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"Iihat If anything, can I do. -10--my'llbrary. with:. staff member's who
-have: -neyer- hea rd' -Of Interperkone I -CornifinniCatidn? - Questions similar to
-this. -OCCUr daily;._eepediallY!viith, thOSe-who .tialie-,beeri aXpoSed= for ,the-
firet, _tinse--tO ,EOrniSuniCatidne for libratianet.; suen ,qtiOSt1046-'inalcate

-the--existence of iirOblenia-fOr--WhiOk librarian-a- dd -haste the *4664 -for..
WarkIng::Ont solutions'._ '. .--

The--ekietenoe, of 1PrOblete' in. libraries hase''t: WO. ,Sig'' nif-tOart.-7 dimer,
. -siOnS:: thefheoretiCal: and die -practiCal. eye-ii tildtigir.,05,--,e-targe,;ektent-

Probleine a-FOUr-Siaitily,In-,-tbe minds of _people:_ 'T4e-drientatiOn. 7 of this
manual is,- therefOre--eritir lY .PraCticat :and= introductory to the' point _di
-being' useful- -With= any lihrlttry [Staff_ iegaittleee.'-of .SIZe..- _Wert. ibrariane

0, -of.SOfile .c Tonsauntcatilie eophiaticatit. !fin* the manu :helpful in_
WOrking,:tOWard-e-eraff. t:leN-ie-,10-prilerit,:. -' ._ ___., ,

for the -orti-g-ioati-0.--,Of the -material
-manual -a_ this -Is.,:probablSLthe :strength:I:of:Its ,oefiiiiiees:to-the
ractic TheAsateria la_ inci:ilietli'Od:e..ha-cfe,,been out,

iii,-nurderOne contexts' fOr-n-tSerotie=:probleiS7,6Oliiing.',-proposes.. -What
10-6t--1.-gik8i-with_,Aiie.ianual:;,:,-hoWyeri is the :SeleCti-i*.and' arrangement
of 'the -- material -baSed-: UpOn_ 7Worle:.4Undertakene,bY'-_the_
ifiCailiiiiiiieeearCh.and'416-4a,;Centeri- Graduate Saab]: .of:Library_raild-
,InforitatioSCientee

.1t-.ii.:iiiipOrtant, td_itridte:.thet :hip-Sian:0i doee- nOt 'eicief in don.-- .
N i Cept-01: Ieolation- as --46:46 _iiiirri-y'tektp-iii :libierianshi0., This -it 'import-

ant` -for.-,tWO -re-0664. Thoie- who -t-ett-e- ,tha 'c ointhuni6a tione rout 6 -to-i.ibrary,
r :problems`,-Will find,- that the :tstindiiiles;fehd; theories; Of - communication .

'01es-ere-theta for creative TProgram,-delieldPiaent - undetermined''. by ,the,dic-----
tatee-_,Of--profeaSiorial- fashions._ .1n1.-addiiiOni, the =literat e-of. -'!how=..._
-t-67do,kite ae. exemplified -bY'this. manual= is -UOiiiiiiii-one.:,. the .1.Ibrar-
-fen.. anereeeeetin: ConisinniCatiiie,:eciphiatICationi.:he_Can..-,e)eplo ;di ii.

, Literature fOf.'hil=OUri 0.it-PoSee ;rather elan, relying -oniy---Uoti- mial, - _ - _ . . _ . _,
-of :this- -tYpe:- . .

Those '1-ibrariana Who =wish, to _increase-- ,their oWri
effectiveness _may; findl.:the-_:foiXowing-,--pluhlicatie: of use. .These -p
cations= Tfi, thf_aeries, !'Diseourse Units: ail =Human -Communication Ufa
_Litsr6fians-;!!-._-iiresi!fde-f_the;:ConCeptual:ly
ciples of library -communications Upon-4hich:thisTmaiurat _is based:
A-tr of these publications obtainecl-'frote-the liOotscenter-,
city of =Pittsbt*gfr:

s /
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.

JConinilirifeatioii.,=Resga-kcii'=i-follAdhi.aiinria
.

.

Co imunicatioris;= Maoual_ $3- $0-

The Iotroiiingit:61.es. arid; beginning specializations inierperSonal
. tinaSe,-Odismun3.OatiOnS- :are; .rega id 4

.administrative Laffil4atd.Ori_;6-tio: ttSTi)e--,-,,,Of

these r`ol s includes- -a-Inibet: of -4?_rofeS'Sii5nal..-*;110;'io40,-oto-ii*t:to-
nsei'forri and a1jtiated--to:'phe?_needb aid-OliaernS- of any` "individual!,
or =o0*frit3-'0g4taleie-Of aetlatap# '_dki#Octerist3.F- .0.ate$nryf._. The
purpose _of =the: folloiaing Jekeratices, isY to indicate works
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CON4MUNICATION

,tige -major problema confronting any,- .'organization as :it, beginia new prograM--are. related-to ideniifying-foroblernt, setting- via.ble-groals,
- . ,_

,, andidentifying hiCh Amill-.serve-to -inliibit--;or facilitate goalsttainMehti: as well :at;'):lefining-'apprO-,Piiite' courses of action: -Theseptoblerii6 are closely inalogotis to the'-basic stepa in a manaiement,.
..a ,. ,,,, ,,,

,- .k. ..
l . "9 ....

,,

Define thelirOblern.;,'\...

.
...\ :Deter ine-the-.aSatiiiiption,k,ancl/or liMitations w

. -

-7atte ,t the.-doluti4::' , . ,
Jdentif pOseible .Cu0es,-Of-aCtioni. e.:-.17-r-A

.,,, iSOlate-,the cieciti nz eriteriOn:lorCititert-alf- 00',
..,.

Determine and doitpaielhe: pOS s,ible-raUtcOrriei!,-and! the
- T 'probability:of -4:ac:CIS-s. in -iio?,thing4hecibjettiVeS,

..'.'fOr*-ithe various cOiirSe6;p0actiOi4.! . . -

Make'-deZisiOi0S.eleCtia..-cotirse-O-ACticin). .
s'. -Motif:to r-iiii:_,kes:tilts2 of'At .decision.

decision 'p rocess

9

-blutio'ns-lesi=these;:firOblerix_areai
basic _huinazt_prate s whiar.includes communicatibri,,!_pe$Ception-i.-;eandijudgrrient or seleCtic. i-Of_alternativeri.. The iiiroceSsL Might. be- diagrammedas:

x

4

,

Paiableiit
Hen 'fication

0,

An -effective evacuation -design _locuSesupeon providing ,timelyand releVant infornation. --Evaluation can -be 'a. -major factor iii deriving;the necessary`solutions- ;totheise-_prObleMis.z. 8pecifically-,.-eValuation is .defined as the ,process"of-examining-certain-objeCiSandi even_ts- befiireconsidering specified =value Standaidt, -for =the :piirpoSe r... eking c_or7
_ rectiVe..o.f 4adapiive -decisions. Evaluation-- processes should-provide -.sdecition -makera 'withinforination.specifiCally. related,to a given value

.

.1*

Perception < > Decidion Making*

p .
S
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, r.- 1 . _.., _ ____ ,

'..''.
and: which ll,i imprOI i e . the- quali t. y,O. f-deC. ieiO n e ! n a! d.- T he intent ,
isnot-to..imply thatiiev_allat.IOn-- will insure -perfect decisions -. 'However,.

, , a ,s-deCieions- or-- judgthents -baeti. upon -appropriate inforinatiOn will be "Vette'''.

4 #*1-.- ,041,Siee'itiO: 4101iaikiO.Yi- l ppO. igd;_ Diagra;46.4d atiyi evaluation
,xxiay `he- perCeiveCas-Supporting, the. decitistidi:st ogees.?in :this- way:

, -

t

1/4

Problem Identification`
;

I
_. -

va Ukt.
-Son I A' .j.drdeption" -.DeCielont.-M -int

, . --,-, '
1

.
.- , .--.- es , , st

'II) 0 P_ 0.4.-clArik Up (In .tthe-..,*p 0 int- in7ii When- it iS-_;app:11 ed, anct,-thy 4.,

-- .,,! - ' i, ---- */- ..'- -- . ----- ---e-''"-N---. G.11

_ purposes :beinveerved ...the--iipciWertr,c5f affective e5ialuation. is...!ilictlY --

related, to :A-0 Friiiig, :ii4iiiitig,_ de i ari.bjiie4tict4lit sTiininati.nt:th0 `various
coifklirn.,ents-:of_ krk.-47spe,r4tiOn,..4,6yhether _it-.14.e-a training -,ykestitinie-i_. =research

-,--. *-,- .. .te
,pr_o_):otttietd=.1-.: hks-e"1., owers,s,1'` -'-d-ftnd,as follows -.,.

_ - - -.-i
gets:'.). =

_,:i,. -I--
, : %.,,.

,s Ft..= .'_--,V.,- '--- L ---_ ;..i. 6.-- ii-:
. :.., ..,,,__ _

-

= Del -Akt filen) alternative
:courses'"of {actioa,areS=available and =which
should=

e'eation.-_?z".4Pt. P ,op
=

,-,
,.,_ )3'. _4"--.- ...-.. ;.,

_ -,

Ite'afIii'e-f' ...k, ' '-lioW:shotild --he---OperktiofiAitOje'de ettiaSP-,,,,,
p ,_ _--=-,.- institute, /etc .3 -:p1;0;ceeci;--r-y..; *at-C. ifedfia-shouldi

, ': #.1?",d1-8.'S e a di.kted- With- e-ath-Obi 'eCtiVe ;-'Whit. are'., 1

'4?\ ±1 ' the - operational C Ontingencie'_e--11,-

......... ..,-,
, - - ,..._ ,

,1-- .- -' 41.. f'.

