justify 1ts cost?", 1A nmore detailed set of guastions
iss

1) - ®ill the concept work as conceived? Are worthwhile
improvements to the concept possible? ' g

2) Can necessary equipment be constructed, installed, and
maintained as planned?

'3) Are the design features appropriate?

L Can people in relevant organzzatlans make effective use

of the service?
5) #ill they actually use it?
In comparing costs against utility one must keep in mlnd that
the network will be used for a number of purposes
(applications). The two assumptions are that the network
utility depends on the relative importance of =ach
application times the frequency with which it is used for
that purpose, and that it is the sum of each individual-
application utilities over all applications and locatioas.

OTHER APPROACHES

®"rechniques for ahalyzing systems. . Second generation systen

analysis techniques.” Part 2, Section II in: <Couger, J..
Daniel; Knapp, Robert ¥W., eds.  System Analysis_ Techniques.
New York: John Wiley & Sons 1974 p. 83=204, {Engineering)

System analysis technigues for the documesntation of existing
information systems and the analysis of the system to
establish requirements for an improved system are covered by
papers on: the Study Organization Plan developed by IBM (a
comprehensive system survey), flowchartis, decision tables,
grid charts, information matrices, and the Accurately Deflned
System technigue.
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BAINBRIDGE Lisanne ({1979) "Verbal reports as evidence of the
process operator?!s knowledge." International Journal of Man-

e e i i e e s e s e e S S e

Machine Studies July 1979 11(#): 411-436. (FLS) .-

Thns paper surveys the valﬂd*ty and usefulness of verbal
1cpnrtq as reports of behaviour. The four techniques
exanined are system state/action state diagrams (written
"off-1line") , questionnaires (written "off-line"), structured
dinterviews (spoken "pff-linam), and verbal protocols (spoken
“on-=-1linem), ,

‘BAKER, J.D. {1970} "Quantitative modelllnq of human performance
in information systems." Ergonomics Nov 1970 13(6): 645~
664, _ (anlneerlnq)

This paper describes a human- crlented nodel of a general
information system. The five basic processes {the operatlons
that people perform) are: screening incoming nessages,
tlansfalming nessages to the system's format, inputing
messages, assimilating the resulting data, and deciding upon
courses of action based on the information obtained. These
are interrelated along . three dimensions: data flow .and
processing, task analysis for each event in the data flow
sequence, and outside sources of variation (e.g. level of
tramulnq)g

BATES, Marcia J. (1981) . "Search technigues.”" In: ¥illians,
Martha F., ed. Annual Review of Information Science and
Technology: Volume_16. VWhite Plains, N.Y.: Xnowledge
Industry Press 1981 p. 139-169. A ' (FLS)

Although it does not focus on evaluation, this review of
searching from a psychological approach is a valuable
starting place for those developing or selecting dascriptive
or evaluative measures of searches. The emphasis is on the
1976-1980 literature.

FITTER; M. . (1979) YTowards more "natural® interactive
systens." International Journal of Man-Machine Studies May
1979 11(3): 339-350. _ (FLS)

This paper is about designing 1anguages for structured
programming and man- computer ai ialogue. - A section on the
latter covers the principles: use the user?'s nodel of the
activity, introduce the system to the users through
experience, nake the system simple for the user to oberve and.
control, and give the user immediate unambiguous feedback.

FORD, Geoffrey  (1977) User Studies: An Introductory Guide_ and
Select. Bibliography. CRUS occasional paper 1. Sheffield,




U.K.2 Centre for Research on User Studies, University of
Sheffield 92 p. : (FLS)

This extensive review summarizes the findings of information
user studies and includes a chapter on technigues used. .

HAPTER, Ruth (1979) - "The performance of card catalogs: a review
of research." Library Research TFall 1279 1{3): 199-222..
(FLS)

This review evaluates major catalogque use studies, both their
methodology and findingsa.

HAMILTON, Scott; CHERVANY, Norman L. (1981) "Evaluating systen

effectiveness -- Part 1: Counparing evaluatiocn approaches.”
Hanagement Information Systems_Quarterly September
1981 5({3)z 55~-69., (Management Studies)

This overview of the evaluation of management information
system evaluation preseants objectives and performance
measures for four levels of efficiency objectives for
development and operations processes (information systen
reguirements, resource consumption, production capability,
and resource investment) and for three levels of
effectiveness for systenm use processes (information and
support provided), user performance and use; and
organization's performance).  Problems in evaluating and
recommendations are summarized, as are nine evaluation
approaches (guality assurance review, NIS personnel
productivity neasurement, user attitude survey, etc.). Part
TII, in the subsequent issue, will characterize and compare
evaluation viewpoints {user, system developer, systen
implementer, internal audit, and management), and will
reconmend wmultiviewpoint evaluation approaches.

MICK, Colin K, {1979) "Cost analysis of inforpation systems and
services." In: Williams, Martha ®., ed. Annual Review of
Information Science and Technology: Volume 14. White Plains,
N.Y¥.: Knowledge Industry Press 1979 p. 37=064. {(FL.S)

This reviev, which focuses on the 1975-1979 literature, is
organized by the object of the studies: function or service
operations within an information organization, the
organization itself, the structure within which the
organization is located, and similar types of organizations.

REYNOLDS, Linda (1979) "Legibility studies: their relevance to
present~day documentation methods.™ Journal of Documentation
December 1979 35(4): 307-340. {FL5)
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The results of legibility research, primarily of
traditionally printed materials but also of microforms and
CRTs are summarized.

SARACEVIC, Tefko {1975) "Relevance: a review of and a framework

for the thinking of the notion in information science.”
Journal of_ the Aperican_Society for Information
Science VNovenmber/December 1975 26(6): 321-343. {(FLS)

e T

This is a seninal review of relevance == "a measure of the
effectiveness. of a contact between a source and a destination
in a communication process". The various views are
sumnmarized and integrated.

SCHARER, Laura (1977) "Improving system testing technigques.?

Datamation September 1977 23(9): 115, 117, 120, 124, 128,
132. ‘ ' : (FL.S)
This concise article describes thorough and organized
procedures for guality control in testing the computer systen
one produces. The checklist offered has five sections: test
preparation, test operations, unit-test evaluation, system
test evaluation, and acceptability test.

SHORT, John; WILLIAUS, Eder?n; CHRISTIE, Bruce (19?6) The -

185

Social Psychology of Communications. London: John Wiley &
Sons 1976 1585 p. : ‘ {Ro barts)

This is a summary of social psychology studies Televant o
the substitution of {person-to-person) telecommunications for
travel (l.e. face-to-face communication).  MNevertheless,
there is much of interest, including sections on the
classification of conmmunication episodes, theoretical
approaches to differences betwveen media, communication modes
and task performance, negotiation, and person perception and
"metaperceptions".

EXAMNPLES - MISCELLANEOUS

DONOHEW, Lewis; TIPTON, Leonard; HANEY, Roger (1978) MAnalysis

of information-seeking strategies.” Jourpalism Quarterly
Spring 1978 55({1): 25-31. : {FLS)

A conceptual nodel of information-seeking, avoiding, and
processing whose central component is the kind of search
conducted is applied in a laboratory experiment -- a
simulated horse race in which the subjects are bettors and
can use their play money to bet and to buy tips (information
comparing several horses or information on specific horses).
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The variables studied were: personality measures (self-
esteenm, dogmatism, and sensation-seeking), information-
strateqgy variables. (information given, information received,
amount of information bought, broad- or narrow-focus
strateqgy, risk-taking, closure -- time spent before placing
bets), nood variables (aggreq31an, concentration, anxiety,
etc.), and other variables (prior knowledge, success, and
percelivaed availability of information).

TAGLIACOZZO, Renata (1977) "Estimating the satisfaction of

information users.” Bulletin of the Medical Library
Association April 1977 65(2): 243-249. : _ (FLS)

The writer presents a rationale for eliciting user opinions
of a service, i.e., to determine the degree of user .
acceptance, which may be influenced by factors other than
systen "effectiveness". The responses of HEDLINE users to
four guestions about their searches (helpfulness, usefulness,
nunber of useful references retrleved, -and’ number missed) are
compared.

ZIPPERER, William C.; PARK, Hargaret K.; CARMON, James L. (1974)

"The CA Integrated Subject File. II. Evaluation of
alternative data base organizations.™ Journal of Chemical

Documentation February 1974 14(1): 15-23. (FLS)

The relative retrieval performance of four data base files
vere measured. The analysis of retrieval failures involved
fourteen causes (seven precision related and seven recall
related) which fell into five major groups: index language,
indexing, searching, clerical, and other (document not in
file, marginal relevance, etC.). .

I.€¢ EXAMPLES - BRANCHING ANALYSIS

KANTOR, Paul B. (1981) "Quantitative evaluation of the

reference process.™ RQ Fall 71981 21(1): u3-52. {FLS)

The -technigue of branching analysis is applied to the
referance process.  Two chains were used, one a failure
analysis with the causes: question not understood by
librarian, librarian cannot think of a source, the source not
available, the source lacks the information, and information
located but patron not satisfied. The other was an outcone
chart consist*ng of the possibilities: patron guits, library
terninates by giving up, by renegotiating, or by referring
the patron elsewhere with high expectatlon of success, and
user satisfied.
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SARACEVIC, Tefko; SHAV, W.M., Jr.3; KRantor, Paul B. . ({1977)

"Causes and dynamics of user frustration in an acadenic
library." Colleqe & Research Libraries January 1977 38(1):

7-18. ) ~ (FLS)

The technigue of branching analysis was applied to obtain
four doucument retrisval measures. These correspond to the
four consecutive branches or alternatives involved in a
patron obtaining a reguested document: document not owned by
the library, document in circulation, document misplaced, and
patron error in his catalogue or shelf search.

I.7 EXAMPLES - QUEUBING THEORY

BOOKSTEIN, Abraham - (1972) - ™Congestion at card and book catalogs

- a ygueueing theory approach.™ Library Ouarterly July 1972
42(3): 316-328. (FLS)

Three measures of congestion are .developed from a gueueing
model - the likelihood that a patron must wait, the mean tinme

he must wait, and the number of people using the system at

any one time. .

REGAZZI, John J.; HERSBERGER, Rodney M. (1978) "Queues and

I.8

reference service: some implications for staffing.” Collegs
$_Research Libraries July 1978 39 (4): 293-298. {FLS)

The extent of gueueing was observed and models were olktained
to rate the effectiveness and cost of alternative staffing
patterns. The criteria were patron wait time and reference
Jibrarian idle time. ' '

FXAMPLES - UNOBTRUSIVE TESTING

CHILDERS, Thomas (1978) The Effectiveness of Information

Seryice_ in Public Libraries: Suffolk County. Tinal Report. .
Philadelphia, Peansylvania: School of Library and Information
Science, Drexel University July 1978 143 p. . , (FL5S)

Reference service was evaluated by unobtrusive testing --
proxy clients phoned or visited libraries with test
gquestions. The 20 questions each had variations in specific
content, and three questions required negotiation to narrow
the topic. The libraries were scored on the correctness of
answers ({four levels), the extent to which patrons were
referred to other places, the extent to which patrons were
"turned away", the extent to which guestion negotiatiocn took
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place, and the extent to which the referred~-to-sources
delivered the correct ansver.

I.9 EXANPLES - INFORMATION NEEDS SURVEYS

DERVIN, Brenda; ZWEIZIG, Douglas; BANISTER, Michael; GABRIEL, -
Michael; HALL, Edwardj; KWAN, Colleen (1976) The Development
of Strateqies for Dealing with the Information Needs of Urban

_Residents: Phase I; Citizen Study. Tinal Report. ’
Washington, D.C.: Bureau of Libraries and Learning
Resources. Ua.S. Dept. of Health, Education, and
Welfare. April 1976 ERIC ED 125 640 968 p. - {FLS)

This large study of how citizens obtain information employed
an open—-ended guestionnaire administered by interviewers.
Research design and methodology are described in detail. The
first section of the questionnaire asked respondents to name
their problems, worries and concerns of the preceeding month,
first vithout prompts, then under fourteen topics (housing,
employment, etc.). The word "informatlon" was avoided,
Section II asked respondents to describe in detail one of the
previously named situations (resolved or unresolved). Ten
approaches were used, including: a description in time order
everything they did, others did, or just happened; :
indication of their . situation states (decision, problen,
worry, comnprehending); a description of things they tried to
learn/find out/understand (how they went about finding, how
did finding it help, stc.); a description of their use of a
hypothetical expert {what questions they would want him to-
answver, vhat they would want him to know about them and their
particular situation). The final section asked respondents
what they would do in four hypothetical situations.

WARNER, Edward S.3; MURRAY, Ann D.j; PALMOUR, Vernon E. . (1873) -
Information Nesds of Urban Residents. Washington, D.C.:
Bureau of Libraries and Learning Resources. Office of -
Bducation. U.S. Dept. of Health, Education, and

Welfare. December 1973 ERIC ED 088 464 293 p.. {TLS)

The conceptual LLamnuork focused on the four compcnentS'
urban residents, their needs, sources of information, ‘and
solutions and the interactions awmong them. Data gathered by
structured interviews with 1,000 Baltimore residents were
analyzed in terms of lﬁf@rma¥1on needs, information-sesking
strategies, and search outcomes.. A sample of problenms
identified by residents as "nost 1mpcrtant" to them were
later presented.to I-§ R services in order to avaluate their
pprformance, Well documented.
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I.10 EXAMPLES - STAFF DIARIES

CASTENS, Maureen; AUCKLAND, Mary; PRITCHARD, Alan (1973) - A
Diary_Survey to Establish Time and Cost Data for Library
Processes. London: Library and Learning Resource Service.