Deedrisber .-,z-ptha.Cactiiall- --Io_Ceiliire4 .-, -,cliliattrategies,
t.:
-i-.-- t ,were!einplciyed -tor_pti toe: specIficrobjectilie8;_

It" ''5-;" ---F. - -7-_- --.` -''.--1 'Sc'-.-17-: 1,-

e .. -...- Whit--iii-eidk,the' zie0iit-01 etriployiligt-that
. 4-, -- , - -,- _ 7- 1 "--:!"-.'strategf;T:-what---manag einent'prod-ediird e Fere.- Fs.;

.
''', re;emilloy,04--.4ind4he_reffecteof-theirletpriii,..

then -- 'We- e`;theistr-ategies :,-e-r-riplayedqhOTe-w th,..
-_--We r e _pi diz.';if.'''_not ihoW-Nitte r 0---they,..diffe re 1

-.,.-:
-'-';'54.1: --_- - ,,E.- ,-.--:" -.,-...

1:43Seitiiilate: -*bat effe tethas:-.the- .o tton-qpro An,' _
4stiiiite),-, #p9ri-,130,.fticipaiits---and,, .±.-136 dial- --

. 6On_text;,-:-how-- r,eliablert#17-ght-_-_One--ekpec
, ,_,oper tion_to 'be; i'in.anCithe r---C ontext '.i" -

.Olutions _problems:- re: attainecahrough;the- proces1--of defining
the Context Within whidh prafject= is fthidtidning this- pi'Ortess-is_ one_

itrat-etie_s-Whi Can -gieineaningst-6-,d'ecision_poirtts=

"""----



, _
Of -concern._ inhetent:V/ithin,the,:prOceSS,..are Various _issues related= to .

, 't.lie:_Pi140 S 604 e s ;pi9(e S S'ecl htcle cis ion,Make rs-,_ interpersonal dynamics,
. _p-sy' ChOlgicakdefinitien-procedutee,_ -and- Me 'asurement._ .:.,

. . _ :_;/ . .-
_ -_, t .-

,..01 -speeial-signitiC- ant in _thi s; de iiitiOn -131-ii&e.s,_- is the Fnotion= that
cOnatinota, ,as -yelined 13= measure gient.*Ori-siie are,- not-as. useful .:

1
,

to-lle =
.
ev4 hiat: on -as operational .-ESaliatiOn-tust -fOcut upon,..

.... reducing trattionsii =1.:e.,- ,making the totatprojectlor- prograin- mOre,

,ineaningiti o Al:these- flkifolvek;-
/ -i-

,

/
- 'Defining :an- operational conteiti:zor:a, projeat ast-4,,Q1--as

lipshing pie pu rPci re--76:0:10*o it4nt -those
-Chatged With the .--re-i_PonS fsu:..- de sfia---cipe rgion-ofia-cproject-
-cir-;progr:rani.,' _are, attempting

o-443,,riiti# '1)0 Ond;: _the r-theaOt of operation
intiStilbe rcrefiiied. total- context-is idlenttfiedianct

criteria:-:stanOards -for--SucCe'ssi i t =is °very :
litailkey---th4Str-4,_prfog ornple telt :ixicdeStful\_Or- ade,, -

quately evaluated.

-

IP.- %

Thete,arkfiVe:dimensicits-iiong, wh14.-pekSiOnS -Organizations
,;ricahy develop.

_
'Thet!have:_teiTsici-*ith:Clat itil-_andoti-ineinkerShipi, In-

! flUenoe,.. *and,..iirodttetivity. -Peokole-
joining an-diga.ziiiatiott-,--tend-i-or,Conderm-theinSelVeS, with Alm se- sion s-
in = e:f011oViingotaer:

-- $
f =f46-rilbe rS hip:- When---yOU e 'O One-apart -of-azi-oitorganization, the first,

t
-thnig-Toir Le a... #out ri-a. ihatj-it -will-Meanith,-be -a :_iriernber.. L:1-1,6V,I f

1 7 ,--;v411-.A.DtherS 'yofijo%:ai t '1: V hen,.= thoulthy6 ii-: Speak\ancl. hoVldO-

t

y94 4 o. ah_ Outl it7- :,Xyi u s ai i s orne th ing:;ii4 19c i will others -

134 h or' -willthe think-kOty t ere -- eriautl IS: it ,al- right ,--1;cdm e_
lkto,46leave'- early, tothriOke, ti;40§S'informally? Will member"-

` Ship -inAhiS',6rgardiatiOr-fiOiltate-:or c oiifidtVith-othe r -role s7 ,
you-shay e."-nr-Ige -7,s1W-ill-.1ithers---in the .g roupliolcl-the,:s ame =values_

. AiiiiVittittii4;s as --yir.ntl- *iit-itie frib e r a hi-pqn -thiS.- a riaiii iatiOn-
bestimulating- 'lib ring exciting,- threatening rewarding ':-azicons-e_ciuential-?'

ft' in

.

Influence :_ As.the. Meaning of -meinhershiPlbecOineS,rcleari,
-your- attentioti4ener ally turns, ta-_qUiiitfond- of-influence,- Who

__ . . .

-:---- itirrns:leadership= Of ,thiS -organization? Iirthe're an -I:idol:Mal
leadership systen?, low.-dc dia-aionwfget:rader In- what-waya-

x A x ( ;

ad



_

do :people try` to uifluence: each _-o 'the r_?- Are ndivittivals Opek to
lettingother6=influenee-thora oppo are-therelor -

...yetritO,Eirifluends;-_-(iii.i-C-arrYlkadersNwitifiction6?. Are- there-individuals who ca re -mcire;abont_,Ole.--Power rOfTbeingle ade r than-they- dO 4boutf.tile; ancli 6tie 6-- Of

_Feelings;. A's -nori -and- .infinent-&becOrrie,:lcle-f4r-iion";-
feelinga'beeOind6-='iricreasitiglyirrigirtsot. When -.014-erti *_likeIan;rillea-7_ of' aetiOn,:dif:_thef-say

-13Okeiibmi:iinstration:ofilangerls-_t14-76hared-
-it- Can'. -4.itrAed Can--yoti, e0c..;your ,feelings -freely- as they Occur o 160-.4on'-t

.. burst = through inappropriately ? "' :04-12entolOriaienritilIceeget
rout ``the deb r"-..0?-1611

C011eagneOlOyic-tliey
the- eX'pie s eling$ ,

seerr,, :40,litoliodititieedtack,- rather than sim T t` in o influence or .`

an_organination-_r--e,_

itiiie=,e5cpeileneek_

:Fe*--,_Oilianit
atiOni-leoern-to=-reaCji-4706iiii*itte-tlisy:,take4iiixi,

stiut*StiOtsge=_Of4.4.-ese..iiidiviciOaLdiffereiiess'. At!_-6, ratilek &mignon-
_fOr_-tiutriillera,,o1.-sl:gikotiti--4iii-f-reaCli-li-le*O1-=o1-10SiWcitiatioti-villeile

9 r '- .-- _e a ch ,
carizifiorliAliith,tileae:*.h0,-ake-Iretty.nrch-f.he.,same 4 as -hgn.p- -s elf ., 4rthe--Oig*iiiiation;:members

hip Airoiltt.:4 .it-,11411fnily.- si,v-enOngh:-tlie-members ,-itiabettO_:=be 41;1e-it) ;licith-recOgninc--iiid-
_value ìhefinii iNiiiiiial_-:(4 iffe k enc e ir:thatr:SiO44Ois- ae a 8_0. -4:,1:1-C* - Ot, Ofitillei tioikii,

takek-oninieaning.,.--boTthe-knenibers.talce-tiine-and,:
,-effcirtitoAesain-_-eath_sotheitil_eictieristieei;_-'itiitEncleii,.-midloviecig'0,
---aiues;_-:_iiioti44...andido:0-ogii0- -poes--*mh-:wiftic-_47ithaii.ng=his
ovro-4des`Cio--.--Orciet-toliet-atite:'..a-1-4**-ctiouis-,---4 4 ifferefit 8.-0,y4;, ouro Okinie; it,:ip,814e4i ? -Do;:they=let,eaChliotheickithat._they,
a-ppz*ow.--,t4 4e,differenee6=.eiiiivw_heir :ehey-:doiift necessarily-.agielitiwit4Ak-Oi7:- i ...

.
., ,.

- ,. .
.PtixixictiVittt: Iviost-org*iiitatiOhi; exist -for a---.puipoSe=thstIOvolveit

soiofe=° t.i.*d. of f)i-'64-40:. li iniiiitiithply=be-to'liaveinn,'-togither.
-.,. .-....'-1t-inight-tie.-10,:ibliiid-lbetter,#aOuis--.tiapi;Or-to:iinpiove----the--learning,:.., . - .

.. . . _

-emierienteat---Ofchildkeli.- -The--:prOdnee-of-tiany-groups_ Seem* -to=



,, . . .

tend- toward-a. ti.loVi_eit-Oornynon-41eilominator''' or-the .

potenital yrhich the individnaitiliv=ibe..,oigani*ation -are_c apaw.e.
--,-.The-eirei.-_,Of-areative---litothia-tiVity,an-.-OrganiiatiOn':-,Oan reach
,I.depencts.,,npOn-htnii norms .ot-irteiribeiShiri, influence,, -feelitig_t; and_

iniliVidnat.diffekeridei. -get- r*oiked-Oul deal of -different. --'-,.. . _

'itidtiarp-o.klje-:cornbihed'iritol?ettei.--n w-- ideas iirhiOh-nO--Ohe- alone
,

-might-.._have-.00nsridered'. ..-,, HoV-'inuOh-..en rgy-,goes-intoaiigpifig_
ationt--wlichAdeat-,are; l'bettetli;'cir ." tig " =as -datiipikecilio energy,__,

-spept,on=develOping- nevi-ideas, ni-coin _inifig,.Old-ones ? Is
etiOiltzaperit,diagriotint,titua s in:ford 047:-_to--bring= out under-=
'hr_i#1._'js.044-1 Whenlii 6* it ed-,- IS,_-theie 4.1-i'ialue:in

:.- .._ ..
..0-z-Working."thetn- tliiougtikihoi. .,,p;, opgos. Oving,_;quitkly-

,.... .... .

to-..ialtini..:actiOtil" .1*4-iieii'itiekilaW. ''.1-,ti. 00±.--_

readt.ionS.afikideat 2 D"o:'therorms _of e"..: an_ itation- .