City of Toandon Polytechnic September 1973 871 p. (FLS) -

Diary forms, employing 112 activity and task codes and
divided into fifteen-minute sections, were completed by 33 .
book cataloguing and processing staff for a four Week patiod.

COOPER, Michael; DeWATH, Nancy A. (1976) "The cost of on~1xn9
bibliographic searching.™ Journmal of Library Automation
September 1976 9{3): 195-209. . : . " {FLS)

This study defined a set of seven common tasks, then
monitered the time spent on them by means of a time sheet
which travelled with each search request through its ‘
pProcessing.

T.11 CHECKLISTS

.CRAHFORD, Halt (1980) YCRT terminal checklist." Journal of

Library_Automation HMarch 1980 13(1): 36-484, {FLS)

Brief descriptions of characteristics of CRT termlnals*
display, keyboard, "environmental", and maintenance and

durability.

STIBIC, V. {1980) "p few practical rtemarks on ths user-
friendliness of online systems." Journal of Information
Science December 1980 2{6): 277-283. {FLS)

A checklist of system properties is presented. The redesign
of display layout for readability is demonstrated.




II INFORMATION AND REFERRAL SERVICES
IT.1T GENERAL

Training in Information and Referral: A Trainer's Hanual. .
Toronto: Community Information Centle of HMNetropolitan
Toronto . April 1981 50 p. {CICNT)

Essentially a training course, this publication covers the I
& R process, the human services system, I §&§ R communications
skills, and sources of information. :

UHASIS IXI: A.Taxonomy of Social Goals & Human Service Prograns.
Second edition of UWASIS (United Way of America Services
Identification System). Alexandria, Virginia: Planning and
Allocation Division.  United Way of America November 76 319
Pa (CICHUT)

A four-level hierarchy is used: basic social goal (2.G.,
optimal dincome security and economic opportunity), service
system (e.g., employment services systen), service (2.¢a.,
employment training service), and program {€.¢g., internship) -
The elements of such programs and their suggested products,

in terms of types of persons served and efforts expended on
thelr behalf, are described. There are eight basic . social
goals in the classification schene. \

COLEMAN, .Jean; LEVINSON, Risha; BRAVERM.AN,_I'Iiriam {1979)
Directory of Resources. Phoenix, Arizona: Alliance of
Information and Referral Services, Inc. 1979 81 p. (CICHMT) -

Bibliography of publications (manuals, reperts, research
studies, 9051t30n papers, atc.) of 72 I &.R agencies. . .
Arrangement is by agency.

DERVIN, Brenda (1976) "The everyday information needs of the
average citizen: a taxonomy for analysis.™ 3In: Kochen,
Manfred; Donohue, Joseph C., eds. Information for the
Community. Chicago: American Libratry Assocdation 1976 p.
19~ 38, . - {FLS3)

This literature review is organized under the six linkages
between the four elements: the individual citizen,
infermation needs, 1n£0rmation sources, -and. solutions to
information needs. Her content-analysis scheme for
information needs is discussed.

LESTER, David (1977) ®"The use of the telephone in counseling
and crisis intervention.” In: Pool, Ithiel de Sola, ed. The




Social Impact of the Telephone. Cambfidge, Massachusettes:
HIT Press 1977 p. 454-472, . {Robarts)

The unigue characteristics of telephone counseling are
discussed: client control of the situatin (®.g. abrupt
termination), client annonymity, accessibility, and
immediacy. Problem callers are also coverad.

LICHT, Harvey A. (1976) "The information professional. and the
neighborhood information se1v1ce,“ Special Libraries  Warch
1976 67{3): 121-126, A ‘ {FLS)

The .seven activities of an T § R service are listed. Licht
then describes information needs of three types =-- based upon
the stages in solving a problem: action-planning information
{the client is completely unfanmiliar with possible
solutions), resource availability information {(the client is
unfamiliar with the speciftc help available), and access
information (the client is unfamlluar with how to apply for
the help).

LONG, ¥icholas; ANDERSQON, Jacqueline; BURD, Reginald; MATHIS,
Mary Elizabeth; TODD, Seldon P. {1971y Information_apd
Referral Centers: A Functional Analysis. Washington, D. Fg:
Administration on Aging. Social and Rehabilitation
Service. U.S. Dept. of Health, BEducation, and
Welfare . February 1971 (1972 reprint) 47 p. . - - {FLS)

Produced by the Institute for Interdisciplinary Studies
(later Inter study), this brief but serinal work includes a
historical overview, a description of administrative
structure, staffing patterns and user characteristics, an
analysis of service activities, an examination of need and
the barriers to need satisfaction, and the collesction and
distribution of data to aid the social agency planners. The
concern is services to the aged but much is generalizable.

MEDNICK, Ruth W. '"Staffang and traanlng patterns for an ,
information and referral service: the Baltimore @xperwence "
- In: Kochen, Manfred; Donohue, Joseph C., eds. Information
for the Community. Chicago: American L:hrary
Association 1976 p. 102-113. : ‘ : (FLS)

Major tasks are briefly presented. A description of the
Baltimore I & R Service includes mention of an automated file
used, in part, as an online terminal for making accurate
referrals by matching a cllant‘s ellglblllty factors agalnst
the respources availlable.



HICKELSON, James S. ({1975). "I & R: a socilal worker's
perspective." Information and Referral W®Winter 1979 1(3):
32-52. ‘ _ , (cicury -

This paper describes historical influences on I & R services
and their place in the human services delivery system. . It
also classifies the service providers (leocater of services,
enabler of services, creator of services), the clients
{information seekers, problem solvers, persons in crisis) and
the T & R centres {(information dispensing,. information and
direction, assessiment and referral, diagnosis and referral,
casevork and referral, intake, or rteferral). . :

Tu%SAgI, Diane C.; ZIMMERMAN, Shlrley, YONCE, Leslie J.3; LONG,

A Nicholas (1974) . Information and Referral Services:
Information-Giving and Referral. Hinneapolis, Minnesocta:s
Interstudy. Available from: Washington, D.C.: Administration
on Aging. -Office of Human Development. U.S. Dept. of
Health, Bducation, and ¥elfare January 1974 72 p. {FL3)

2 manual for the linkage service of an I & R centre.
Includes a 7=-page procedures flowchart.

I7.2 GENERAL - CANADA, ONTARID, TORONTO

Metro's _Suburbs in Transition. _Part I: Evolution and Qvervieus
A_Review of Trends in the Social Developmeni of Ney Suburban
Commupities in HMetropolitan Torontov. Toronte, Ontario:
Social Plamning Council of HMetropolitan Toronto April
1979 293 p. : . (FLS) -

This background report for urban planning is a description of
changing social trends and patterns of nesv suburban areas in
particular, .and of Metropolitan Toronto in general. 1In
addition to mention of information services for recent
immigrants, numerous tables and maps detall the population
and distribution of the unemployed, immigrants, sizes of
households, children, appartments, etc..

Hetro's_ Suburbs in Transition. _Part II: Planning Agenda for the
Eighties. Toronto, Ontario: Social Planning Council of
Metropolitan Toronto ‘September 1980 256 p. - {FLS)

This policy report mentions tb@ need for after-heurs and
¢risis services.

HEAD, Wilson A. {1971) Paztners in_Information: A Study of

Community Information Centres in Ontarlc. Toronto: Community
Developnent Branch. Community Services Division. Ontario
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Dept. . of the provincial Secretary and Citizenship. 1971 68
P= : ' (r'LS)

The organization and operation of fifteen information centres
vere studied by questionnaires sent to directors and board
members of the centres, and to service agencies, and by phone
intervievws vwith users. Inquiry report statistics were also
exanined. These four forms are appended,

MARTENS, Debra K. (1979) A_History of the Association of
Community Information Centres in Ontario. Rexdale, Ontario:
Association of Community Information Centres in Ontario
August 1979 40 p. _ : S {CcICHT)

Origins, issues and events of the 1969-1979 period are
covered.

STEWART, Galill; STARRS, Cathy (1971) Comnunity Information
_ Centres: A_Proposal for Canada in the 70's. Ottawvas:
Information Canada HMarch 1971 68 p. {FLS)

A guick analysis of British and Canadian I § R services, song
policy guestions, and future courses of action.

IT.3 STANDARDS

National Standards for Information and Referrg;_Services,
Alexandria, Virginia: United Way of America 1973 16 p. (FLS)

These standards are organized under: auspices under which the
service operates, program components (resource information,
service methods, service records), facilities, financing,
access to service, and staff. ‘

National Stapdards for Information and Referral Services. .
Phoenix, Arizona: Alliance of Information and Referral
Services, Inc. May 1978 16 p. ; (CICHT)

This publication covers the definition of ausplces, the
organization of services (auspices, staff, volunteers,
financing, facilities, access to service) and the programn
components {resource file, classification scheme, simple and
complex information, siuple and complex referral, follow-up,
advocacy, training, planning, publicity, data collection).

IT.4 EVALUATION




BELLAMY, Don (1968) A_-Study of Information and Referral
Services _for Metropolitan Toronto.  Toronto: Social Planning
Council of Hetropolitan Toronto August 1968 87 p. {FL3)

Examnining in particular the Central Information Service of
the SPC, and in general . all such services in the city, this
study collected data by interviewing CIS staff, interviewing
senior personnel of other T & R services, and by mailing
questionnaires to lawyers, physicians, directors of service
agencies, and members of governing committees of the S.P.C.
In addition, telephone ingquiries were sampled, the users
being asked questions, and feollow ap telephone calls were
made ‘a fou months 1atera

CHILDERS,. Thomas (1976) "Community referral services: impact
measuresa“ In: Kochen, HManfred; Donohue, Joseph C.,
eds. Information for the Compunity. Chicago: American
Library Association 1976 p. 183-199.. \ S {FLS)

General comments are made on evaluation, stressing useful
measurement ({i.e., impact and output in addition to input and
process measures) and several crwterla and measures are
,squestad for I &R services.

GANDY, John M.; TEPPER#MAN, Lorne {19712) . Service Delivery and.
Client Satisfaction in_a_ Public Neighbourhood Sexrvice
Centre. Bnpublished report 19712 21 p.(Private Collection)-

The authors {of the University of Toronto School of Social
Work and Sociology Dept. respectively) studied a centre
established by the Ontario Dept. of Labour .in a lov income
neighbourhood. They conducted follow-up interviews with 175
of its clients to determine attitutes toward the Service
received at the centre, the type of problem for which help
wvas reguested, the outcome of the service provided,. and the
present status of the problem. They also recorded occupation
level and language, constructed geographic mobility and
social isolation scales, and classified the methed of service
delivery (linkage, advocacy, direct). '

KOCHEN, Manfred (1976)  "What makes a citizen information systenm

used and useful."” In: Kochen, Manfred; Donchue, Joseph C.,
eds. Ianformation for the Communiity. . Chzcago' American
Library Association 1976 p. 149-170. . (FLS)

Used/valued (indicated by a user's acts of choice and use) is
distinguished from useful/valuable (indicated by the
prevention, solution or partial alleviation of the user’'s
problemns). Described are five system gqualities accounting
for its use: relevancy, significance, validity, clarity, and
novelty. Two levels of information networks in a commanity




are simply modelled == the peer-kin network and the
referential consultants.

LONG, Nicholas ({1975) Information & Referral Services: Research
Findings. Volume 1 of the final report of Inter Study's
Information and Referral Center Study. Washington, D.C.:
Administration on Aging. OFfice of Human Development.  U.S.
Dept. of Health, Education, and Welfare 1975 427 p. {plus

Appendix 1, 177 p.; Appendix 2, 149 p.)s ‘ (FLS)

L tvo=-year demonstration program by Inter Study with the
statewide Wisconsin Information Service was monitored with an
evaluation scheme based on both goal model {(hisrarchy of
objectives) and systeh nmodel (objectives stated as tasks,
including custodial and maintenance tasks). Effort,
performance, adequacy of performance, efficilency and process
(program attributes, recipients, conditions, and effects)
vere measured. The five main system functions were:
obtaining inputs (resource file, callers' needs, etc.),
encoding inputs (publicizing the centres, coordination with
the service providers and other I & R progranms, etc.),
maintaining system components {(training, evaluation, and
supervision of staff workers, etc.), decoding outputs
(reporting on services and needs to governmental planners),
and producing outputs [{accurate up-to-date referrals, follow
through services, etc.). Over a dozen report forms were
used, including a two-page user questionnaire.

II.5 RESQURCE FILES, DIRECTORIES

" Di. ectorv of Community: Serv1ces in_ Metrog,l&tan Toronto 1981

T i e B0 et L . et e 5 i e s

edition. Toronto: Community Information Centre of
Netropolitan Toronto 234 p. {FLS) -

The service agencies are organized into 12 broad subject
areas and 58 finer ones, and three indexes aid access.