:snppOil'ydni-liaVing,iithe and'-Vi-afg=lo_Tgive' .11---.x'e ori S-.and,'
Ideati? '- .-.:-._ - , , 1N '-'-',,_ .

'The re,:ar_e...1-w.O:kiridg of >results whent aiirorgariiiatign_works.
these "five dimension_ s = =of its :growth. 'One-,concerns-;.the -iara.V=that ta-sk

_ are:- accomplished:. Tat ktl,nriat 6#41540116-&-egiOiently--or-iAeffi=
a _Shoddi:

manner. thefothei' kirict -..*:e-61114: of ihe
and

excited d AO---beit- There-thay be confusion and frstraton here
indrviduals _readily. e arerthe ,oitaaiiatiOr,5t spend`-their /energy In
opposing and-;r0siitirig-
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'CRITICAL'INCIDENTS IN
,
TRAINING: .

-Making shOrt-terin training_ institutes Meaniriiful, to participants
a-- difficultts adifficult task._ Typically., ittle is known about-= participant's

before the institute starts ,and i_ is difficult to--build; -in "feed-'
-back" loops of only 'a few hours duration-. Since many of the\actil,
Vifiet--in- an institute are based,_ pou Small :group Work, it is very
.important that all, quickly learn what types- of problems 'have been-

--'-' confront-a. - . _..
, . .. -,

Tits- expedite-this process, please. provide -d:etailed descriptions'
of events inwhich the- belfavitsr- described. represents _particularly 7

affecVVe or ifieffectiVe performance by'-one of your-Sraff-Metbers,
or yourself. The situation may be-a dyad-, S' grOnpi, or, a-coMmuhity.
This informatiOn;_will be, cided:"Iri _the various prObleta.Solvilik, pro= .

, ...
-cedUres during workshop-. -` .: - . -

,. 40.. -
On -the _faillowing _two-pages, . plea-Se prOVi& specific examples

of behavior which, yo4.-haVei'obtervad or have -beeri- involVecrih- and-, whiCh you feel, to -be`- good-- examples,,of -either .superior, :or _inferior- _

IperforMance-.. lea -'of.,your- examples- shOUl&-bA -'factual'__.description,
of -,an :event -whiCh: _

.. .- 0 - .

1. Yon_sobseiVed Or-were involved- in as a/Participant..
2. Ihyolyed-a-;partiguterly e Ve. or r ineffective -consequence.3. -ia a :aesi-anttitonse AidIT 7

a , . { ..1 . ,.- ,
I t is a particular. segment of 'behavior-, rather than an indivi-

dual,_ which ii..being described when one contributes an indident.
This distinOtion- is crucial The -foatiS -Must '6e Ofi-an- EVENT WhiCh
occurred and NOT on .ail. IndiO.duai judged to-be: particularly- out -,
Standing'. Limit your, dekriptIOns

"'
a those events- which "made a

differerice."- -

However the examplei need _not be highly dramatic. They can
n

focus -tipOn-sitdations- and events which occur frequently in "every
-day life." Alio_, --since "eVerr-day lite!" can-be very _cOnipleic, it
would not be unusual to find -example-a -of 'both__ effectiVe _and 'ineffect-
ive hehaVior reported- for-the-same individual. 7:";. 0

. -, ... 1
,..,:

Critical incident identifica5i'On and analysis is always relatedi

to- something, some dontekt in which library ,parsonnel is irivolVed.
Since libraries -do not exist -to ,live jobs. to librarians, -,the con-
text or -referrent will of necessity 3 incltide die. lieecl:s. and concerns
of rear people_ who live in communities, Work in groups, and .attempt
to grow continuously as individual:S. .-

. .



From _your ;experience-, ;thinky'of.= the,.inost._r "ecent _`situation'µin w'l -'
441hei-014-_6F.,expgrieileVOkithi0g:,th4r-iniftei607Siou-ii
Otiinding,-ke#041-i-;,9LefieCtiW044#40141pOrfbpiati6ii:

Otit

fr

f t e 2iricidez t. ,

{Briefly desc'ribe-relevant- aspects-

ow. experienced rare: `you; - :or :the:4person otieeKied
-_clegkee 1C, 'ye 60, eicte

`Exact -ty,:- 064 person observed
oq `the ifitiedeisery-)

_

s ;this ,beliaViot:;(ae0.onj-,,-pareiditietly.,!efiedf ;- -Vita
_

situation' f fee
1.4.1ce. thiar

-



INEFFECTIVE
fo, '

= . -i#40 ,Otit#1/ -eiet4
:*.1:0°'HC441

statiOrit:eitatil

A
4 \

,51fika iefly dea41.1;e4e1604,:asOc0 of
'the'.isoi*,-t4...44--0e-:04dcti-P.

'1100,000k01104401.44h!40rOok-ob-00-kYe4r. 0ig#OW,rears;,ete

tiOCtly--tatiat d.cj?'
oii the --a .0f the-liage' -4U-hides-eery-

_ii10-e'4 a '14 k-e-e-?*- est in °

:
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"

of
'rRE RELPING °RELATIONSHIP

,s-
i : IDifferent. naines-,Are".-osgclytti-. grate- 4:0-!.tielliing;.propetiktrasuch as

c plarkseling ,,,,t e ikch,in g :guiding i;-,,,_tr 1.fi'g i, -educating. They )012 i e t i'e Opnpn7. the fact; tiot ftiii:,he134:40Tsii:14 -411t 5A04.00iee' (804 therefore
,t,h0tig).' ,c11,..:10,01;14t14,',*1*3,:gv-l*-i_iiitl*14*d: 71N1*--tk'-'-'0*-, 04.ketiiii:P-#.
furthermore_. .0? :`.4 he _citl.t,e.q.1..04-,4z the change :iik:-.,,eh:±-0.40-isre:i. 0',kelii;-,wir:

'5he'i=tiiiisti .Ottip dicSfict OSei#1:.to,:hiiii,,, '",(4.-10-.i '41'.Atify, .1i14-, pe#:'O40.94,e;;"tt the, '
0'6401 ii ;. ;!?Oifiter 1141 S'elif.'=4,OnfiCle. efiOeI 'Sioditi!hiS: .behatriOr. or aoci46-00 4ettitc4:11-0),,, ,00-0-::90y,t0A-:gfoic -at-' the, helping -Sit Oat iiiii- it"- lo 'sleet Ch it .;,

lit-:the:-,iiblictiitiginaihntii; :', . .,

TeicetitiotiEs i*p4tiotie

eels

aloes

I

ProbYemS
:RelationshiptiOriiihiP,

The; "tielpiiig.'situation.is °dynamic;_ i.e., exIzeit
interaction
relationships: . .

,

the-4i 'fiatAilfeedi,ChiolOgid4 -011d`
feelings, and

_

The 41413;-:.110 0--,0§e'd 01:61.4.# t -004"-PaYa4010kOaD4
"feelings ;and: =a: set".: of vsioes:,.

,

430h 04,4 4344- ..ttio 0--0.10.4.:
needs"

Ap ri trying, to, :68.0-sfy.
it

-redeiyek: of
and of°-the ° °antire °" situation '(ex-

;pectancies;,-.:roles: 'standard's);

et. -the. ., -
,)1§ the ;problems,- .-and"-,of- the entire IOU (ex-
,PeO,tirkOie

, kt

/
J.



:ot ,±69"4-'

,
place in ret4k1-61,'

i.i;,'Aetiofi'''-Dt1:1-.T"
a.

TAliP

the -Ns

.the -two.

-
c-i;;#;_pro.

q
1;4

ei

km* 11°
k.01;et

;"-

interwoven.

; -s.;of: -n11?....

:ihe

point
ciividuatS' °host!.

.

'j*e:--:titti*,--in

:Thes.-hetp'et '1 heeciSi lialuei,4OcE.teelihg"Si,,.aii'd. *.'perception -of- .them '1./ 11 :As-ims--Perceptiolly.of' the, 'srtuation-A3. Turfing-_:the ,iitoKonc3-Eincl, the -reeejirer. °V;','hejisy'oofise .theihei'per_-Of'h'S'yei3Oei:1-Siii.!.OhjeOrtiiieS,iii.the iititetettiOrtihich.ta -es'-'preOe: ---tiOth-liert)ei and- ledeitiet Of,' ,-._
; . ir s, . , - , . , , ., e.,,,, . W,40.0 ,tliii'tei-,13-0!4'; i.e.. '1:#1.- 'eic4-, 4.4:i,:e-`t04606- :the; 'hej.piiig situation:..Except fO'*.--=conform-OontaiitiitS?:°*4,",hieOkiht.:.ei,if the- ifitetketiOO,..-it is_..._

-the,,:;iedeiver.:4:helpihoWeliet 'otio,---.0:44-"olis-,t4e ,qUest. I.Oir_.,of - whether- ill=
7-7--,..,46,--fi:141-:---01.Y.01--0;'0VON4O *Os F0;04',

. . ,

0 46444:- ':610'"htlii:irle'Si'lla -i-siiii- .as'`-above: suggests ttw-^t tirinilexiQ.,

".e.-not:-,:eaSy--t-,O,--gi4e-=',43.1i;_lt-O--.=,rilother.-lhdiVi:c10e3J-_liv:stio--0..way..that*il-the...,Stietigtheried. 4.h:46--:ing: 4: better joti:_cif handling:

i

han41 .-$6*-..i: '4:000'ter'-0q600'!*ii'"f'#"-010:hei. Piiol2, 'tt*As '0O t=f4,of-. ,./1401::kic* makes .Os'iikte,,aciiiite ,ii.46oxiyg -iith,,,64t ,tfOblei*- it we/ reolry,ktiolAIc :tefl4ct"xpon:the eitUStionS=_Ifr, ihidh:Ik-00 iiiotieci,retthet _0 helper or-:10,,the-"heiiihgz°4; we'. not to1-1..,-.-**0 lisiitesed,41th-,the-Magnitude; eh& .-i-orige- c&-,iiii--,:;bi,e-ine, -iftvol;iied,',in".. tiie 1 410. 0.frg siit'uati.on,,
.but :01:60:, ;.eaiAZe°,100`p,',6,.-cap;A:cei-ii, on learning as 6-,-helpi:qg-.'PlOt.qii ei--_:*434-13Ok.i-ed-eitriiiiiiiie).15,-4,6-,-,41ng:Oi We-iiiie:.'"_ \ '. : .; -

iiefle:Otf.oh-,1614 of-"-**4-1:-..i-0,-.,:a,bo'o,-,,,o's:thrat,ltialceS- it diffiotilt to
a 10 ,. tteceiveheipv-

.-..
- ,

It it.i."haf&_tO '-0-4jy. -0-41*,ot ,cii4d4410,-4,00ii. to ourselves.
.-It-,°,1Stsil$e*o_iy,4:6-#*-,:ifi.,-Si4talt.':thei*t_O;;;StiiiteOne ,elitie:_ 'the:0,
Ote,-Ooticetift,*MetiMeje,_°i4hithe$414.,,,esh -.$0).,,,ly-#Ust-the -Othe,petecini; liattiOillitiy-.1f; it is in awcirk.for .other .situation
WhiOh,..Mtelt,s0.f0.0i."--44._ Atoictiffig.;-..- -14,0',,,.*-,elp:o-_§e,,aft'aid:-of

.-14.414':*;',Ptii, iiil!qii thinks 'ef''Aiti.%
_..., .