KOSQWAN~-HINES, L. (1979) Directory of Community Services in
Hetropolitan Toronto: an Rvaluative Study. . Toronto:
Community Informatiocn Centre of Hefropolltan Toronto August
1979 33 p. (FL.S)

A questlonndir@ survey of the purchaserb of CICHT's 1979

LONG, Nicholas: REINER, Steven; ZTMM TRMAN, @hxrley {1973)
Information_and Referral Services: The Resource \
File. Washington, D.C.: Administration on Aging. Office of
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Human Development. U.S. Dept. of Health, Fducation, and
Welfare WMay 1973 115 p. : - (FLS)

This manual for creating and maintaining the resource file of
service agencies includes an overview of six taxononmies: the
"guestionnaire for Community Resources Survey” by Inter
Study, UWASIS I {(United Way of America Services ‘
Identification System), the "Agency Survey" by Inter Study,
SEARCH {Los Angeles), IRNA (Information and Referral Manual,
New York City), and NEXUS (Network Exchange of Human
Services, Philadelphia). 1A seven-page flowchart of the
developnent and updating activities is appended.

II.6 RESOURCE FILES = AHfOMATED

BPOOKS, Raej; BASTMAN, Dan (1975) “Dpifferent strokes: a response
to 'Linking consumers and services =-- classification or
chaos?! -- Frances Gilbert.” 1In: Proceedings of the.
Information_ & Referral Roundtable.. At the 102nd Annual Forum
National Conference on Social Welfare, San Francisco, May 11-
13 1975. Phoenix, Arizona: Alliance of Information and
Referral Services 1975 p. 97-107. . {CICHNT) -

This paper describes New York City's IRMA and compares 1t to
ICsIs. .

CQHFFMAN, Joy Garrlsop (1981) VYSEARCH: a link to services.™"
Informailon and- Beferral Spring-1981. 3{1): 89=105.. {(CICHNT)

A brmef overviewy of Los Angeles' online health services
oriented I & R system. Inquiries are classed as non-
emergency non-~urgent, non-emerdgency urgent, and emergency.
The data bank of human services is itself divided into non- .
energancy {organizations anﬁ individuals) and emergency
segments.

CARROLL, Johm M.3; TAGUE, Jean H. {1975) © "Community information
centers and the computer." In: Marshall, Eric; Pare, Marcel,
compilers Third Open Conference on  Information Science. -
Proceedings of the Third Anpual Canadian Association for
Information Science Conference, Hay 8-10 1975 Quebec
City. Ottawas CAIS p. 1-7. {FLS)"

Two online files of service agencies were created - one with
a fixed record format permlttlag Boolean searches on the
classification codes for services provided; the other with an
unstructured record format and browsable under two levels of
subject headings. 1 retrieval experiment with test questions




was- carried out on these two files and a manual Ffile-
(telephone directory).

DEAHL, Thomas {1976) "The MNodel Cities Comnunity Information
Center: +the Philadelphia experiment in automating an .

information and referral program." In: Kochen, Hanfred;
Donohue, Joseph C., eods. Information for the Community.
Chicago: American Library Association 1976 '11ﬁ=132a(FLS)

Reasons for the lack of staff use of the online resource.file
are presented.

DEAHL, Thomas T. (1975) ‘"Vocabulary control in an automated I &
R directory system." In: Proceedings of the Information §
Referral Roundtable. At the 7102nd Annual Forum National
Conference on Social Welfare, San Francisco, May 11-13
1975. . Phoenix, Arizona: Alliance of Information and :
Referral Services 1975 p. 83-96. . : (CICHT)

The author describes the disadvantages of ICSIS and similar .
systems. Follows the GILBERT paper. - /

GILBERT, Francis B. (1975) ¥Linking community consumers and
services -~ classification or chaos." In: Proceedings of the
Information & Referral Roundiable.. At the 102nd Annunal Forum
National Conference on Social Welfare, San Francisco, May 11=
13 1975. Phoenix, Arizona: Alliance of Information and
Referral Services 1975 p. 72-82. {CICHT)

This paper describes the automated resource file of Hampton
Roads, Virginia ~-=- ICSIS {Information Center's Services
Identification Scheme) which is based on the UWASIS scheme
and thus service, not problem, oriented.

LIGHT, Jane Itby; YAHAHOTO, Carol (1981) '"An online information
and referral file: Penisnsula Library System's Community
Information Program.” RQ Winter 1981 21(2): T46-155, (FLS) -

Description of a file using Stanford Unlver31ty’s rettlmval
system SPIRES for public online access at public libraries
{patron is given a printed copy of the research rTesult), for
specialized large printouts or inventories or mailing labels
at the regquest of service agencies, and for a printed
directory. Five print format examples are appended.

WERSHON, Lorretta K. (1980} A model automated resource file
for an information and referral center." Special Libraries
August 1980 71(8): 335-344. _ _ _ (FLS) -

Mershon describes a demonstration file consisting of 25
raecords in MARC-type format. ¥ach record corresponds to a




- 92 -

service agency and contains up.to 21 items of information.
Six reference tools are generated: a master list of full
entries, three indexes (keywords im the agency nawmnes, subiject
headings based on the UWASIS thesaurus, hierarchical
arrangement of subjects in the thesaurus), and 2 other
reports {(a listing of departmental agencies under their
parent administrative agenciles, and a chronclogical list of
agency records updated) . :

SLATER, Cynthia (1981) "Automated information and referral at

Pikes Peak Library." RQ Winter 1981 21(2): 140=-143. (FLS)

A brief description of four files: CALL (social service

‘agencies), CLUBS {(clubs, associations and other social

groups) , COURSES {adult educational and recreational
conrsas), and CALBENDAR (cultural events).

TAGUE, Jeani; CARROLL, John; WATTERS, Carolynj; SHEPHERD, Hichael

(1976) Computer Utilization in a-Community Information-
Center  Ottava: Canadian Dept. of Communications . March
1976 80 pa (FLS)

The CACTIS (Computer Assistant for .a Community Telephone
Information Service) system of Information London is
described in detail. '
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III TELETEXT AND VIDEOTEX SYSTEMS
ITI.1 GENERAL

BORRELL, Jerry {1981) M"An overviey of computer graphics
technology and applications." In: 5th Intermaticpal Online
Information Meeting, London, December 8-10, 1981. Oxford:
Learned Information 1981 p. 223=-232.. (FLS)

"The integration of information technologies -- data
processing, communications, display, and ergonomnics. =- are
examined in 1light of recent developments in computer
graphics. A review of technical improvements of the past two
years is given, followed by a discussion of the applications
of computer graphics and future developmnents." - (p. 223)

CLARKE, K.B.; CHILDS, G.H.L. (1981)  "The future of videotex."
Electronic Publishing Review March 1981 (1) : 1#3-51, {FLS) -

Unhis paper describes the likely trends in videotex systens
with particunlar reference to the U.K. Prestel service. The
paper starts with a summary of the display technologies that
have emerged so far. These are alpha-mosaic serial, alpha-
mosaic parallel and alpha=-geometric. . It then describes thrae
technologies vhich are regarded as being particularly
important. These are Dynamically Redefinable Character Sets
{DRCS) , PREXTEND {non-spacing serial attributes) and
photographic technigues. Other likely developments not
relating to display technology such as telesoftwvare, data
encryption, and database distribution are also discussed.
Considerable importance is placed on the likely impact of
developments in the telephone mnetwork that is nsed for the
conveyance of videotex information and the proposed
integrated services digital networks are seen as having
particular importance because of their provision of high
speed data transmission. . A note on the latest state of the
debate in the international standardisation bodies is also
included.” (p. 43)

Gutenberg Two: The New Electronics and Social. Change. . 2nd
ed.  (1980) Toronto: Press Porcepic Ltd. . 1980 - 224 p.  (FLS)

Chapter 1 asks what it will be like to live within Gutenberg
Two? Chapter 2 provides a guide to the major terms and
concepts underlying the technologies which will combine to
form Gutenberg Two. <Chapter 3 looks at ways of reshaping the
development of these technologies to provide maximumn
participation in information—-creation as well as maximum




access to information. Chapter I examines the exi s?lng
media, thelr current impact, their relative profitability and
pover and their vulnerability to the nev technoloegies.
Chapter 5 examines television and the societal implications
of the technological innovations. Chapter 6 deals with the
mechanization of education. Chapter 7 provides a guide to
home-computers and discusses the resulting demystification of
the technology for the citizen. Chapter 8 contains a
glossary of terns.

Ingide Videotex: The Tuture...Now: Proceedings {(of) a seminar

held March 13-14, 1980, . Edited by Richard Larratt. . Toronto:

Infomart 1980 121 p. {FLS)

A collection of papers given by an international group of:
experts on the 1980 state of the art. - Several papers have
been individually annotated in this bibliography.

MONEY, Steve A. {1979 Teletext and Viewdata. London:
Butterworth &.coa 1979 151 p. . . {FLS)

"Fxplains in simple terms, the principles of operation of the
teletext and viewdata systems and describes the various
electronic techniques employed to decode the data signs and
to produce a display of text on the telsvision screen.”

(LISA May/June 1980, p. 182)

RAITT, David (719817) - "What's in a name.® Blectronic Publis
Revie¥W. MNarch 1981 . 1(1): 16-20.

The author has classified many teletext and videotext systems
by their transmisslon medium and presents a table of
information on applications in several countries.

SIGEL, Bfrem et. al. (1980) -Videotéext: The Coming Revolution in
Home/0ffice Information Retrieval.. White Plains, N.V.:

Knowledge Industry Publications, Inc. 1980 - 154 p. (FLS) -

A general overview treatment of the topic looking at the .
technology of teletext and videotext, the British, U.S. and

other countries applications. Appendix A lists organizations

involved with videotext and Appendlx B lists Prestel
Information Providers.

STOKES, A.V. (1980) yviewdata: a Public Information System. - 2nd
ed. Ashford, Middlesex: Langton Information Systems 1980
133 pa N | (FLS)

"The UK Post Office viewdata system -- Prestel =- will have
an impact on both corporate information systems and on the
daily life of DK citizens, This book covers every aspect of.
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the system. It traces the development of viewdata from its
conception to the present day. It relates it to the
broadcast systemns such as Ceefax and Oracle. O0Of particular
importance is the way in which the book defines the various
aspects of viewdata in conmparison with on-line systems, batch
systems, hardcopy publications and dedicated networks between
organizations. Practical details abound -- costs, detailed
problens of the Information Provider, conversion of existinag
databases and how to set up a viewdata system. . The book also
examines the implications of viewdata for the future -~ -its
links to other devices from word processors to Telex and its
effect on data processing concepts.™m

VIEWDATA *80 (1980) Viewdata and Videotext, 1980-81: a
Worldwide Report. White Plains, N.Y.: Knowledge Industry
Publications, Inc. 1980 623 p.. - {FLS)

This publication is a basic resource. Many of the articles
are annotated individually in various sections of the
bibliography. . The book contains status reports on
videotex/viewdata developments in Canada, Trance, U.Ka.,

U.S. 7., Japan, Burop=san and Nordic countries.  Also included
are sections on the following topics: viewdata and electronic
administration, design and evaluation of videotex/vieudata
services, marketing projections, advertising, standards,
@lectronic publishing and private viewdata systens.

TOOLFE, Roger - (1980) Vvideotex: the new Television-Televhone
Information Services. London: Heyden and Son Ltd. . 1980 170

1B _ . (FLS)

The book...is divided into three main sections. Part T

" consists of a brief description of what videotex is all
about, how it vworks and the likely response in the
marketplace to this new technology. Part II provides a
conplete description of Britain?'s Prestel system, the world's
first large scale, pablicly availlable videotex service.  Part
IIT focuses nore broadly on worldwide videotex developments
and summarizes varions trials and services plann=d or
presently underway in various countries around the world.,

The book concludes with a brief assessment of what the future

holds for videotex." (taken from a Review by Gerry Mesk in
Canadian Library Journal February 1982 39{2): i45-U46.)

ITI.1TT GENERAL - TELIDON

BOWN, H.G. et. al. (1980) "Telidon technology development in
Canada."™ In: Viewdata '80.. Viewdata and Videotext, 1980~




81:_ a_¥Worldwide Report. UWhite Plains, N.Y.: Knowledge :
Industry Publications, Inc.. 1980  p. 547-=558, . {FLS)

Summarizes current developments in display technologies and
coding schemes and notes limitations. Table 3 1ists Telidon
development activities and Table 4 lists some of the
organizations involved in that development.

FORGIE, Donald (1981) “Vvideotex research and development: the

Canadian context and contribution." Canadian Journal of-

Information Science ‘June 1981 6: 25-34. (FLS) -

The author clarifies the misconception of Telidon being a
piece of hardware discussing the software nature of Telidon.
From this base he outlines the major research and development
questions to be addressed, and provides a diagrammatic model
of General-Purpose Database Networks, Suitching and ?tandards
Research.

GORDON, sheldon {1981) "The hyping of Telidon." Business Life.

November 1981 p. .28, 30-34. A (FLS)

“Gordon examines whether this -Canadlan success story! is
merely a public relations myth. . "§ill consumers derive
enough advantage from the system at costs they are willing to
bear? %Will businesses prefer videotext to other kinds of
computerized data retrieval services already available? Even
if videotext does achieve mass appeal within the next decade,
Telidon and its backers seen more likely to capture the
limited Canadian market rather than establish a dominant
position in the big United States market.' Gordon takes a.
realistic look at the market, the cost to consumers, the
actual demand and the competitors of Telidon.” {Library
Science UPDATE no. 71, Februwary 1982, p..10-11)

PARKHILLg Dauglaq F. {1980)  "An overview of the Canadian

sScane. In: Viewdata '80. " Viewdata_ and Videotext, 1980-81:
a_Horlduide Report. White Plains, N.Y.: Knowledge Industry
Publications, Inc. - 1980 p. 559~-571.. : (FLS)

Gives the background of the Canadian setting and the
development of Telidon and a summary of the field trials of
February 1980 in Chart A. A lengthy section on Canadian
policies in the institutional and reqgulatory areas is also
included.