1e: °,_nay have-atruggled so `hand= to Malce--OUtSeV;ieS lioe'poidott the-;0020t:st ,-440-4ncon iiit4#,=*seems-,to.
.0..r-Ve-40S-441-'

io4ed4Or;;SOISepite-,On- _and::We; 00_04 'klilisAifitt*O-4,,iii_ tejatiO#004,With- thehelping ;person.



r

le-

We- maybe looking for.. -sya,p_o thy- and siviiiitt:,_;'-attio than for` heti:.
in- .seeing ;Our -diffiCultST,MOre .Clparli,":. 440-Oopelylest.issy have to
charigeaa -:Well- ,as '-.OtherS-__1:n. the itoatiOn: When
X,o--liollifr ,64_,S-SOMe_Of-' the 'ways- i4e ,a---te, '6.00iril:)-00..ti,g-, to the.-probletii
i,10;ii10-5;-;=#0':410tOliaIlg: 'e641.V. Jill, -F1',Or,"cilil, :011:::*Oy', .6-0fi,.t.-in- 0- ve,ilitig_ ,,I,

some -O f' 'Pie sidess-. of ourselves. :w I ic i_ ,we , e av o A e ,oi : wished tcv

avoid ,thinkcng--ebbit li
1

We Inay fee ,-..our 'problem so-,onique-hat Alo-one could ;ever
-underiirariesit and -dirraiirity--not .,)I
NOwfthinjc. O'f'_01e-ifaCeaita141401:*ake,

:,.

Most o-us-=like to v
'ar'e competent. \and` ,404t:g1t-
role Stitig,,Whether ,o-ue-,Sdkride,'It'sapPeripriate:to-Vi
abilities-,,:tho:fearsi,,,othe:i.po*eers;pf, the person' we. are .trying

' .-- -lf -t efi,-*PerSon,-.We:--are:=c7tyl.rig..-t-o%.lielp- -,beldoMeS--'defensive--,we-may_ '
O:argOe-.'Or':preSSOre-liii4. 'ye,,f:e.gc,'gos-is-Olide:4-1.01-jito:i.

pr",its#c.---Oittk;htili,:i0eiOaSe-,:the.'-reSiiitane-:'. This:As-typiCal-
ifi,iiguiiiefiti. . ''' "i-- -- --';,,- ... . -.

-... .

'

Wye °may confuse' the ,relationship by;only._respond'ing° to`_on'd aspect
therc, -.-rOblem=4YrbVef-pitaing, /al/dieing,

recognition t;fiat-the-:peri3Onvheitia,-oiti:iselect.:Sradt, see his own'.

the,liOtehtiat the weakne Au; -04- the
014,~;:4"0'-v,44V4c001r-riel:0-q11 04S t* at :aanie,

h their
:

Ob-_
NOi* 10- SUCOSONt experiences= goe: :01ei-a,-gioto,._Sense of ;OdeqOady- to

1**-*poy-_:#6-014!0 on_ _-Oi-the con=
41:ct- issues e -strength0- .and-
the,.iiiieCeisitirt,eXpetiericeS":, --*:).,be'=fritit tut the:helping-1 itOatiori,.needer
=these

1

:/*Iiiiiiit*On that the helping situation a jaiit'exploration.

teOing: more then -.the :individua
,receiving '

;1?-5i ithehelf0-i4hid 1:35.4 eiciiiiite4--t-67:40aice -it -easier
__ -for Attie;iiid`ividual receiving =

helfp'ito
-talk.
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,Liatliatiliig _tictif .beve-1.0-pmetii:.. .,, . ..., ....

number
-,-----

Tell,lioniebocly-.',-;yoUrs_'_photie iiinaber and:: he will usually= repeat, it to.make.
,Aure. be__eariii it norrectly, 'HoWeveri .1,yoU make, ac- complicated= state-

'invent .iinat people Will. eicpreas-agreeinent or disagreement ,without trying
to insure -that- they are reSporidint-to-What,--YOU,Vintended. NOtt-people
Seern,to -aunale-that:What -they-Under-stand =from `,0-:Statergent- is What the

' At' ,neheri, .int,e0e0-.,' i
'HOw ,co you die 4 tto :aa.Ae ,Sure that you Un4eiStariranOther-,person'a'

:#0idea.S.',-infOralat-inn;--ni suggestions ,-O0- he -- intended -them? *HOW 'ao you '

'-knoW,-:th# '14-0-f-eTnaiiineanki0e, 0a-uo-to ',you,,,as- 4-..416,00.-tO, him? Of
:course, yniican,,get-6e other ;perSOn to inlarifY-iiie :reiti,ark.; hy iskingi
"'that da- yOOnean?"'_nr,-17.0):-..mi, more. ", ,By saying, ,." -400t tiodoit#
HoweVeri, after ..,he ae-,e'lablOreitect,,yoUietilli,fine tie- ,sit* , question.. "Am

,1 Underjitanding;:ilis'- =idea :..a0-:,1`1 intended it to he -undertiOnci.ii-''.. Your
feelingy:ni-dertaiiiEY: is no-ei.ildertecthdt you =di); in fa4 Understand..

4 f-,ypti-:6t0q.:-I.rir yotii,;m:in.-145.r.-_14hp-g, his -_COir.!--ey,STE91YOl 2 Oe
.

-Other can -beg:in.:to determine= whether- -his *0-sage, is oosog,...otough .,as,.

' ,tie-, intended:" thellfi' he= tiiiiii4, you raistinclerstOd'2111:'-caii-'slie*--AireetlY
to --Elle,,;SPenific ,tniSiin4eristanding-,"ynn,*re 'ref.7,00.10-. ,:Paraphrase, iai--,a.

. -term ,-,Ostict tor:-,anY-Ineantir, id-SliOWink- '0* otAr,-.Persori--What_liit, idea or
`suggestion-.;meana .in,yon. . " ''.,- _ 't-i, /- - 1_____

. -paraii.**,4tig,-, - then-,, tsa .4it, way -fit .revealing yOur OndersEencing_of
Elie--Otiier.'!pertOiVS:':oxipoot. 4k,,-ortrei* to -test ,yOur--tincleidEanding. An
additional 'Ii*netri.t= Of AOrOphkaiing 1.:1i= :tila-t `,i:E_ 1.4 i'-the other -know_ that-

-YOU; -are: -interested -`in. hitn. It -ia:'04cierine :,Ebat -yOn*do-iiiiiit -tiziiincler-
-.StancUi9hat..he-Oeans: If ` you can 0-0cisfy.-ttle-_othef that.

:'
,

.

yol.really %

-uniterstanl,:hiai,-POinEi'ihe 0111;prObably. 1etaniie.,Wilring,:tn-attetpt[to-
nnaerStand 'O.views:. .. . .

.
A I,

' '

Pat- phrasing inatternp.t_ing tor-bridge-the; interpersonal
g4: ai litibteaSe0-the a-ccuracy --OE CotratUniarici--thUs.-the t-degree
of aiutUal,nr..Sharect---UnderSE4nciiiigi .74e :eat of 'paraphrasing itself' eon.,
Sri .feeling- -your, ,j.tteigit in the opheti your Oriee iii- tO .E10 :hoW'-he :

"!j*"440:-,' ,-- -

. .
. :,

-People- sometimes -think of -paraphrasing _as -;rvirely-,'OUcEing the _other
pets-on,'4.,ideasAns;anO er--away... 'They-;try- 'tn-i.aajr_-,the -Spare, thing with.

1 different words. _Su h- word-;sWoPpinialeY--_rtierelk.rettitt in--the illusionil ,,, i , -- -J- - _ ,, -_ _=
-afiiiiiiilaCtindi-SAnd Ilig:Witrtk0.1011,0Wing exanpley ..__ .

--:.

Sarah::- Ji -Shriuld,,::,n0er ha'iO:rbenoliii-re librarian.
_ ., .... , .. .... , ,_ .
Itedi -You-rileari -1-ibrIfianthip taii't thright job for .him ?- .

Sarah: ,Ekentlyl: Librarianship
-

-is. not the--,_qgt,), -.IOW for--,Jim. - ''' :

. . . "N
Z

,
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:V- I. .

1 .. ..

:Instead = -of, trying to _-reWOrd,-Satah' s istatemept,,Ft6(1 might have asked'
-himaelf-, !'What -Dode -Serahli statement.-Meari .to-'tse?" ,Iti,that case the
intetclinge, inighc, _have' tot:fide& like-that/ ..

,

, -
.