PHILLIPS, Dorothy {1980) "A review of Telidon deveiopment."

Online Review June 1980 u{2): 169-171.




"pescribes the technical characteristics of Telidon, a
second~generation videotex system developed in Canada and
announced in August 1978, and discusses what has occurred
since that time in planning field trials, developing
information services, and in planning a coordinated
developnent for Canada of this new technology." (p. 169)

Telidon_and its Applications: Proceedings of a ;
Seminar. (1981) Edited by Fernande Faulkner and HMichael

Gurnstein. . Ottawa: Socloscope Publications 1981 150 p. (Not
Sean) - ' .

The Telidon Book. (1981) ©Edited by David Godfrey and Ernest

This item concentrates on market place level of activity of
Telidon. The articles demonstrate hovw small entrepraneurs
and public-sector groups can take advantage of the
technology. Each chapter focuses on specific aspects of
Telidon such as: hardware, graphics, making, sending and
storing pages, linking databases, implementing the terminal
and buying hardwvare and software. Practical approach.. Up to
date information on field trials. Individual articles are
annotated elsevhere in this bibliographya '

III.2 EVALUATION - GENERAL

AHLHAUSER, John William (1978) Teletext == the Electronic:
Newspaper: Four British Systems -and U.S. Editor!s Assessment
of Implications. Ph.D. Thesis, Indiana University 1978 232
P- {Not S=en)

BIRD, Zmma {1981) <The Future_ of PRESTEL = Through the Gateway.
Slough, Berkshire: Urwick Nexos Limited 1981 23 p. (FL3)

"This paper exanmines the achievements of Prestel and argues
that there is an urgent need for British Teleconm to
reappraise Prestel in order to identify its most profitable
markets and to develop a product and service strategy to keep
ahead of the competitors. Business interests are more in
videotex as a storage facility rather than a disseminating
one," {(p. 1) The anthor examines Prestel’'s strengths and
weaknesses in terms of information provided, the basis of
assessment, colour and graphlics, two-way communications,
cost, power, frequency of update, size of information base,
search method, database preparation, standardization, and
case of use. She outlines new marketing strategies using

Chang. Toronte: Press Porcepic Ltd. . 1981 300 p. . - {FLS) -




Prestel as an in-house videotext system and providing 3rd
party database access.

BOLTON, ¥illiam Theodore Jr. ({1981) ZThe Perception_and
Potential Adoption of Channel 2000z Implications for
Diffusion Theory and Videotex Technology. Ph.D. Thesis, Ohio
State University 1981 293 p. ~ {Not Seen)

CAREY, John (1981). "Selling teletext to Archie Bunker.”" In:
Telscommunications and Productivitiy.  Based on the
International Conference Sponsored by the Center for Science
and Technology Policy, New York University, -January 29-30,
1980. REdited by Mitchell L. Moss.  Reading, Mass.: Addison-
Wesley Publishing Company, Advanced Book Program 19871 p.
245254 ' ‘ {(Robarts)

PThe author discusses some of the barriers to use of telatex
services. He conpares teletex to the established mass media
and explores hov some. of the barriers might be overcone.

CURRY, J.P. {1981) "rinancial realities for videotex
publishers.® In: Videotex !81. Northwood Hills, Hiddlesex:
Online Conferences Inc. 1981 p. 443-448. . {FLS)

Although the author is operating on the assunption of making
a profit, his costing methodology shows categories for fixed
and variable costs which are useful for analysis.

GATES, M.Y¥.; HASLIN, J.HM. (1979) "Evaluating reactions tn the
use of Prestel viewdata for information dissemination and

progranmed learning." 1In: 3rd International Online
Information Meetinag, London, 4-6 December 1979. Oxfoxd:
Learned Information 1979 p. 317-~327. (FLS)

"Tyo studies are described. The first is an evaluation of
managers! reactions to the use of Prestel for disseminating
information from research and technical reports. - The second
is an evaluation of students!' reactions to programmed
learning by means of Prestel. In both cases favourable
reactions were obtained." (p. 317) A specilal feature of the
evaluation was that, before being asked to assess the systen, -
each manager interviewed was given 1 1/2 to 2 hours practical
experience with Prestel, using information 1likely to be
relevant to his dob. : ,

HEYS, Fred (1981) "pPrivate videotex systems and access via
public services.” Tn: 5th_International Oaline Information
Meeting, London, December 8-10, 1981. Oxford: Learned
Information 1981 p..199=210. ' {FLS)
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"While the initial concept of videotex was that of a hone
information retrieval service, in practice videsotex services
are of much interest to business users. Private videotex
systems are being introduced to coanplement public services.
They may be inplemented in several different ways = on
dedicated computers accessed via the public telephone or data
netyorks, or via .a gateway facility on a public service. . The
paper examnines the pros and cons of these approaches, and in
particular their relative costs.™ ({p. 199) .

HUGHES, W.J. {1981) "“Database planning for videotex." 1In:

Videotex !'81. VWorthwood Hills, #Middlesex: Online Conference
Ltd. 1981 p. 417=-425, {FLS)

“"The basic principles of planning a public database for an
international videotex service are discussed, and the
advantages and disadvantages proposed. . Additionally, the
basic planning of the Prestel International database is
outlined, and the rationale of 1ts development explained."
{(p- 417)

JOHANSEN, Robert (1980) "The common sense of trying out .
v1d@otex." In: Viewdata '80. Yiewdata and _Videotexit, 1380~ .

81:_a Horldwide Report. White Plains, N.Y.: Knowledge
Industry Publications, Inc. . 1980 p. .461=-4466, {FL.3)

The author's appreoach to evaluating videotext is to try it
out to get practical results to help in deciding on futurse
use. He discusses the following aspects of trials of
videotext: 1. be specific about what you are testing; 2. nake
sure vhen the test is over, you will knov what happened ~
collect data by usage statistics on the system, user
reactions through guestionnaires, interviews or other social
science methods, observation and interpretation; 3.
distinguish between first use and future uses: 4. put a
premium on exploring styles of information presentation and
interaction; 5. make the incentives during the test as
similar as possible to a real-world, full-scale service: 6. .
consider pricing options and policies very carefully; 7. be
vary of field testing in a vacuum; 8. do not assume that
technalogy will be available at the price you expect; 9. keep
your pronises realistic, and keep your promises.

JONES,'Mary Gardiner (1981) "Consimer information data bases:

how can they best be developed?" In: Telecommunications_and
Productivity. Based on the International Conference
sponsored by the Center for Science and Technology Policy,
New York University, January 29-30, -1980. . Edited by Hitchell
L. Moss. Garden City, N.Y.: Addison=Wesley Publishing
Company, Inc., Advanced Book Program 1981 p. 262-270.
{(Robarts) - , ,
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¥This paper looks at the new telecommunications technologies
from the point of view of the various types of data bases
available today, their applicability to consumers! needs, and
the major public policy guestions which need to be answered
1f wve are to ensure: the successful application of new
communications technologies to those needs." (p. 263)

LANE, M.; WINSBURY, R. {1978) "vVieydata -- everyman's
database?" In: 2nd_International Online Information
Meeting, London 5-7 December 1978. . Oxford: Learned
Information 1978 p. 211-218. - {FLS)

"By virtue of being delivered over the public telephone
network to the domestic T.V. receiver, vievwvdata (nov renamed
Prestel) is said to have a simplicity that will bring-
computer power to the millions. But its simplicity can be
~deceptive. Routing the user to the required informationg
presentation of the information im an intelligible fashion;
and pricing of the information are all complex matters, in
vhich simplicity is achieved if at all, after much effort and
calculation., Routing structures; pricing policies; and
information structures are therefore discussed. As part of
this discussion, some of the particular characteristics of
vievdata are reviewed, e.g. .its use of 7 colours; its
interactive features; creating a "database of databases'; the
tcommon carrier! role of the Post O0ffice; and viewdata as an
advertising medium. Tastly, and as a context rather than as
a full discussion, some thoughts are given about the likely
audience for viewdata =- business or residential.” (p., 211)

LOGUE, T.Jd. . {1979)  "PTeletexts: tovards an information
utility." Journal of Communication Autunn '79 29 (4): 58-
65, . , ’ {Ngt Seen)

"Teletext systems are described and their potential for
supplying information is discussed. Particular attention is
paid to the CEEFAX and ORACLE systems in UK, showing how much
information is available and how guickly. The concept of an
information utility, which would be egqgually available to all
areas of soclety, is explored. The costs to the user of
teletext systems are shown., The effects of introducing both
teletext and viewvdata systens over the long term are
considered. " (LISA September/October 1981, p. 363)

STEWART, T. (1980) - "Human factors in videotex." In: U4th
International Online Information Meeting, London, December
1980. oOxford: Learned Information 1980 p. 87-95. {FLS)

Videotex systems nust be easy to use if they are to appeal to
the mass market necessary to make them economically viable.
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The author reviews the research findings which are relevant
to the design of videotex equipment and services. The main
topic areas discussed are: keypad and keyboard design; TV as
a data display with a chart of current page dimensions on a
variety of systems; merpu searching and alternative methods of
searching the database {(keywords, printed directory and
alphabetical index); the design of page content and making
the dialogue nore - frleﬂaly.

STEWART, T. (1980) "Prestel =-- how usable is it?" In: Human

Aspects of Telecommunications: Individual and Social
Consequences. New York: Springer=Verleg 1980 p. 107-117.
{Not Seen) ' o

SUTHERLAND, Stuart' {1980) Prestel and the User = a Survey_ of

Psychological and Trgonomic-Research. Brighton: University
of Sussex, Centre for Research on Perception and Cognition
1980 134 p. . (F1.5)

A Report commissioned by the Central Office of Information,
U.K., May 1980. "The report draws on many unpublished
investigations most but not all of which have been undertaken
or commissioned by the Post 0ffice; it also makes use wvhere
appropriate, of the findings and principles established by.
nor e qeneral research in -experimental psychology and
ergonomicsa. The report is not directly concerned with the
hardware of the system” and is limited to possible
improvement within the linits of existing hardvare. The
report focuses on what is currently wrong with the systen.
Areas discussed: clarity, and legibility of Prestel display,
factors affecting convenience, comfort and health, page
format, the routing structures, other methods of access
information, problems raised by having many information
providers, pricing policy and uses of Prestel. It concludes
with a series of recommendations for.1. future research; 2.
hardware; 3. software; 4. preparing material for Prestel -and
5. advice to ussrs. :

THOMAS, Hilary B.j; PYE, Roger (1980) : "Methods of designing and

evaluating videotex." In: Viewdata '80. Viewdata and

Videotext, 1980~81: a Horldwide Report. . White Plains, HN.Y.:
Knowledge Industry Publications, Inc. . 1980 .p. 203~216. {FL3)

Details the methodologies developad by Communications Study
and Planning Group (UR) for assessing commercial viability of
communications systems. The authors provide checklists for
designing, adninistering, and assessing field trials of
teleconmunications systems under the following. topics: goal &
objectives, research technigues and analysis of findings
using the LOGIT type of disaggregate choice model to
determine market segments.
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Videotex: Issues and Qpportunities for the Furopean Community. .
{1979) TlLondon: P.A. Computers and Teleccmmunications on
behalf of the Commission of the European
Communities 1979 47 p.

"summaries of research reports on videotex sponsored by the
Commission. ..are provided." (LISA Abstract)

Videotex _in_ Furope: Conference Proceedings,_ luxembourg 19-20_ July
1879. @®Edited by Carlo Vernimb and William
Skyvington. Oxford: Learned Information 1980 287 p.  {(Not
Seen)

"proceedings of the conference, organised by the Commission
of the Furopean Comnunities, and largely based on the work of
a nunber of consulting firms asked by the Commission to carry
out studies. of various specific aspects of videotex. The
consultants?! 6 study reports are presented in combination
with a transcript of all other proceedings." (LISA May/June .
1981, p. 207) : :

Viewdata in_Action: a Comparative Studyv of Prestel. . {1981 .
Edited by Rex Winsbury.. London: McGraw=Hill Book Company
(UK) Ltd. 1981 237 p. ‘ - (FLS)

The editor claims that this book has been written about
Prestel as a videotex case study of wvhat happens when you.
decide to set up a viewdata system "...vhat problemns you

- encounter, vhat questions you face, what skills you have to
"learn, what costs you have to incur, what failures you may
anticipate, where lie the best chances of success, what
effect it may have on existing business {e.g. publishing,
postal services), what technical and ponlitical cholces you
face.ss" {p. -3) The -author discusses Prestel in terms of 5
themes, namely: coalition betwveen telecommunications
networks, television eguipment manufacturers and suppliers
and the publishing industry; the philosophy of the common
“carrier, the impact of videotex on the printed word and
particularily the press; the material suitable for videotex;
and £ifthly, the commercial thens about costs, revenues and
markets. . Two items are of particular interest. Part 103
Prestel and the consumer by St. John Sandringham and part 11:
GKN: an experiment that failled by Marvyn Grubb.