. 'i , -

--. Sarah:_. diti- shciUld-neVee,haile:b1 ecome.if-libratian..,.
Fred:- -You-Mean he is toar,ha, ,On, the ipatiOner - Maybe

. -eVen-Jctuel?'
%Satah:-. h one, I meant that . e has such-_expentiVe--taniet

that,-he oan".t_ _,e'Ver,'eern! enough, et_,i librarian.
E red:- :Oh,, I see. lou,_thinke Shoilt-haie gohe into a_

field :that vorid.
tie

--intured _hiin,'a-,highet - -,

-Standard of liVing--...,,-:-

Sarah txaCtly. 17:- libiariafithh; is _not the: _right jOh-Ior Jim:
^ -- .,...'. ,

tffective piiraphtesint_is-;note-4tr, verbal -tiAnick., It
'comes- ftem,,an. ettitnde i tv.detitetO knol-whet: thc hthe s._ -And- to-
Satis thia-_desite

,

nmMent , had',1or you so_

thae-the-.Cther,--cai,-Chenk Whether- It_ -ma tchet the-Meaning =he, intendedr_to
.convey._ If` the othetie stateinent was :general,, iit -may 'convey something_

7.Specific, to you:

LattY:1" *thik, is a ,I.refj::080.teicibook.-
You 'Do: -you :mean _it-_,hes_ _too -Many- inacCiire'Ciett-

the e.a. acni: ta t -htit_-the--boe*comet_ apatt,
too .

.1_.

Possibly -the_ other'-s -COMment---enggeSts- to=

Laura:' 'This -text:/has- Eoo--manr,OmilasiOnti-ivie-.,s.houldn't
adapt_ .ii; ,- .

'Yon:, you--Mean, loir -exaniple,-; -that- 1 t-contVnaTinOthing-
. . 'about -' the;NettOle-tole-oin 'the development of

America? ' " .-Lents:- 8,, that '_s; -one miaMple., it. _a leo lacks any-- die-,_-.---
. tustion, of the, development of.;-,the-arts,--in.-

--7Ain!4.47 .. 1 144-

.

If- the -Speaker' ii-cciinatint -wet_ v_ery- specifiC, it may 'Convey- '8
,mote_ general: -ides,',to 'you:- ,

_____

. .11

JR ,plf. :b6,,Yoii,,_haVe. 25 perici4 I- can :borrow. for-:mY: - group ? -*if: Do you jnst)Willit ,- something for their to :write- with?
I Iiiii.re-13bout- .15,-ball- Point pens =and-10_-ot:11 .

- ienciie.-,
Ralph:; Anything.,thet, will write==-will- do.
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_Sotattinies the* othe
_

idea,:_Wil-11,sUggeat its- -inverSe'-oi -opposite. _

. . .

,to. you:, _
o

.Stanley: =1" think, the Librarian'--a UniiinaCts sos,irresponsiblyii
, bedaU a'the AdministratiCn :has. ignored-theta-

...

ao long.
--Yol: - P-O'Iou-- ea_rl- that the 7.;,;, U.;-itould'.be lesi- militant .

. i now if Administrailtn.'had= consulted with -them

..)
-1 itrtbe _pas ?:\`, -_

, :- . ,,v
..

Stanley:- -Certainly. think the'-'1 U: is'bein& forced_ to
,

, more *Lim re deSperate measures.
. \ ,....

To-develop your.` ,skill in-,, und e r- Elipoing Other*, tit 4gf:?.ierit , ways -
o f Con.Yeyirig your- :interest in understanciiiig:_What -they-,itiean* ,rtiearing

!whek the other's ,statements Mean==to- you.- _F!_ind: gilt ,whaT7k7rd. of ,re-,-.,
-siipruie-are ;helpful -ways of paraphrasing for ,your- '-The, -nett =ime._ someone_
ii- OngiY-withy_k, or is criticizing; you, try, to, pOiaihras* _iritii you
_Can--derionitrate that youT-uncler's-tand.What -he is- trYinkr, to convey as he-
-intends -=it., What -effeat does 'fthia-lave--on-your _feelinia--anct -on his?

. i... .... .. -, ,
.

:terdebtual-Skili,taVirotbent:, .- : t
..._

. ..
To_ communicate" yOUr: 61,7hfelelings,:aca,ultate1 ro-to -understand= those

of-Othera, kPressione of .emotion.--Vke_siany-44ieretit _forms.
Feelings- in action,_ acid in-Words:
AnT -speAifte eicipreasioir14-,Tfeel-ingf.May-t ome -#0e-very difficult 'feelings._

=for example -,_ *ay. indicate that the person is feering.-pleatvi
But it _y- also indiCatethaille,-feeirs. -an:i.Oyed: or eabarrassed, .Ot-tineeasy,_

.

,' A-,kieci.f_o,feelit*-_-does:_not always; get exp*essed_'-in_the iame.,.-WaY_.,..1 -.'"

I

i'or example., AI -chi irdNC-feeling-ofe-taffeCtroi4cii -,-0--ii-iIbra#01;-ins? Lead-
. :hisk-t0;-=bluSh-A/h-bli7-sice,Stands-liear--hitat or, he-:- may-want to 'touch =her ast

--- .--- he Anitse*, to,:warth--,her as-- she, walks _Oundi,the- library-, -id- tell_ .her
i, ._

. ' !!_YoU,'re -nice," to ,bring.=:hi-S,'pet -turtle-,t& ShOW=-;her: `Different forms
1

4 ! V -exist- filt:the child; to ---express his-_kieurtig _cit -affection., :COmmunieation
1.- of feeling*: is often inaccurate or even -Misleading._ -What looks. like_ an ?

expressions of -anger, flor- example,_ may Often reinit from hurt feelings_ _ .

:Or 'fron,-.10r._ . -.. ,. _,
4.

.'"perception. --of 'What- ,another is feeling: is- -baSed- -on Many different
kinds of ififorMatiOn.- :When_ Soiriebody:SPeaka, :you -notice more than just
hit WOrda._ =Gestures', --1-joice, t, posture,. facial _exprestiOn--are -ralso
observed., In-- addition, -yoUraren4ara.of:-_tbe- immediate, situation, the- ,
context Of :the =interac r_iOh, 0.1. Whet'heT somebody is watching. You

take asatiaptionsrboitt how_rther.--Sitnation-influenCeayhat"the= other is-
leering 1Beyond: all of this you 'have expectations based on-your past

.., ekperiences. with=the-other.

MI
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;

,
.

.., .. , .. _ . .... -... . : . .- .,
Inferences al..4e M'ade 'from alt of this ,inforMati-on, Vords,_ notiVerbal .

'cueSEithe,sitnitiatial -context, -expecti4iont-of-the_-other.: -These in- t. --
keretiCer 'are Influenced- by your -own -Carkerit._emotionat state. What you
perceive the-other to be feeling-often, depends-,more_ aka:
:feeling. (afraid- ot orwishing -for-) -than UpOirthe.Otheri :prionts *lona-
or words-a_ `If- :ybu- -feel guilty abut :somet'hing-, -,yon, may perceive -Otheis: .

.41s--angry:-.with.,Sro:i. If :y64--are,fieling depressed- and di3ab4rated,-:,othera
may iter:ria-bes,exprittaing: disapProval'af; yOu. . ', .

**ComMunic at ing yo own. i e dings end; understancling -thciiIItothera.
is an extremely =dfIfit Andlit',;.if -:Y,otii_Wisn others -re:'respand, Nt,

to yOu atia --person;z.,yo inutt:he theei.unl_derStand''hoW :you-. feel. If yo*,
are -concerned -about the other as;:a-Aeraini,lAnd: about yotk -rel.a4oriship, ':'
-with- hira,_)iotrimust ,t0 to -iindeiStand-his; :reactioni:".-AltOOtigh
_we: visually try, to de-barii3e our IdeiseccUrar.0:37--.t0e:Of_teu do not.;try to
deicribe our-:feelingSclearlr, '-Feelings- get expressed- in- many-. differeht

-ways, :but-.-_we-doz:not_:Usually attempt -in="idetitify. the:feeling -ittelf.. f
-.- .. , -.., . -

Chie-iia'Y =to-'describe`-a _feeling, is 'ton reportWhaf-kincraf,ae_tion the
,feelltig_Urges.-yeti to-do., ''.-I: feel :like- linggingranci-,:hUggiwyou.!': 'in-i,:d._..
like- tb:s/ap-.Yon.." `III-1443h I -coUld'alk off and, leaVe-'ydii." :In- addition;.
Many _figures thapeetli 'iierVe--as -deadriPtiont. -of leelint. - *!I just .--

,=iwallowed,sbuiihe/ of epning-Anahine.:,' - .
_i. , -

# 0 ,

.', Ty_ to,-ltaki :clei3r- whar- feelingi you ere. eXPeriencing,,by- identif-ying,
them.- -The-Statement _tatiat-,refer:tor_11M, "we " -,_ or "my_'-',,_:iiii4,:'stie6i-f=t0ile. ,

kind ofr,feeling_-by .name-,- simile, -Eiotion-uttei_ _ot '-'other_-_figaire-"af :speech.
The following -exiiiip/48=-IndiCatesthe::relatian--:between_.ihese.-tWo-=kinds- at'.
eXpresaions:_ those--that,descirbe***_what the Speaker. .is. ifeeting;_ -and ,

those_sthat: do not. _- -Expressions-Hof- ,Oeling -W4iCh. describe_ the .apeSkerra-.
-emotional -state are morel predia -" less -Capable of Misinterpretation, _and',
thUlt_ Convey- More_ acturatety'w .ieelinge-are-effeCting_the: ripeaker. V,,

22
,

8

Ekkee Saint, feeling _I:deadribing, aii
emotional state }: -4.,

.

-feel- -enkarristed-.'":
"t_t :feel pleased. "
"I 10*V:414mi:wed:"

.'11- :feel
"I'm worried abbut
'!.,I-: teak -hutt: you

:-Exprelisink feeling (wixhbut
;detaribin

_ _ _

-;

BAIrtIlhlti4.7""4111

.

Suddenly 'beco ioing silent
.in the! Midst -of\a con--
vertation.