WOOLFE, Roger {1980) "The emerging markets for videotex." 1Ins.
viewdata '80. Viewdata and Videotext, 1980-81: a Worldwide-
Report. White Plains, N.Y.: Knowledge Industry Publications,
Inc. 1980 p. 217-2317. (FL.3)

"Piedictiﬁg the nature and size of the emerging videotex
narkets is of key importance, yet there is still little harad
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evidence from real people spending real money over a period
of time to g0 on. . Despite the background of uncertainty,
there is an obvious need to predict as: clearly as possible by
analysis the likely short and long term response to videotext
of the marketplace. Initially the market will be supplier-
led, so an examination of the factors motivating service
suppliers is a useful start. And the results from a variety
of tests with residential and business users are now
sufficient to provide an early indication of the way the
markets are likely to develop. Although predictions cannot
be reliable at this relatively early stage, they can
nonetheless form a useful guideline." (p- 217)

ITT.2T EVALUATION =~ GENERAL - TELIDON

BOWERS, Peter G.3; CIONI, Maria (1980) *Telidon and education in

Canada." 7In: Viewdata '80. Viewdata and Videotext, 1980-81:
a_Horldyide Report. VWhite Plains, N.Y.: Knowledge Industry

Publications, Inc. 1980 p. 7-17.. (FLS) -

“"As an educational broadcaster, The OECA is using its
broadcast network (TV Ontarjo) to test different carriagse
nodes of Telidon. OECA is the only agency. to develop both
“interactive and broadcast modes in an xntegrated vayY-
Participation in a variety of field trials is discussed and
objectives described... . The potential of Telidon for
educational uses is explorad and examples of possible
services discussed." (p. 7) ‘Using questionnaires OECA hopes
to evaluate the following: acceptable waiting time for
various delivery modes; educational effectiveness of material
offered; impact on television viewing-and the educational
experience; relevance of the content; organization of the
content; types of information preferred on various delivery
modes; technological efficiencies of various delivery modes;
reliability of systems; impact on institutional processes; -
sociological impacts; and special applications such as
captioning for the deaf.

BOUN, H.G. ot. ala. {1980) "Telidon videotex and user-relaied

issues." In: Behavioral Research on Telidon T. Ottawa:
Department of Communications 1980 p. 9=-25. . - {FPLYS)

Discusses the problens of image descriptions in British and
Trench systems and detalls PTelidon's method. . Reviews the

user-related/human factors issues of requirements for visual.
display of information and the lnteractﬂon protocol/softuare
interface for retrleval.
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BOWN, H.G.j; SAWCHUK, W. (19817 Telidon =-a Review. Ottawas
Department of Communications 1981. {Not Seen)

PHILLIPS, Dorothy A. (19287) "User'response to Telidon.™ In:

e e e S e v . Y T et o s A e e A 1 S e P i e Sl e i s S i S s S v i s S S . e o S o e

Decemnber 8-10, 1981. Oxford: Learned Information 1981 p.
469~474, : {FLS)

"studies of user response to videotex may be aimed at two
broad questions: 'How will the user respond to various design
features of videotex?? and 'What will be the bshavioural and
social consequences of videotex?' Studies of the response to
design of various aspects of Telidon have been conducted in
the laboratories of the Department of Communications in
Ottawa. A review is presented of experiments regarding user
response to tree indexes on Telidon, to reading from a
Telidon screen, and to graphics on Telidon. - Studies of the
second question, the consequences of videotex, will be
conducted during the Telidon field trials novw beginning in
Canada. A discussion of some of the expected issues for
study is presented." (p. 469) :

MAUERHOFF, G. (1981) '"patabase applications for videotex.”™ 1In:
Videotex '81. Northvood Hills, Middlesex: Online Conferences
Ltd.: 1981 p. 411-416. (FLS) -

"Alert publishers realize that theilr print products are
databases to be exploited through videotex. They are in the
best position to capitalize on this opportunity because of
their understanding of the information market. In industries
such as agribusiness, travel, tourism, oil and energy,
conditions are ideal for videotex publishing to make
available a variety of data and information types.
Implementing and maintaining a videotex database for one of
these industries, namely the oil sector, is considered on a
step-by-step basis.?" (p. 411)

SERATINTI, Shirley; ANDRIEU, Michel (1980) The Information
Revolution_and its Implications for Canada. Ottawas
Department of Communications 1980. {(FLS~Not Seen)

WILSON, ILarry G. (1980) *“vVista: Leading to the successful
implenentation of videotex in Canada." In: Viewdata '80.
Viewdata and Videotext, 1980~-81: a Worldwide Report. White
Plains, V.Y.: Knowledge Industry Publications, Inc. 1980 p.
573-582. - {FLS)

"The purpose of this paper is to describe sone of the process
involved in designing effective field trials for videotext
services" based upon Bell Canada's experiences. - Bell used
Prestel-1like system in 1979 £ield trials then Telidon for
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1981 trials. Objectives of the trials are listed and
discussed. :

ITI.3 EVALUATION - VISUAL DISPLAY

CARTIER, Hichel (1981) "Information production.”™ In: The

Telidon Book. Edited by David Godfrey and Ernest Chang. .
Toronto: Press Porcepic Ltd. 19871 p. :131-141. (FLS)

Describes the process of "mediactics® an "electronic:
publishing technique involving preparation of information
displays on a screen for subseguent transmission to one. or
more receivers." (p. 131) This process involves three
stages: design, production, and management. .

CTONI, Maria; PROSH, Linda; McKAGUE, Anne; WILSON, Jo; SYRETT,

John H. {1981) "Making pag=es at OBCA." In: ©Che Telidon
Book. Tdited by David Godfrey and Ernest Chang. Toronto:

Press Porcepic Ltd. 1981 p. 142-150.. . {FLS)

This article describes the various factors of design,
production and management and the method of page creation
under real production conditions at OECAa.

CLARKE, K.B. {1980) 9¥hat kind of picture for videotex? A

discussion on the future of videotex terminals and display
technology."™ 1In: Viewdata '80. Yiewdata and Videotext,
1980-812 a_¥Worldwide Report. white Plains, N.Y.: Knouledge
Industry Publications, Inc. . 1980 p. B83-92. . ' {FLS)

"The paper discusses the enhancements to UK Prestel reguested
by information providers, and concludes that improvements in
display technology, although important, are not those
required most urgently. The major display facility
unavailable at present is the ability to display coloured
pictures of the photographic type. This would be valued by
electronic publishers in general and by advertisers in
particular. Work carried out at the Post 0ffice Research
Centre indicates that such facilities are likely to be
economic in a few years time and should form the basis of
'second generation' videotex." (p. 183)

EHLERS, H.J. (1981) "Legibility aspects of coded online

information.”™ In: 5th Intermnational Online Informatica
Meeting, London, December 8-10, 1981. Oxford: Learned

Information 1981 p. 455-467. long bibliography. {FLS)

"Online services provide highly -structured material, like
bibliographic information, but normally no specifications for
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typographical layout. The increasing use of textual
databases makes it necessary to include some generalized
codes into the text. These flags are needed to assist the
output device in presenting the material ‘in the best possible
way according to the accepted rules of legibility research.
This coding should be suitable for different types of display
egquipment, Modern legibility research covering typography,
layout, colour usage and better knowledge of reading is
beginning to supply the tools which help to make it clear
that text is more than strings of characters suitable for
visual perception in a given sequence.”

FOLEY, Bob {1979) . "Teletext display design." Canadian_dJour
of Information Science. HMay 1979 431 60-67. - {F

"Conventional typographic and display research cannot be
applied to the unigue problems of teletext systems. This
paper outlines some of the shortcomings of present research
and suggests directions for future research." (p. .60)

REYNOLDS, Linda (1979) “Typographical and design considerations
with viewdata." In: 3rd International Online Information
Meeting, London, 4-6 December 1979. Oxford: Learned
Information 1979 p. 289=300. - . : {FLS)Y -

“"The visual characteristics of vievdata systems are outlined
and discussed in terms of their implications for the
legibility and readability of displayed information. The
restricted character set and fixed character positions inpose
severe constraints on the information designer, but these
disadvantages are compensated for to some extent by the.
availability of seven colours. Ways of presenting different
kinds of information are discussed, taking into account the
limited possibilities for . typographic variation and the need
to rely heavily on the judicious use of space and colour to
indicate the structure of the information." {(p. 289)

ITI.3T FEVALUATION - VISUAL DISPLAY -~ TELIDON

MCLAREN, I. (1980)  "a comparison of the graphic guality of
Prestel, Antiope and Telidon." Information Design Journal
1{(3): 154-158, , {Not Seen)

"As viewdata systems expand rapidly to neet the estimated
huge market demand coming into view, the graphics quality,
legibility and display starndards that they offer also cone
under increasingly critical scrutiny.  The author reports on
an important study carried out for the EEC Commission,
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focusing on this aspect of the videotex story.” (Jgggggg;gﬁ
Abstracts 13(1) 1981, p. 49)

MILLS, MICHAEBL TI. (1981) A_Stndy of the Human Response 1o
Pictorlial Representations on Telidon. (Telidon Behavioural
Research 3) Ottawa: Department of Communications 1981. 150
Pe : (FLS)

"The goals of this report are (1) to review current research
in the areas of human cognition and perception on how people
understand and use visnal images; and {2) to exanine the
implications of this work for the role of pictures and:
graphics on Telidon." {p. ii) Chapter I deals with the
relationship between text and pictures for conveying
information. Chapter II looks at perception of line~drawings
and caricatures and trade-offs which can exploit Telidon's
graphic capabilities. "Chapter IIT examines the use of
simple graphic imagery to communicate complex ideas" and
suggests that dynamic graphic schema that showAtransformaticn
may impart more information. (p. iii) Appendix A - An
Introduction to the Psychology of Picture Perception by Adanm
Gopanik, pages 131-144.

TREURNIET, W.C. {1981) Display of Text on_ Television. CRC
Technical Note: no. 705-E. Ottawva: Comnunications Research
Centre, Department of Communications May 1981 43 p.

"3 videotex service is a mneans whereby the general public
will be able to access various kinds of lnformatloa from
central data bases. Textual and graphical information will
be displayed on television receivers much like. those
currently used in people's homes. Technical and graphic
design problems related to the display of such information on
a colour television are addressed in this report. The reults
of several studies concerned with the display of text are
described and the relative merits of Red-Green-Blue versus
composite video input are discussed.” (p. 1)

ITT.4 EVALUATION - INDEXING

BALL, A.J.S. ({1981) “videotex: chimera or dream machine."
Capadian Library Jouwrnal February 1981 . 38(1: 11-15. (FLS) .

Provides a detailled discussion of the indexing used in the
folloving 3 systems: Prestel, Telidon and Teletel/STAR.
Points out that post-coordinate capabilities will necessitate
the redesign of all 3 systens. .
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Health
and-Social_ Services Journal November 14, 1980 90(4719): _
1Tm70-1471. {Not S=en)

o

"In late 1980, the UK Department of Health and Social
Security (DHSS) .obtained 1,000 frames on Prestel. Recent
British Library projects on community and health information:
provision indicate that careful planning and coordination of
information provision, updating terminals on the prenises of
information providers, and training of staff in writing and
editing for Prestel are all essential. TIndexing has been
complicated == 1 of -the projects was hoping to tackle some of
the problems of the 1udex1nq tree and routing of pages for
cross references. Prestel is expensive and the majority of
sets are or commercial premises; DASS information wounld be
aimed at the man in the street. The National Consumer
Council urges the industry to make it 'as natural and cheap
for consumers to use Prestel as to read a neyspapsr or iuse
radio or TV, (LISA May/June 1981, p. 208)

FRANKHUIZEN, J.L.3 VRINS, T.G.H. ({1980) MHuman factors studies

with viewdata.™ In: Proceedings of the Ninth International
Symposium_on Human Tactors in Telecommunications, Rad Bank,

New- Jersev, Seps._ 29 = Oct. 3:-1980. p. 1-7.

"Pyo laboratory experiments were carried out to investigate a .

method for searching information systematically, using an
information search tree. In the first experiment subijects
had to ansver gquestions using the British viewdata systen.
The main result was that information could not be found
easily. - Most errors were made in selecting the information
provider out of the index page of information providers. . The

error correcting possibilities for the user were too limited.

some design principles for an information search tree are
mentioned. In the second experiment a method has been
studied for testing viewdata search trees. The subject's
task was to find the right search path for many questions.
The number of wrong decisions on each information category
have led to recommendations for improving the Dutch search
tree. In future studies in which a specially developed
viewdata experimental system will be used, the investigation
of man-machine dialogues and information structures will be
emphasized." (Ergonomics Abstracts 13(1) 1981) -

HARDY, - C. Rowena {1978} A_Situdyv_of -the Fea51b111ty of Acc9551nq;

Information on Prestel by Numeric: Representations of
Keywords. Loughborough: Laughbcrough University of

Technology 1978 8i# p.

"(MSc thesis) Tolloving a general description of viewdata and
teletext systems, investigates the possibility of using .
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numeric representation of keyvords to access information on
Prestel. Discusses theorstical considerations and presents
results of practical tests on the numerical keying of subject
words. Test results are analysed.” (LISA July/Aug 780, p.
281

HITCHCOCK, Peter (1981) ™"Introduction to Chapter 8: Storing
pages.™ In: The Telidon Book. Tdited by David Godfrey and
Earnest Chang. Toronto: Press Porcepic Ltd. . 1981 p. 179--
190. _ : : - ' (FLS) -

Reviews the basis of current database thpnry and compares the
three major database systems now available in the
marketplace.