1-
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!" I en.i!fiy- -tier sense, pkbumor'."-
- "I respect -her---abilitika and

CnmtietenCe14 / . --,t,'-
'!4- love --her but i. feel I .shoutdig .

s ay.a so." 1
1
1- ,'".1.

4. 4 - _: \ --7'',-.-

"I -hurt ;too_ !lath toi-heir any
mo-re-.1l: i

"Il_feel angry -at. myself:". ,.
---" sin_-angry'fw-itli.'.you." .- .-.--,

.

"
_Because:, Tonal Stat-es_-_,eXpreas _theibseltes- simultaneously-,in words-,,in in paYcIta.Ogical- :Chang-es- .a."perSo-n= maY"ainVeyi-Coltradictory,

niegliages,raboUt. actions.,
or. (that!--he -it-angizy)_: The cfeakest

.-cOMMUni-cation_ occurs. when .the-apeaker,s- description-_-of . what he
CheiVand',. amplifies--what :ishii.og:coliveFiselby his

-actions and --Other honiierbal'ekPreaaicilib-- ofr feeling.

-The -aim :in- =describing your own-` feelings- Is- to.:starta_ -dialog that
will itsProVeYontl,reigtIenthisp..--With the,-.other. :Others- need to- know- hoW
lotf-feel if they ire to take- our feelingS-_into account. _pegatiVes-feelings _

are- _indiCat -eignatt''that _Somethioginay.--beloing _Wrong in a relationship-
wi.0t-itittOther person. =To _ignore- negative_ feelings- is like igniting a

-Warning Signat:'that: the-'two of you need
to theCk- tor-- Misunderstanding column-nice t ion /

After -diScUSSing.-how each of you:Seess-the,.sitUation- or your re-
latiOnehip,.-'ibu.,..may-_-411SCoVer that your feelings= res=ulted- froin_1148. per -

situation and of each:otheersnotives.- Your-feelings
Mir change. However,- -the Other-may. diadoVer, that his actions---are
itousin.-feelings=.in- you, feel_ings that others -- =night 8180 experience in
response *tó ;hie behavior. As a._retult , he= may Chatige.

.,

.

"She's- a wonderful
Aieraon

''shut; up11,1"

. .==.,,,

II

t

G

Describing. your- feelingt .should: not be an effort .-to .coerce the
-other, into--thanging so that you can, feel tirccimfortable. Rather you -
report your inner State as jUst 'one more --,pie*Ce- of'information that isneelsary,- if the two of you are to. underatand and improve your re-
-latron ship., ,

- . . ..:Ibu ,de4ribe what you perceive to be the other's.. inner state in
order. 'to Checkwhether you do- understand what* he feels: You test to see.

. -whether you .have decoded his expressions of feeli accurately. Young
--transfOrin his ,exigreasions of feeling into a tentative descrOtion of his4, eeling. A good;peraegtion check conVeyS this measage, " I Want to

understand your- feelings..- is, this the--way. you feel?" _
. _____----

-:'
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.-S. ,,, . .
-..,.,,,,, , A peTcePtifin.-theck destribec-Oe other s feelings. It :does not
).1 - express-- di4Oproirat xit appriiivi/: It flare*. 6OnyeYS,:.-"This is he*, I under-

stand yotirtfeelings: Am 1740suratel. For -example, the ifollow_ing de-
adrilitionz of feetingt.,may: ,be ute0;tOr a,perOption =Check:,...,.. , " .feelings;

,the--.4Spreitidir.YOV:ire_-7angry'with :ate: -Are-_yOti?"-
are -:-Yoxi_.to-angry -itith:ile?"- -This is -mind= -reading,

not -perCeption--checking.) ,

"PM .ti- that -you-teel_dii-apilointid -that nobody_ commented. _
.tight-

i;on:_yOur-enggestiOnr

-not aUre-iiheiher-yOur-'eXiireSaion.ineans."_that eiy --Comment-
iiiitated.-you-, or -confused; Yon.;"'
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Observational -kill.DeVeletnnent:

If.ych.1., and- --artOlfier iietraoit-are to discUas the way. to work together
or what is .tiiiiiiiehin&iit-cyOur retationahlyiTbbth of you .must be able to

. talk -abont What- each of you doeS..-that affects the -other. This- it' .not
easy' --tlost of 'US_ '_have -trotibledeaCribing: ahather!S behavior clearly
enough that he can -tindirst 047 iihai 'actions of "hit- we ,have iir.inind4-

IInstead_ of--de'sCribing the- other! "itier-iton"S -behavior, usually We-
digcUsi-hia, attitUded- hia-ifiotiVationa his -t.taitas':aticf ,personality -.
chaVacteristita.: '-pf-.ii or:, - statements are-store expressive of ,-thway .

ie,,feel.a bo-U t the -Cth, ers 4 actions than t .,are- o r i ve abouti hisis
behavior. . Yet_'Weinay':be-un_ atare_ok- our --feelings' at -the`ti: -

_
'SuitOte .?_,0-0 tell me that I. am. 11240'(a trait).: or. -that I don't. dare,

-__ i

111?04---i0ift-JOI4IlOr':.(iny_-.#0e-i.voeio-0)-. r -am. -not trying :to be rude) .130--
-tanite.,Ii feet that II,do ,Care-_-aliciitt-. your_ -iipinior-, r:d0W,t-= litiderstaha_
what len,,,are-trying-itO,Sayr. This CbminuniaatiOn-la- not -a -Shared ;under=

.., atatiding..- ./-
shared

..

. .

-Howe vei; ,if_-you-.0dint

/

out ,that_at- ,S eve rai t, ihes i n the .past ea

--

anntit I haVeinteriipted; yOu: and have Overridden, you before- _ '.d0 =Cduld
finish' Vhat :yo -W re- eiii g;. 1_ -race ive. a- c- learer plc t ure -o f . Wht actions

.-ofminevere-jaffeCtirig- yon. tehaViOr 'deSCriptiOn :means: report mg StieCi-
fici-.-4setiiabte ,actioria:-Of -orhets;-*ithot- placing --'a- 'value on t -etn a-e-
right:Or Wrong,_ =and--Withoitt,414ing areCUsatIbns or generalizations abbut
the--cither'S,,MOtiVel,- -a ttithdeS,N:'-dr!--periona lity 'traits..

Try- to let -dtherS_knoW- What liekayicir,--you, are '- responding .6- by
describing it clearly- and- ,s-16eCifiC 0 i4y--- enough- to that OtherS knOw what
you obierVed4 16:dothis-,, yoli:iiitat describe Vitibre'eVidence,t aCtiOnS

.
,ithatare -Oen.- te.,anYbody-'-ws observation For :practice, -Eli?' to_ begin. your

deseritition with "I :_ate- Olt: i-;" or "I_ ,tiOtited that..."- or "I heard .-
you sa-y-.:"- Remind yourielf that you are- `trying to deatiibe specific
actions, such as:,

yoette talked- More_ than others' on this- opt .
Several_ titnes..yon cut others ,off before they had, finished:"

NOT:: 'Jim, -you're toe, -rude!" which names a trait and
gives no evidence;

1

'NOT: "'JIM; you always want to hog the center .of .attentionli
which imphtes an undersirable motive or i tention./

a, /

f

'
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"Bob; you've takeiOthe. iiPPOSite of nearly -ekierything Harry
has suggested tedaY:":"..: ''. . . , ,

s . ,
,--. ...

NOT: "-Bob; _yob! re- jUSttrYing,,to -stiow,-"HarrY'-up."-
which is an aCcdsatiOn,,Of --undesirable isotivatifni.

'

mt. "BoWirifin're being attibbOrn:" Which it name- calling.
. ,. .

" .y .in,-before 0:niibect:."
,

NOT "Sail, yon:delliberatel'y t-L:let linith.t"., The
word' PdeliBerately" implies- that kOowitligi5i and,

-f . - --

11-Sr cut you ,off.,. anybody- can
Obketve-ia that be .did -cut: hefOre'yOni,had7finished;

_

, TO ,detrelOp.skil.-1 ahatj3ial..S94 ob--
terliation::9f--What You: must :force: yoqiiatf_to pay
attention -,to-,h014--inferendeS in -abeyance_.
As" {you` practice this _you; 0Y-4ind, that 'MailY---0,,F.Out conclusions, -abciti-
athere:*.e-1:ias0 obser*able _eiiidenCe than on :your -.own; feelings
of jealbtayi.,#,;fear'.- ccusations
that: atttiiii4te?.tin40#1.01hte--i-Oti:iiea tO-anOther-are::nsUally-t expressions_

the,,Ipeklier.a,-,5egoc00,-feeti-.4k---Ovotcy the- other descriptions
at 'all. 7theleilloWing-CaSe-MaY serve :de_ _an ,eicatilget. _

, .

afemberS- of grOup-_,had- told:''Hen that tie .was too
arrOgant._-',:Sak was -CcinfuSed- afid;;PUZeled:byi'thie-jUdgMent. He was
COlifneed,:=becauge*Ihe.4-i:ani:.i: icnow. What -to-d9. -about -.1.4 The-didn't
know =what 'he:=didn't -feet,
err ogant scornful the othere., In -fact; jle,.admitted: that he
really felt_nerli,o4:67.and :unsure` of hi-MS.61f: cOtrielentea
that ..Ben-elftii, laugha4,,ax0.40-ii$ aitai=BenMade,,E1,?cOn*erit that
seemed to have no =huMerolia tispetta- Ben: .had. heen_nnatiare
of Othera- .iiamediately::reCogoit:ed:' the t ;thit.'Wa a the behaidor
-that,- Slade them -perceiye ten as .looking-.-dOWiCon thetrand, -therefore,
'arrogant. -Vc

The-.-pattern, thus', was as folloWS. ,Wherr he= -made a stateMerit of .

which iviaa somewhat. Aintote:,,-san 'felt InSeettire: Ben's- feelings
of insecurity 'expresaa&itherriselves -in, an explosive laugh after
he made 'the,statement. The -other person .perceived ,Ben as laughing
at hit; The - ,otber -Perbon felt -,put down and.,humiliated., The other
,exprebeed his feeling- of huMiliation by calling, Bak -atiogant. ,Note
that .13n had no awareness -,of his min hehatrior- Which was _being
read, until, -Joe, accurately described What. Ben. was doing. Ben could
then see, that' his laugh was a way of attempting to cope with his
own feelings of insecurity.

-

t.

4

r.



poriart .ANALYSIS :
s

.. ..
. I.

,The --coMplekiqea- of ciefining-_.an operatignal,COrttext and detigtlingan effeCti.lie=-OalpatiOnare-trtajOr considerations.`- TWO strategies
`E# ,seeki4 .:solutions=_ to the types of Prciblems -ontlitked:444ally- areOrOpOSed as.-either- supportive. 'or 11lteinti.iMeeliS in -Order; tO -ce--riie ,th--rieedet inforMatidri.,andAeoutca -course of action,. These- -.areteing: .aial l...gion0 resources.t, and :?!context"` -analysis:,-aria ty sit .- .,.._ ..

ih* p r
vo

c et s-

-
-O f. , ,p e:rCe p_,,-

.

oal, -o-o n t-eitt ,-a ri, atY. ais., ,-

.

-- in- Which-, yc nv Will. _ _beparticltati4,1 shoitd;yieIdtWd- rYiet Of rOduct0-"one-44Oh:.relates
rdireetijr-to.raoliing pibble,Ms..it-voni-profeational ,environment,. andanother which ::#0yl:c1:ek--Y6ti:i4th.,s100.-s to -1;:,00iiiOyeit i#:,:seeking.,sol.u.-,tiOnt ;:fo*, .:14.00.:eins. = Specifically, When rhia.:e;iterCite!'isz-cOiapleted',_
yOu.,shoulii:',be-rehle.10'. .

-..,,

:§Y8tetiat'iCall.y:-060loy_.a.-prodetir to-Identify- those -factors_ .. , _. those
-in. tOui.71#0fesoi-ohat =activities-Oitiet-_-WhftiyiaaYilinhibit -rot-fact.;... _ ._ , ___litate attainment of iStieCified:-,objectiVet;-.t fieCtikigsr7,041:4, ,iOif,ti:41.-eid-f641:ytiO-:-iind 'brainstorming
.techniques--t4--determirie-,InfrokinatiOn,restinireitentr lori .*

- ... . , _ . L .7, . _ ,-deeitiein=itiaking;. - . -_ ,,. ....... . . .. .

-Desigrr-in--"ei.raluation:i4hioh_viii. iittrvide the _ne_cetitai,'
'infinforinatiOn- fOr_`-bOth forMatii.re'and=tutiMative7-ptirliti_sea.ormation-. .

= .. _ . ... .

When -yon-Iave= completed thit= ekereite you ihoiittrhaVe a Well de-.fined Olen. Of 'action- for 'one or more of your prograM-bbjectiyet. andan evaluation- plaii kot-,rasietiting,atiainment of. that. objeCtiVe;
r '

' AS _Eu-tieinber of the total -giesoti; yo_ti hoie an Opportnnity to
fOrde=_fiel4_4nalysit procedure end_ the, development' of anaction plan for -a, .preii;deterinitied--_iirobleit-.

_Spbseeneitt).-y-,.-intb__-pers-onadopt 'one of the following, -roles- in randomly formed,-triads:
CortanunicetOr (analysis);; Listener (clarifier) ;; Observer ,(exiaruator)-i

*. The task confronting- the kialyilit, is to define fr. problem- related-
!to the_.conCeit tindmr dtitCpssiOn. detcribes the OrObleit, -Why he be-Neves .it theft_resent status of Work--Ok-the,_problei -and-% re-.84pr-cis:or faCtors .17111.Ch may be employel in seeking _a resolution to theprOblem as well as factors which Will trhibit. effecting a solution to-the litoblem.-



+6

.. , - . . . i.The.. clarifier -.(listener) -` listens to..the, ianalysiati paraphrase
_ :Where. necessary- *a& ieliee ta. 'Cortia:Otis made by the-analyist .tb--bet,tOr

cr#,ify chem. _ite-00-ul.di3Oik.--pio iig',iii.i4tions :abode the-nieaning of
statements 'made by- ,,the;atial.-yi.St_.: -lie-,ineY,,, if appropriate* :add new
information -to' 'the' iaria lyeta. frii his .experiences.-

.

,_

tot.' One O -fprfOrniiiii: an. 4rialySia,.but rather,his tusk
to

.
inti.4*,;,Ehe .-analyti_ s Generally,

the,,clarifier:,SheOld' 'the

-Re*Ote,,wi:lat 1.ii-244§-.. Own
lialt,=the Ana iyi*e for confirmation -,,h0-:h4''heatci,--cottectly?
Ask the analy st4 fora illustrations =o "r examples -as- an

4-0114_t!.._ 4:
T'ai6k.--Cor=r0- definition of

jfote .the intereCtion;hetvieen.'.the 4fialyitt, .andi :the_ .clarifier and Specific. 0.004 to
.0 be rObSerii:ed:are,--tiatiOi.-nn-theoliaeryer -goide-_,,Sheets analysis,

:Anti ita:Critiiine of ite:_kiitohl.#1..7-atee,10...6**).0-Ite-i .the -members_-4;the
gtodp,010#0--'ke.ite"OE-Arict-repeat-Fthe.,prOd-eSS- O'n-:aikOther 'r,PrOhtenr..-areiti
critical incident,-.0 When.- the-'exercise eath-
partiCipent itiontd .haVe'',fonctionect ';f4±, hit; Town. critical

of ilf.a=;#6.jeei ohjeCtiyeii_ respectively.
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.

-istening,,4aranhrase 'Instructions :

A. The diatuasion' is -0 be- unstructured for about ,4.0nutes. except.-

that_ before the: listener rislionaste' the- Spealser,,he must first

pa aphrSt.e, Wh4 00i-words: andWithout notes; -what -has been
icf'by the speaker - (analyst)..

B.. If- the listener extendS the disaUSsiOn, -then. the Speaker, in *turn,
is obliged' -to ._paraOhra se:the ;reala it-S.., -Ekanip les 'Of OaraPhraafkig
4n4ndel . -III fieitic:yOu-Say:. c!;-,aild-"Did- yciii*:Mean.- to say..,-" If
hiSt,paraphiaSing iS'EhOU&t -to.,be 066-Curate, 'the speaker pr. the
obeerver ' 4. tree- _to' clear up eny mieunderetanding.'
-.

. C. Participant tA. -begine:.ei .speaker on-, 7trtie-'tOijic of his-614n objective:_

,patticiOant p._,--lill-begin_es, listener OdisPaitidlpaikt ,C as, observer.

b. After -about Seven MinUteS,Ot--diSCUssion,-haVe .the:obSerVer initiate
d,brief critique of the ,experience ':for 3. minutes. He. Should%iie

, his 'iothi:cni6tionst low did- -it -&v,...00- each

dise-400# -004'.406t40 "10*-'01_0-ie-00..W!*:0-#:_i414#640:-;gp314
diSCUStien for---k_a040*-using-'4,_Cle, 1-:=0-eatiOns-0-:th6:-06.4a44-

E. Aftr,:ciiScustiOg- Oid-, .09t1-6-40achpartitip,04' _would write
. down_-questions= -ogaiaihgctilo 0)4(00 just disOn4ect.

Oiese'40ektioripulay -be- -used, -tOteLso _they shoOld- be saved.

4 'F. The session recycles. with- _B' Su gi*Picet; c_ es .1iitenet,, and -A as

-obterVer,.: After: 7 aiintteS--Of ,discdtSiOn, -observer- ,gives-'reactions- and

a -401.#iii--.0ilirected- discussion using; Cycle 2::40stloils takei
ple0e followed -by -perticipanti-writing -dawn ,theit questions ,abotit
the- objective just diaduaSed:-

.

- - ,

.
G. The- session recycles a third'iite- with C as speaker, A- wi listener

and B. as observer. The debriefing- may be shortened to 4, to 5 minutes.
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OBSERVER.GliitE tObrier. ,the,arialWast .

YY

Is he "being clear?' .

"es he take time- to, larify?

t.

he -using words and terms' that are understood?
,.

IS--he 'being direct

Is hcchecking-

/,,
and -to -fhe° point?

see- what - the- .41ther4ersony 6--hear. .
, A

at:-nonverbal is:.-he
I/

Other Observations:

4

I

a

A"

. n A

1

4

.

V
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OBSERVER .GUIDE (Observe the clarifier)`:

t.

'

IS i iltteningt

What verbal, alir nontletbal,,clUes.do you observe?

,

Is he asking the anaiyist to repeat?

Ins- he aikIng..the,enelyiSt'tO

Is he.asking the anabrift to clarify?,
1

..,e " , .
s.

.'

.. la' he-repeating_iihat, -he -hear& to -see fl-he is getting
-it xliitht?: i

.

Does. he seem to Underitand?

Other Observations:

4 ,

.4!

a

.r

1,
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.- OBSERVER GUIDE (Observe interaction between analyist and:"clarifier):

.111.C1,1*.

NS.
)(iv

Are, they really following each other?

. Are they really liptening?
.

Are they-maintaining -the,:continuity- or jumping from
one -thing- to another?

What ',kind* -of_ nonverbal, 411.e3- are_ -be ing -Communicated?

re they .checking= foe-understanding?
,

_

Ate they - doing= the_ _Sob of clatifying_Ithe- Problem
statements as

Oilier Obser-Vationt:
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.
r CLARIFIER GUI E (Generally, the dlarifier should):

(1) Restate what he has heard in his own pords
(paraphrase).

f4. (2) Ask the analyst for confirmation: Has he :heard correct/Y?
r

(3) Ask' the analyst, for illustritions or examples as an

expansion .of. the analysis:

(4) When necessary, or appropriate., 4isk the analyst for a

definition of terms. Or -ase4 "What do you mean ?!'
5

PROCESSING GUIDE:

Cycle 1

1: -.Did you. find> that you had d_ ifficulty in listening during

the exercise? Explain.
=

2. Did- yoti have- difficulty

to say?
n getting across what you wanted

Cycle '2

3. What was- your experience iri formulating your thoughts
and listening at. the same;fime?.

a. Did you fOrget what you were going to say?

b. Did yogi not listen to others?

c. Did you rehearse your response?

v
r

Cycle 3

rr

-4. Did. the suinnt-r of.pretentation*by others affect your

listening ability? How?