INOUE, R. (1980) *"The index system of the CAPTAIN systen
experimental service." In: Viewdata '80. JViewdata_and.
Videotext, 1980~81: a Worldwide Report. . ¥hite Plains, N.¥Y.:
Knowledge Industry Publications, Inc. 1980 p. 113=122. {FLS)

"The Captain service was inaugurated on Decenmber 25, 1979 on
a trial basis. This article sumnmarizes the basic concepts of
the index system for the experimental service, functions
adopted in the system ideas used in construction of the
information classification system of this new information
mediumn, the Captain system, and the relation between the
index system and information from information providers.
Present results were obtained shortly after systen
inanguration and are, therefore, tentative. A final
evaluation will be issued after completaon of experimental
service operations.” p. 113)

MAUER, HeAoy RAUCH, Wa.3; SEBESTYEN, I.. (1981)  "Alphabetic
searching in videotex systems." Electronic Publishing Review
September 1981 1(3): 217-223. (FLS)-

Presents a hybrid method of alphabetical keyword search by
maintaining the keypad and designing numeric codas to
represent alphabetical characters. Author lists problems
with this approach and sees it only as a temporary "solution®
to the problem of access in tree-structured vidsotex
databases.

POLLARD, D.3; JANMNES, P. {1980) “vaspects of indexing on Prestel.”
In: . Eggggggégg_ of the Ninth International Symposium_on_Human

Factors_in_ Telecogmunlcatxons, Red_ Bank, New Jersey, Seps 29
= Dcts 3, 1980. p. 9=15.

"The recent introduction of Prestel, the British Post 0ffice
viewdata service, has posed the problem of how a database of
such a potentially large size can be accessed efficiently by
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inexperienced and experienced users alike. It is of the
utmost importance both for initial user reaction and ‘
subsequnent efficient system usage that error rates and access
times be kept to a mininmum.. This can best be achieved by
careful design of the indexing systems based on performance
data obtained from a sanple of users. The experinents
described have investigated some of the fundamental
parameters of interest to Prestel index designers. In
particular alternative formats and coding methods have been
compared., Indexing methods incorporating the findings of
these experiments and others, should provide users with the
basis of an efficient means of accessing.the large databases
associated with the systen.” (Ergonomics Abstracts 13(1)
1981, p. 18) '

THOMAS, Hilary B. (1979) ©Tree Structures: the Root of Videotex? .
9 p. - {Photocopy) 4 {FLS) -

The author notes problems of developing tree structure for
PRESTEL as follows: 1. lack of operational experience with
tree structures; 2. dyramics of changes in database content
necessitating new index entries; 3. lack of coatrol over
content or structure of information provider®s databases; #4.
limited number of choices at any one level; 5. wide range of
users and problems of providing access from a variety of
points of view. The article also discusses guidelines for
developing tree structures put forward by Dr. E. Williams and
G. Bush for Prestel IP's regarding flexibility, simplicity,
explicitness, external. cross referencing and multitype access
routes e.g. alphabetical, geographical, classified, paper~
based directories for direct access.

WILLIAMSON, Nancy J.- (1981) *"vViewdata systems: designing a
database for effective user access.”™ Canadian Journal of
Information Science. June 1981 63 1=-14. . {FL5)

"This article examines user reguirements in accessing
viewdata systems, discusses the problems and principles
involved in providing effective access to present systeas,
and considers future directions in their development and
improvement.® (p..1)

ITI.AHT DTVALUATION -~ INDEXING - TELIDON

LATREMOUILLYE, Susane; LEE, Eric (1981) "The design of videotex
tree indexes: the use of descriptors and the enhancement of
single index pages." In: Behavioural Research 2: The Design-
of videotex_ Tree Indexes. Ottawva: Department of ,
Communications MNay 19871 p. 63-112. {FL3)

&




“Reports on two experiments designed to evaluate the effect
of adding descriptors {brief déscriptions of each index tnrm)
to index items, to test the "first" or basic index page in a
nunber of ways and to demonstrate methods for testing and
nodifying tree lndexesgﬂ {p- iv)

LEE, Eric (1980)  "Broadcast Telidon: the optimum number of
alternatives per index page." In: Behavioural Research on
Telidon I. Ottawa: Department of Communications 1980 p. .

151-230. , ' o (FLS) |
|

Details experiments on Telidon databases and draus
conclusions on numbers of document pages and the number of
alternatives per page with an eye to search times. The .
search time was seen as a marketing factor in Telidon's use. .
Provides an analysis of search time factors. The reader is
directed to an earlier document {Tech. .Memo BRG 79 1)
analyzing interactive Telidon.

LEE, -Eric (1980) "The optimum number of alternatives to display
on an index page in an interactive Telidon data base." Inz
Behavioural Research on Telidon T. Ottawa: Department of
Communications pa. 128=149, :

"The answver to the guestion of the optimum number of
alternatives that should be displayed on a Telidon index page
has several practical ramifications. The purpose of this
memo is: a) to address this guestion from a behavioural
perspective, b) to develop a model for predicting the effects
of varying the number of alternatives per index page, and c)
to describe the practical conclusions that can be drawn from
this analysis.”™ {p. 128)

- LEE, Bric; LATREMOUILLE, Susane {(1980) "Evaluation of tree

structured ovrganization of information on Telidon." 1In:
Behavipural Research_on Telidon I. . Ottawa: Department of
Communications 1980 p. 231=-242.- {FLS)

Provides a method to evaluate any tree or hierarchical
orgarnization of information based upon experiments with
actunal users of Telidon with 900 documents.

MCEWAN, .Scott A. (1981) "An investigation of user search
performance on a Telidon information retrieval system.” In:
Behavioral Research 2: The Design of Videotex Tree Indexes.
Ottawva: Department of Communications May 1981 p. 33-61.
(FLS) ‘

"Reports on an experiment for the first time using an actual
Telidon data base (again the Telidon demonstration data base
at the Department of Cowmunications). People made many



n112a

errors in finding information; indeed, error rates vere
higher than in the previous experiments where similations
vere used. As with previous experiments, many errors
occurred in the first two levels of the tree." (p. iv)

SCHABAS, Ann H. (1981) "Optimizing Telidon tree structures.”
Paper given at the Canadian Association. for Information |
Science Conference, Oolntewauwplc, Quebec lay
1981 {photocopy 9 p,) (Private Collection)

Author discusses the following aspects of Telidon information
retrieval: a) database partitioning, b) categorization order
of the tree, c¢) option wording, d4) option seguencing, e) -

auxiliary access devices such as cross-referencing and online
alphabetical directories, f) sense of location technigues and
g) keyword and Boolean operator Ffeatures under development.

Telidon Behavioural Research 2: the Design of Videotex Tres
Indexes. (1981)  Ottawa: Department of Communications Hay.

1981 112 pa

Contains 4 papers which are noted elsewhere in this
bibliography. Introduction by Dorothy Phillips contains
"guidelines for constructing tree indexes ~-- Summary of
Conclusions..."

THOMAS, Keith; SCHABAS, Ann Ha {1981) Telidon keyvword indexes
{Volume 2 of 11) Implications of Kevword Access for Telidon
Software. Research Repori under contract OER 80-00428 for

Behavioral Research Group, Department of Communications;
Ottawa March 1981 32 p. (Private Collection)

“The object of this paper is to identify, at least
qualitatively, the requirements and limits that apply to
keywvord access computer softvare and further, to suggest
design appreaches that might be explored, both within the
current RHMS-11 environment, and in forming a ?'purpose built?
environment.” {p. 1)

- WHALEN, Thomas; LA?REMO%ILLE, Susahe' {1981) - "The effectiveness
of a tree=-structured index vhen the existence of information

is uncertain.” In: Behavioral Research 2: The Desiagn of
Videotex Tree_Indexes. Ottawa: Department of Communications
May 1981 p. 1=12. (FLS)

"Explores the search process when the participants are
uncertain that information exists in the database to answver
-their questions, a situation that would resemble normal home
use. Results shoved that people do make errors in their
index choices {(using a simulation of the Telidon
demonstration data base index) and most errors oOccur on the
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first two levels. People also stop searching before they
find existing information." (p. iv) :

YHALEN, Thomas; MASON, Candy {19817) . "The use of tree-structured
index which contains three types of design defects." In:
Behavioural Research 2: _The Degign of Videotex Tree Indexes.
Ottava: Department of Communications May 1981 p. 13-32.
{FLS)

"Reports an experiment in which design defects were purposely

added to the database. 3Again, a simulation of the Telidon
denonstration database index was used. . Design defects were
miscategorization of information, two synonymous labels on a
page and vague category labels. HMiscategorization was found
to be the most serious defect leading to longer search times.
The other defects also impaired performance." (p. iv)

‘III.5 EVALUATION - SOCIAL § POLICYVISSUES

BELL, D. (1980) "Telext and technoloqy. New netvorks of
knowledge and information in post—wndnstrxal soclety.”
Encounter Jnne 1980 p. 9~?9,, {(Not Seen)
UThe social implications of advances in technology,
particnlarly as it influences communication are considered.
The rapid increase in the generation of. information and the
effective reduction of distances and time as barriers to
conmunications are discussed." (LISA Sept/Oct '81, p. 360)

KING, John Leslie: KRAENER, Kenneth L. {i981) - "Cost as a social
impact of information technology." In: Telecommunications
and Productivity. Based on the International Conference
Sponsored by the Center for Science and Technology Policy,
New .York University, January 29-30, 1980. Edited by MNitchell
L. Moss. Garden City, N.Y.: Addison-Wesley Publishing
Company, Inc., Advanced Book Program 1981 p. 93-130. .
{Robarts) :

*Information technologies generate both organizational and
social costs far beyond wvhat is commonly estimated and..-.the
decentralizing influences of the new telecommunications
technologies are likely to have on the world of information
use and management will exacerbate what is already nearly
uncontrolled growth in costs from these technologies." p. .
94) The authors look at two issues: structural arrangements.
for computing and the economic and social value of the
technology as it is used.
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PEYTON, David (1981} ‘“"videotex policy issues in the United

States." Electronic Publishing Review  December 1981 1({U):
251=262. B {FLS)

"United States domestic policy problems in videotex divide
neatly into the short term and the long term. The more
inmediate aq@nda is driven by the 1934 Communications Act and
its pending wevision, in particular the provisions relating
t0o the corporate restructuring of ATET which would in effect
supersede the 1956 Consent Decree with the Antitrust Division
of the Justice Department. Also, construction of the 1934
Act with respect to the duties of commercial teletext
broadcasters is lacking., While these questions of policy
result from technological and legal flux, there is ancther.
set of gquestions that will require ansvers largely
independent of the development of videotex technology or the
revision of the 1934 law.  Perhaps best described as truth
{user) or accuracy in videotex display, and unfair trade

practices will arise regardless of whether videotex develops

in the centralized Buropean model or builds on the grewing
American home computer market. This dlscussion does not
treat ipternational problems such as technical compatiblilty
or transborder data flgu," {p- 251)

TYDEMAN, John; ZWIHNPFER, Laurence ({1981) : nyideotex in the

United States =-- Toward information diversity.’ In: Yideotex

'81- . Northwood Hills, Hiddlesex: Online Conferences Ltd. Dp.

341-351.

Details are given on U.S. field trials and videotex
applications and puts forth a series of questions concelnlnq
the implications of widespread use of videotex services

These guestions are grouped under the following headlngs~
information retrieval, games/entertainment, ,
transact&onsf%elebhopplng, electronic messaging, data
processing, and home management/security/telemonitoring.
From this list of issues the authors develop a number of
societal themes that "provide some insight into alternative
feasible videcotex futures.”

WICKLEIN, John (1979, 1981) Electronic Nightmare: The New:
Communications and Fresdom. New York: Viking Press 1979,

1981 282 p. {Bobarts)

The author has described specific examples of the major
developments in communication (videotext baing one of thess)
and points out the potential threats involved. . He concludes
that the federal statutes now in effect on communications,
falr credit reporting, and privacy are currently inadeguate.
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He asks how should the system be controlled and poiﬁts out
the dangers from authoritarian regimes. .

¥ILLIANS, B, {1978) "viewdata: bicycle or Rolls Royce?" In:
2nd_ International Online Information_ Meeting, London, 5=7
Decembar 1978. Oxford: Learned Information 1978 p. 205-
210, : ' {FL.S)

"This paper considers the potential use and social impact of
vievdata systems.  The design philosophy of vieswdata as a
convivial tool is contrasted with the different approach
adopted for on-line bibliographic systems. The implications
of widespread adoption of viewdata are discussed:  impacts
considered are those on use of other media, cultural
fragmentation, social eguality, employment and the location
of office work." (p. 205) :

ITI.5T EVALUATION - ‘SOCIAL & POLICY ISSUES = TELIDON

CANPBELYL, J.L.; GURNSTEIN, M. . {1981) "sSocial impact/social uses

of videotex in the Canadian context." In: Videotex '81.
Northwood Hills, Middlesex: Online Conferences Ltd. 1981 p.
325-330. : » \_ (FLS)

"Public Sector initiatives include the formation of a
subcommittee on the Individual and Society of the Canadilan .
Videotex Consultative Committee to undertake research-and
make recommendations to the federal Ninister of
Communications on the development of videotex; the promotion
of access to federal government services and information
through the activities of the Task Force on Services to the
Pablic; the use of Telidon for experiments in education by
T.¥, Ontario and the Universite du Quebec. Private Sector
initiatives include the encouragement of umbrella groups to
function as information brokers for the :voluntary and non=--
commercial sector and an examination of the use of videotex
by individuals or groups with special communications needs.
Other initiatives include agenda-setting for policy matters-
and other social reseach.” {p. 325)

GOTLIER, C.C- (1978) <Computers in the Homes Hhat they can_do
for us -~ and to us. {Cccasional Paper no. .#4) Ottawva:s
Institute for Research on Public Policy May 1978 65 p. (FLS)

The aunthor speculates on the new technologies made avallable
by miniturization and radical changes in communication modes
in terms of applications for shopping, electronic mail,
working and learning games and entertainment and robots. He
dlscusseq policy options and the obligation to identify
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Tspcially desirable nesds" that can be satlsfléd by home

computers.,

SALZMAN, Lorne P. {1987)  "Honme videotext services: some legal
igssues.” Canadiap Journal of Information Science June 1987
6: 15-23. {FLS)

"the provision of videotex services raised interesting legal
issues. The existing framework of regulations applicable to
radio~television and telecommunications will likely apply to
videotex, although different transmission mechanisms may well
be regulated differently. It is uncertain if the law of
copyright in Canada covers information stored in computers:
such as that which wounld be contained in a videotex system. -
videotex services originating outside Canada wounld be able to
sidestep Canadian priorities and the reguirements of Canadian
legislation. It has been suggested that one way of dealing
with the problem is to regulate the flov. of data across
national borders." {Library Science UPDATE nos. . 65=-56%6
August/Septenber 1981, p. 8) -

PLOWRIGHT, Teresa (1980) Social Aspects of Videotex Services: -
Proposed Research Directions. Ottawa: Departwment of
Communications, Social and New Services Policy Division,
Broadcasting and Social Policy Branch November 1980 22 p.
{(FL53)

1A number of large issues regarding {(videoteXx)...generally
are delineated... For the purposes of analysis these can be
grouped into two main types: I The Videotex system, and its
oparations ---a) access b) diversity ¢) rprivacy 4) -
accountability ®) vulnerability, II Secondary conseguences --
a) enmployment impacts b) impacts on lifestyles c) equity of
availability d) institutional inpacts e) autonomy. - Scme
comment on each of these broad issues and research addressed
to them is given... It is argued here:that 'access' and.
tdiversity' provide particularly good candidates for research
at this point in videotex/teletext developnent.® (p. 2) The
CICHT project is mentioned on p-. 10-11. :

SCIENCE COUNCIL OF CANADA. COMHNITTEER ON COMPUTERS. AND
COMMUNICATIONS. {1979) A Scenario_for. the T‘Llementatlon of
Interactive Computer=-Communications Systenms_in_the Home:_ a
Position Paper. Ottawa: Science Council 1979 40 p.

"The purpose of this paper...is primarily to demonstrate that
implementation {(of an interactive computer-communications
system) can_and must take place in an orderly fashion. Steps
are outlined which government agencies could take to
implement a planned development."
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TAGUE, Jean; DOLAN, Frank (1979) "Teletext: its development and

social impact." In: 7th Annual Canadian Conference on
Information Science.. Proceedings. . Quebec: Canadian
Association for Information Science 1979 p. 278=289.: (FLS)

"The developmnent of teletext systems in several countries is
briefly reviewed, with an enphasis on the Canadian scene.
Some benefits and problems associated with the widespread
availability of interactive television are suggested, and
yays in which the information sclence profession can help
deal with the problems are indicated." (p. 278)

. ITI.6 TFIELD TRIALS

CARR, Reg (1980) “prestel in the trial test

== an acadenic
library user looks back." Journal of Librarianship July

1980 12(3): 147-158. | (FLS)

"This article contains the substance of a paper delivered to
the SCONUL Advisory Committee on Information Services
-Conference on 'Prestel ip higher education' held at the
Univeristy of Aston on 30 Januwary 1980.w. The author
discusses the philosophy and design criteria behind the
system, reviews the test trial from a user's point of view,
and highlights the principal advantages and disadvantages of
Prestel as a source of information in an academic library
context.”™ (p- 1147) -

FLETT, Jan (1979) “Working with Prestel." State Librarian July

1979 27(2) : 24-26. | |  (FLS)

"The ILibrary of the Departments of Industry, Trade and Prices
and Consumer Protection became an Information Provider for
the UK Post Office's Prestel viewdata system in 1978, taking
up an option for 1,000 viewdata frames. A special unit vas
established to coordinate, structure and edit onto the
Prestel computer the information provided by the individual
departmental divisions. The unit?s work is outlined very
briefly and examples of finished frames are shown." (LISA
Harch/april '80, p. 112)

OCLC {1981) cChannel 2000: Description and‘Findings of _a

Vievdata Test. Dublin, Ohio: Online Computer Library Center.
April 1981 23 p. (FLS)

A controlled user test was: conducted in Columbus, Ohio to
investigate technical, business, market, library, and social
issues idinvolved in videotex technology. The three part
report reviews various facets of new consumer electronic
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informatior services, gives details on the Channel 2000 -
project and its findings. Test planning and sampling
methods, training of users, service descriptions and

equipnent used are "detailed. Conclusions are concerned with

future forms of videotex, its soc1o—econom1c influence and
its impact on libraries.

PLATISTER, Jean (1981) YLASER and Prestel."™ : Aslib Proceedings.:
Septenber 1981 33(9B): 345-350., , {FLS)

“"For the librarian and information officer two main aspects.
of Prestel need to be considered; firstly the exploitation
and use “for clients of the information on the Prestel
database, and secondly the use of Prestel to promote his own
organization?s information i.e. the community information of
a local authority. Fach of these aspects requires a
different approach and individual technigues, but both
require an appreciation of the Prestel system--its ains,
achievements and cliental [i.e. clientele] if they are to
fully exploited. Plaister summarizes the developments
leading to LASER's participation in Prestel, and comments on
the LASER Prestel research project which placed Prestel sets
in libraries to monitor their future potential. Details are
given of the usage, equipment, public reaction, business .
demonstration and use, and the opinions of staff on Prestel .
as a library reference t00l." (Library Science UPDATE no. 569
Decenber 19871, p. 9-10)

SHRINPTOW, W. {1981)  "The Prestel International Service.!" In:
‘Videotex '81. Northwood Hills, HMiddlesex: Online Conferences
Ltd. 1981 p.‘209«219e (FLS)

"puring 1980 a limited market trial was operated covering
some 330 terminals installed by 150 -business organizations in
7 countries.” (p.,209) This paper discusses lessons fronm the
market trial regarding users, public and private databases
and usage. :

SULLIVAN, Catherine; OLIVER, David ({1981) The_ Impact of Prestel.

on_Public Library Reference Activities. (British Library
Research and Development Report No. 5654) ZLondon: Aslib
Research & Consultancy Division PFebruary 1981 99 p. . (FLS)

The stndy begins with an introductory look at public
reference librariess their staff, their users, the types of
enguiries, the information sources used and the success of -
the service. Next the study looks at Prestel use in
reference libraries. Details are given on methodology, .
installation of receivers, training of staff and library
users, opinions and reactions to the Prestel service, who
used the service along uwith the amount and type of use, how:
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Prestel "and teletext use fit into the pattern of everyday
refersnce library use and a list of enguiries by subject.

TAYLOR, K.Ho (1979) ¥On-line business databases and viewdata.“

"Teletext and Prestel® (1979) - Hearing MNarch/April 1979 p. 73--

The

In: 3rd Interpational Online Information Meeting, London, 4-6
December 1973. Oxford: Learned Information 1979 p. 273~
282. {FL.S)

Discusses user reactions to business viewdata and compares
the markets for viewdata and online services as well as
structural ‘and editorial comparisons. "In a pilot
project...[ Fintel is] exploring parallel production methods
and facilities for transferring information betueen systems.
This paper describes [theirl...experience of Prestel,
compares this with the development of [ their J...on-line
database and shows how viewdata systems may be used to
present on-line search results to the end-user." {p. 273)

88. . (CICHT)
Outlines generally what teletext is then goes on to give deaf
users' responses to Prestel. Offprints available fron
Hearing, Royal Natlonal Institute for the Deaf, 105 Gower

Street, London HC1E SAH.

Prestel Markel Research Executive 3ummarLy hno.

1s__Introduction apd Planning. . {1979) n.p. Post Office
Telecommunications 1979 unnumbered pages. {Not Seen)

"Report produced for the use of clients of the UK Post
Ofice's Prestel Harket Research Service. . A broad
introduction to the Post Office's 2-year market research
programme during the Test Service and early Prestel Public
service (established in 1978), the-aim of which was to
predict the size and nature of the UK Prestel market in 1980«
85 and to identify likely practical problems in running the
Prestel service. Describes the selection of the user sanple .
to be surveyed and survey nethodology.  Appendices provide a
backgroud to viewdata, Prestel, adnd the Test Service, and a
glossary of terms." (LISA September/October 1981, p. 361)

WILLTANS, E.j; DONNELLY, M. (1978) The_ Design gf the PRESTEL’

Market Research. London: Post Office 1978, {Not Seen)

IIXI.6T FIELD TRIALS - TELIDON

T



CANADA. . STATISTICS CANADA. (1980) Telidon‘Field Trial
Hodnles. Ottawa: Statistics Canada October 2, 1980. = (Not

FRASER, Jack {1980) "“From 'pots' to 'pans': videotex
development in Canada." In: Viewdata '80. Viswdata and
Videctext, 1980-81: a Worldwide Report. White Plains, N.Y.:
Knowledge Industry Publications, Tnc. 1980 p. 603-612. (FLS) -

Gives detalls of Canadian field trials in terms of costs,
services to be offered, and number of terminals distributed. .
Not much detaill on results of field trials other than to say
that..."public reaction was very favourable. . From a
marketing point of view, residential customers showed high
interest in educational and consumer-oriented services.
Business customers showed greatest interest in internal
information and financial services.” (p. 5610)

GROSSMAN, Larry (1981) [Text of Queen's Park Speech regarding
the Visitor's Guide. Toronto: Queen's Park August 1981. (Not
Sean)

PASKAL, Tdm (1981) Vvideotex Field Trials. Research Study for
the "Royal Comnmission on WVewspapers, 1981. {Public Archives,
Ottava) ' : :

Checklist progress report on 12 field trials as of April 1,
1981. ) .

"videotex: Canadian field trials."™ (1981  1In: Desbarats, Peter..
Neuyspapers_and _Computers: an-Industry in Transition. . Volume
“B_Research Publications. Royal Connission on Neuspapers.
Ottawa: MNindistry of Supply and Services 1981 p. 51=-59. {FLS)

Some details are given on 12 Telidon field trials listed in
Canada as of May 1981. Three yere operational and six were
scheduled to begin service before the end of 1981 and three
were to begin in 1982, '

ITI.7 COMMUNITY INFORMATION

CAWKELL, A.E. (1980) "Will information flow to the citizen
improve with videotex systewms?"  Aslib Proceedings June 1980
32(6) : 264-269. ~ {FLS)

A speculative .look at the possible market for videotex based
on income range and level of education and alternative
methods of getting “information for living."
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CHAMPNESS, Brian G. (1981) "Social uses of videotex and toletex
in U.K-." TIn: Videotex '81. Northwood Hills, Middlesex:
Online Conferences Ltd. 1981 p. 331=339. . (FLS)

Contains a section on YCommunity use of videotex." ' Also
discusses Prestel and the disabled, Prestel and the visually
handicapped and teletex, videotex and the deaf community.

GURSTEIN, HMichael (1981) "relidon/Videotex and special needs
groups. " Paper prepared for a workshop held March 14, 1981
for the Canadian Videotex Consultative Committee. February
1981 33 p. . ~ (CICHT)

Contains a brief overview of the technology, presents 3
scenarios concerning use of videotex by the disabled and
lists several applications which would particularly benefit
groups with special needs such as: teleshopping, telebanking,
electronic nessaging, information storage & retrieval,
working at home and specialized terminals. . In looking at how
ve get from here to there he discusses accessibility in terms
of design, geography, information content and finance. The
social implications discussed are privacy, security,
vulnerability, aliepnation and cost. ‘

HATTERY, Maxime (1979) ."Prestelfia the ‘public library."
Information Retrieval & Library Automation July 1979 15(2):
1=-3. : {FLS)

Outlines details of Prestel field trial in 6 British public:
libraries and the community information aspect of the trial.

HARTINRZ, Hector (1981) ‘mThe . Orientation and Information
System."™ In: Videotex '81. - Northwood Hills, #iddlesex:
Online Conferences Lid. 1981 p. 123-129. (FLS)

"The Venezulan government has put into operation a group of
Information Centers in the city of Caracus, equipped with
Telidon terminals, ...[ for] public consultations on the
availability of services of diverse kinds, espscially those
provided by the State. The author outlines future plans for
communities in which the centers operate to become local
suppliers of information and adopting the service as a
permanent medium of communication of information.” (p. . 123) -

MARTYN, J. {1979) "Prestel and public libraries; a ILA/Aslib
experiment.™ Aslib Proceedings #ay 1979 31(5): 216-236.
(FLS)

Briefly discusses the differences between teletext and
vieydata focusing on Prestel. Outlines two research projects
with Prestel, one on the effect of Prestel on reference-




services in public libraries and the other on the potential
of Prestel as a vehicle for the dissemination of community
information. Research methodology is described and examples
are given of comnunity information pages used where cantent
vas suggested by pupblic librarians. In looking to the-
future, the author points out the constraints of cost and
effort involved in operating a community information
database. ' .

ITI.8 BIBLIOGRAPHIES

COOPER, Harriet (1981) "Vvideotex and teletex: a selected
bibliography.™ In: Videotex, Teletext- & Telidon:
Information and Respurces. {AC Lab Report No. 2) Toronto:
Faculty of Library Science, Advanced Communications Lab,

University of Toronto 1981 p. 7-9. : {FLS) -

Prepared for the Telidonic Inforwation Systems Conference
held at the Faculty, October 16-=17, 1981.

JOHNSON~HALL, Martha (1980) - Home Information Systems: Viewdata
and_Teletex: Bibliography, Semi-annoitated. Washington:
Information Technology Program, National Telecommunications
and Information Administration 1980 16p. {FLS)

NAFT, Neil (1981) Telidon Bibliography D6/4-32 10 p. .
{photocopy) , {Private Collection)

Lists over 130 items about the technical aspeéts of Telidon,
social implications, human factors and future developments. .

ROBINSON, Douglas (1981) Videsotex: a Selective Bibliography for-

ILibrarians. Ottawa: National Library of Canada, Library _
Documentation Centre 1981 12 p. {FLS)

Teletext and Videotex Publications. (1981)  HMenlo Park,
California: Institute for the Future August 1981 3 p. .
(CICuT)

A list of 32 items published by the Institute. .

"Telidon, teletext and libraries: a brief biblidgraphyq“ (1980) -
Bulletin ABQ/QLA Bulletin September/December 1980 21(3) -
Appendix 1: 49-51. o {FLS)

"Viewvdata: a review and bibliography.™. (1978)  Online Review
Sseptenber 1978 2{3): 217-224. ‘ : (FL.S)

Historical perspective.




WRIGHT, William F.; HAWKINS, Donald T. . {1981). "Information
technology~=-a bibliography." Special Libraries April 19817.
72{2): 163-174. ‘ {FLS) -

Covers references appearing in the late 1970's through 1980.
Has sections on viewdata and videodiscs, and
Telecommunications. ‘ :




APPENDIX B
STATISTICAL REPORTING SYSTEMN == CICHT
The statistical report system at CICHT was developed by a

project committee of the Association of Information Centres in

Ontario, beginning in 1977. The objectives of the system are to:

provide ipproved accountability toAfunders and centre
hﬁérds;

- noniter trends in service requirements;

= identify needed or redundant community services;

- improve liaison between centres;

- allow for gteater efficiency of service;

- contribute to self evaluation:

- aid in targeting or marketiné service;

- aid priority setting;

- supply data for speciai projectsa.

By thé éﬁd of 1979 the system;~named CICwCOCGM‘(Community

Information Centres Common Coding Method) had finished a testing

>cyc1e and was adopted by more than thirty centres in the province

under a contractual arrangement. The system is capable of both

manual and EDP use. Several centres have made arrangements with

nearby educational institutions for low cost data processing, but

most use the systenm manually owing to the cost, the. need to.

revise the computer program, and uncertainty about how the

results can be used. The output side has not been fully




contains locations for up to 20 major codes. (See Appendix B,
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developed, although CICMT has done some special statistical
reports both alone and in conjunctlion with menbers of the
federation of centres in Metropolitan Toronto.

Data for CIC=-COCOM are collected on a standardized form.which

Exhibit 1) Certain codes have been designated mandatbry for user
centres; and some are bptional, The system reguires user centres
to use a basic set of fixed codes which conform to accepted
definitions; additional codes in a series may be added at the
discretion of the centres, either individually or collectively;
for speéial surveys. In addition to identification of compiled
data sheets, the codes provide for the followingz
~ Identification of batﬁ single and multiple problem calls,
the latter concerning either related or unrelated matters. .
If unrélated, separate data are collected for évery such
guery with respect to problem descriptions, disposition of
guery, 8tc., to be'described belov.
- Specification of time. of day and duration of call. Time is
.a,m,, PeNl., @vening, or after midnight; fineﬁ ﬁreakdowns
can be done. Duration is a rough appfdximation; CICHNT
estimates-the length of calls tO'ihe nearest minute.
- Mode of contact includes teleghone, letter and visit. .
- Record of caller characteristics, such as client, |
professional, enploying six fixed cbdes altogethér,,
- Location of the client, with all codes assigned by the

centre.
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- Classification of enquiries in three codes: identical codes

are used for classification of the services involved. The
difference betwveen the sets of data f£or enquiries and
service involved can be accounted for by the counsellor's

translation or reianterpretation of the presented problen

‘generally, or by substitution of a sérvice vhers the

requested service is unavailable. ’Specifically,'one code
is designated for the type of agency which sdpplies the

requested service, including five goverament categories and

~three non-governmental categories..  The second code is for

the classification of all gqueries and answers according to
the general nature of question or ansver. The nineteen

classes are intended to be exhaustive., Examples are

employment, personal and family adjustment, care and other

services for children. The third code is for the specific
identification of problem or resource. This level of da&a
collection uses a data dictionary to a limit of 999 itens
or key.terms.

Action taken employing fourteen fiied codas ranging from
simple {(no action taken) to complex {intervention,

nediation, advocacy)a.

‘Assessment of service availability according to client

refusal, difficult access, nonexistence of service, etc.
Identification of particular needs of the information
centre, such as language skills needed; special surveys can

be handled here.
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~ Count of all calls within a day needed to deal with the

original guerys
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APPENDIX C

TELIDON AGGREGATED STATISTICS PACKAGE

The Department of Communications undertook thevexploratioh
and design pf software to aggregate rav statistical event records
of a Telidon based retrieval system. The material heﬁe is
proviaéd from a draft of the initial package design and is

included to provide an indication of the type of data that can be .

‘collected and how such data can be aggregated and analysed. .

‘A basic design principle is the protection of the privady of
individual system users. The initial plan provided for the
followings »

1) 'Each user would be given an Account Idegtificatioa‘Numher
or {AID) that would be different from the user?s account
numbér, fhe ATD would be unknown to the user and would be
used to process data collected. 2 single, limited access
file wonld be used to link AID and account nuﬁbers@ ﬁhe AID
also wounld be used to link other data collected through
questionnaires or to idéntify geographic location.

2) Data published by researchers would only be published for

aggregate data to prévent individual identification.

3) - Pield trial operators would make users avware that usage

would be monitored for research purposes and permissiocn would

be rtequested as part of the field trial agrecpment.
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A major.assumﬁtion made here is tﬁat Telidon terminals are
necessarily linked to individual or family usage under field
trial or operational conditions. This is.not necessarily or even
usually true. It is certainly not the case for public terminals.

A éecond assunption is that iﬁdividﬁél éccesses and searches
can be identified as unigue events capable of aggregation. .

The program was designed to identify speéific time periods
from one hour to any extended peridd during which data\collected
could be identified; aggregated and ana1YSed; and also the period
over which data would be collected.

This feature permits direct linking of opératimnal use ﬁith
data collection and provides a useful\and powarful research .
capability whereby randomnm Sémples of users can be identified,
searches undeﬁtaken by the iﬁdividuals chosen and survey methods
applied to a specific sanple of usersal a knowledge of the data
collection methods of the softwaré pabkage~w0uld parmit
researchers with subjeéts at vhatever terminal location at a
chosen pqint in time to identify specific search seguences,
elininate search or keyéd errors not significant to the data
being collected and thus remove the basic limitations with
respect to internal and external validity of data collected. The
Telidon system, however, cannot link the event to an individual
caller within the existing design context.

The basic unit of identification for .research in the systen
is the user terminal, not the indiviaﬁal'user and it is this

difference that provides a basic difficulty in data collection.
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3 second difficulty is the identification of individual use or

guery sessions based upon identification of logon-logoff points.

Examples of Data Colleciion_ Reporis

System_Capacity

Data collected wounld identify the maximum and minimum nunber
of terminals logged on in any designated time increment. This
information could provide an accurate and continuous neasure of

system use and access capacity.

Terminal Response Time

Data can be collected concerning the tiﬁé regquired to send -
and receive messages {(that is between the tihe the user presses
the enter or go button and the time the computer is abie to
respond wyith a return transnission), the time required to send
the information contained in one Telidon page, and the tiwme
between the submission of one request for data and ihs'next
request. |

The first of these accurately réfiacﬁs the syStem~respénsa
time. The second type of information is dependent upon the kind
of page created. The third type of information relates to the
time required by the user to read or assimilate the data. In the
Telidon system this data can only be collected at the user's
terminal, since it is impossible to identify the activities

occurring during the time the information is displayed, and
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whether on2 or more individuals are involved. Intérpzetatiom of
the meaniﬁg of data collected concerning 1ength of time between
data requeqts is dﬂffxcult to interpret or aggregatea

The system can provmde data concerning the freguency thh
which a particular page. is accessea; by page number per increment
of time;,v?ages are identified aé index or document péges but
subclassifications can be added to identify the frequency with
which classes of gu@otlans are being sought by users.

The purpose of ‘the query in the Telidon systen caannt be

determined. Pages may be called freguently, not for purposes of

information but because of page content oi.for demonstration
purposes or because they are 1ntermed ate pages en route to one
which is really wanted. 1A particularly interesting graphic.
design can be called up freguently becaﬁse of aesthetic interest,

particularly during field trial periods. To the extent that such

data reflected user information needs, it could be useful in the

development of statistics concerning areas of subject interest,

and variations in this interest over time.

Activity Trace-

The Telidon Information System can collect a reéorﬁ dunp of
every keyed action, and also of key sequences that lead to a
particular function.

Thus recérds associated with any date or time period can be
reproduced to ideﬁtify the-actuél individual search pattern at an

individual user terminal.




This ianformation does not identify wﬁether or not the search
sequengés are performed by one or several different users, or a
group of users, nor does it permit identification of the purpose
dr intent of the search Of how the information is being used.
This type of data provides evidence of process paﬁterns, and
classes of patterns rather thar aggregate data.

Research and design is ieguired to effectively identify the
type and form of data collected amd.how.this data might be
routinely provided for the continuous evaluatién of the
information providing éystems.

In the case of community information centres considerable
effort has been made in Ontario to collect statistical data on a
consistent basis. The collection §f consistent data from
Vi deotex aatabaées has not yet been fully researched and
experience with commercial databases does not apply directly to .
the ney medium serving the public sectora‘

Attention by Community Informétion Centres, Libraries and
other institutions serving the generalipublic should be givep to
the kinds of data reguired from both their existing systems as
vell as from public access computer based systenms in order to
provide useful information for decision purposes and at the sane

tine safeguard individual privacy. .
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APPENDIX D

BELL/VISTA FIELD TRIAL

TELIDON DISPLAY TERMINAL

DEPLOYMENT (TORONTO) -
October 1981 January 5, 1982 March 1982

Residence 12 99 : ‘1&2'
Locations \ .
Public 18 18 ' 10 -
Locations . ‘
Ot hers* _;_é__ | - N. @ ¥%

Total 35 : 122 ' 152

* Bell Canada, Department of Communication,

Information Service Providers (ISP)*x, Demonstratlon Unwtsu
% [Note: CICHT received their 1st dvsplay terminal on HMarch 17/82.)
. Na8s- = not available

Total Bell/Vista Field Trial
Pages Created and Available
for Display

October 1981 20,910 pages {(French & English)
January 1982 26, 054 pages (French & English)
Rate of up-date 150. pages per uweek |

Source: Bell/vista Data provided to Information Service Providers.
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APPENDIY F

CURRENT CICHMT STATISTICAL DATA

In order to identify appropriate methods for collection and
analysis of statistical data for use in comparing a Telidon-basesd
information system with the CICNT counsellor-operated telephons
systen, some current data on the latter systemn was examiﬁed for
exploratory purposes by Professors Forgie and Bellanmy in
consultation with Dr. A.P. Paull, ?aculty of Hanagement Studies, .
Iniversity of Toronto. |

The basic statistical data collected by CICMT‘@&Q the number
and typé.of telephone gqueries received. Fach time a client calls
CICHMT, the counsellor ansvering identifises that a call has been
received, and enteré specific informatiéﬁ about the call on the
standard work sheet provided. . This data is ‘sunned t0’pfovide a
monpthly time-series for the total calls received. Calls are
classified by 19 subject categories and statistics are cumulated
on an annual basis. The data for tofalfcalls has been maintained

on a monthly basis for the past five years. This raw data was

made available by CICHT and was analysed to identify seasonal

factors, and determine the seasonally adjusted and trend-cycle
conmponents in the series.

Based on Bell Canada tests and CICHMT calculations the

telephone answering system is frequently fully loaded. . Thus the

~grovwth appears to be linmited by capacity constraints..
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The smoothed seasonally adjusted CICHMT counsellor gueries
(January 1977~February 1982) and the seasonal pattern of queries
are shown graphically in Figures 1 and 2 of this Appendix.
Additional data and time series analysis would likely be
beneficial in écmparing query growth patterns over time and in
isolating the effect of specific operational or external changes
on query volunes. effect of specifié operational or external

changes on guery veolumes.




APPENDIX E - Fig. 1 ,

Smoothed Seasonally Adjusted CICMT
Counsellor Quaries {Jan., 1977-Feh. 1982)

Total Humber
of Queries
9,000

8,000 |

7,000 k- »oo/
o
6,000 |. , /'/j

5,000

4,000 |

3,000 |

2,000 }

1,000 }

1977 1978 1979 1980 1981 1982

Year




e,

APPENDIX E - Fig. 2

. Seasonal Pattern of CICMT
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