5. Did you observe paraphrasing during the processing sessio

4 ,

a
r

O
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FOUR

*

TPE-iNTERPERSONAL GAP

.... , 1You cannot have''your own way all the tithe. Your beat intentions. Wp.l dmetiinei end 3ri disaster . At ,other times-, you will receive 'credit- for desirable Outcomes Y:64,:il-rdriit inteq. In,shOrtl, What you-
accoMpl ah is riot -alwaye-'WhatglYtin hoped. -

I

.
., . - I

I

.. The most basic and recurring-problem_ in social' Li.f.e 45 the, re-
-lition -bet*:_uen 'What you %e effect of your-.=actions o:i others.The key ter* we_,-riae attempting to make-sense of inter -ersonal. re-lations are interitiorts, adtionSikiand -effect. Iriterperson 1 tap.refersto-the degree ciflcori bgruerideetWeen s:one, person' iricentiO s: and= thei reffedt -prOdUced in,- effect it_ what was in errbded',.'.the 11'

has been--S`ridgect. tf the :effet:;:t is the :oppbsite. of wit= was
--tended; the gap ,has...,:-..!ecOme greater. .

Intentions _mean the :Wiihes,"Wat'itg, hopes-, desires, leers that'-
-give: rise` to -your acti.v4na do not -refer !tO.:underlying
motives - -Of -Which .are.,'unaWare;'Fot eka41e,,_pe_Ole, often .say-afterak.ad'tion has prOdt.:.eed',Solrierearitt, 1!That wasn'=t -Whit' I =meant. to -de;,"
ot;_ myes;_ -that tt look,,at tie- social
Ontdrithp:.-arid".dedide -Whether what we intended`,.
dari-KoMpare what-we---Wiahedr_Oriot to att.i,ng_ with the--.o_ uteoprei_after_me
have-ac red: and. _ de termine -Wheti-er -they- =match.

-Heie are some _exaples of interperapnaV intentions.:'

"I 'want -hitn--to--like.
- ,

"I want ?him' -to
'"I- want -hiin. to- realize- that- IknoW Siigieat deal abOut.'this ;aubjeet.-" .

_..

..

"I don';_t -want -het. to know that I 'at angry' With ter."
- . ..-"I dontt- Want to talk ;with him..'!

-."T -wish -he..-Woulrd-tell me -.what to do.:".
.r-1.

Interkions however may also be mixed:
.

."I %rant him to_ knOw I like- hiln; -but I don't want -
to' be embarraased;i"

% "I want -him to tell :me Lim doing a good- jOb; but I
don't'- want. -to A sk for 1E." ,"I would like him to know"-hoW -arjry it:inakes me, when , --------

.
. 1 -he does that; but I- don't want, to Jose; -his_friendship."--

Intentions are private and- are known ,directly -only to the one who
experiences-'thdin. I know my on intentions, but I- must infer yours,
You -know your own intentions; but -you- must infer mine. .

.

"-
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A

Effect refers to a person's inner resPonie to theActions of another.
We may describe another's effect by o;..ely stating what feelings are
aroused by !his actions. However, we are often unaware of our own feelings,
as feelings. -When'this happens our feelings influence how we see-another
person. We' label..filM or his actions in a way that expressesour feelings
even though we are unawake of them.

A's Actions Effect in 3

A lectures' ter B
Int errUpt s. B,4doe's
not.esporid- to B's
comments.-

B. feels hurt,
-/ut down, angry

'How B pay,-talk 'about
the effect of A't:Actions

Describing his feelings:
flWheri A'acts- like that I

r -feel itiferitir:ind i re-
sent 'feelirig:this way."

:.Expressing -hikfeelings by
A': "A is smug --and

'arrogant."
,

_Heie are sOme other eicamples -showing how -the seine effect may be
talked- about as -a -description __.of one's oWn feeling: by labeling the

.

other as an indirect -1...tay of ekpressing one's feeling...

E

--Describing feelings:

essin feelings
by labeling another:

Describing feelings:

-

EXPressing'fetj.ings
by labeling another:

e

' "What he did makes me feel angry
. with him." '

"Hs' s' self-centered. Jge wanted
, -

to °hurt me." 1 - '

"What .he just did makes me feel
closer and more friendly towards
him."

"He's certainly- a warm, under-

.

DeScribing;Teelings: . -. "When he.;.-acts: like that I feel
=i

embari44i4e*and-ill-at-ease."
5-.

-xpressing feelings ? , -

by labeling another: "He's crude and "disgusting."
,-

..,In contrast to interpersonal it and effects which are private,
actions are public and observable. They may be verbal (good morning!)

-or now-verbal/(looking "away when pasting another), brief (a touch- on the
shciulder)- or extended (taking a person out to dinner).-

standing person."

t.
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.

Interl.ersonal actions are communicative. They i
the sender td convey a Message, -Whether nor of it-is-
as :actions.thati,!the.reOlver-respondi to as messages,

-sender intended them that way. Hire is,a schematic s
personal gap:

chide attempts_by -

eceiVedi, as well

Whether 'Or not the

ary-of the inter-.

A's ,PRIVATE

INTENTIONS
PRIVATE'

EFFECTS
IN B-

The.ihterperSonal.gap_contains two Iransformations. Theses steps are
called coding,and decoding- operations. _A's actions are-coded expression
of his inner- state.' B'S inner response is _a-resUlt of the-way he deCodeSA's actions. 1UB,deaodia'A's-hehavior in-,:the-datt7-Waythat A- has eoded
it, A will. have produced -the effect -he Intended,

To_beApeCific, let's imagine_- that I fieL-WarkAnd friendly toward
you.- I pat you on _the =shoulder: The= pat is an :action -,code f6r My friendly
feeling. 'YoU-dteOde this;- however, as an act 6fOOndestenaidn. The ef-fect of my behavior, then; is-thatjou- feel PutdoWn, inferior,.and annoyed
With-me:;My-systemof coding dOes:not:matc4 your system of decoding.
The interjersonal-gap,- Consequently, it-difAiedItto'bridge. A morecomplete picture of the InterPettOnal:gap ma1I appear as,To11648:-

A's
Intentions

----Mgt be

inferred .

by Av

0,s
Actions

Public.

Observable
by anybody

1 ;System of ,SyStem of
encoding decoding,

Effect
on B

Priyate
known to
B -only

Must be
inferred
by A.

-_,You may not be aware of the wayA yOcode,yout intentions and decode
others' actions.. In fact, - you-may have been unaware that indeed you do.
One of the important

objectives--oany-Atudyof interpersonal relationsis to help you become aware of the silent assumptions that influence howyou code and decode. If you -are aware of Your own encoding-Operation,
you can'ccurately describe how you typically act when you feelangry,
affectionate,threatened, uneasy,'

N
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If you are-awate otyourOwn:tethod OfIdecodirig the behavior of 'others,
you-can*acOutotelydasCribe'the.kindaof distortions Or-MisreadingsOf..
others whiCh.You typi6ally-tAke. Some peopre,:for-iikample,'resprind-to-,
gestdria.oi affeCtiOnds0 they were :attempts to limit their- autonomy.

.

Some respond to-offett'to-help- as if they-werebeing,putdOWn. Some4 -

misread-enthusiatm as "anger. ,
.-;

beCause:difterentPeoplemseldifetentscodes, actions haVe'no-uniquepeople
and constant meaning, but are-.sUbstitUtable. The shows -that:
an action may express different intentions The'Site_intentiOn may givel
rise toiffetent actions: Different actions_mayPrOduce-the same effect4
Differentleffecti-niay-be-prodUced=by the same kind toi-Odtion.

I
The same_intention ma be ex tissed-b different - actions:

ActionsIntention

To'show Offection take them out to dinner.

0 buy them a gift.

4 show interest in what they say.

*don't interrupt them when-they
Ore-busy and preocOpidd.



Different_intentions Ma be ex ressed'b the same action:

Intentions

To put them ih our social deb

To sweeten ui,a busiheSs- dea

Torepay a social, obligation

To get closer to the other,

To impress the. other'

-//

The Same,,adaem.may4ead:to_different-effects:.

//

v
Action

take them ou *e _dinner.

ACtion-

Atake8 B/out to dinner

-Effects

B feels uneasy, thihks, "L wonder
What A'reallY wants,.of me?ft

10. B enjoys it, thinks, really
likes me."

10 -1 feels 'scornfUl; thinks; "A is
tryingto'imress me."

10 B:feelS' uncomfOrtable, ashamed;
thinks, "Ijlever did anything
like- "this. A."

Different actions maly..lead to the same effect:-

Actions Effect

A telli B he showed B's report
to top administration

A tells B he.has been doing
, an excellent job

A.asks,B for advice

A gives B a raise

O

B feels.proud, happy -- thinks,
"A ritognize4 my competence.

,a04 ability."

O
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8

It should -be obviOus -that whem.yoU, and 't :interact, each Of us views
his -own and the.-Other's -actions - in :a different frame- of '.reference. Each
of us, sees his own intention's'. But We=-aee the = other's -actions _in 'the
light of the effect: they have on us. -this the-PrifiCiple Of. Partial
informatiOn.', Each Paley to an interaction has different' and partial in-,.
forthatiOn. about the 'interPetafinat Bridging ihe,'.iitetTietionikl, gap
reqUirei- that each.- person, under-Stara-16V the- other sees the interaction.
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PERCEPTUAL ANALYSIS: DYAD AND GROUP.:

.

Any spoken statement can convey feelings-.. Eteni 'the factual report,
"It's three "Odlodk" can be said ;so -.that it(expresSea., anger or
lloWeVer, it iS-not'thewordsthat ConVey:thee_feelinis. ,The:statement
'may-be perceiVecl:aS,0 -.tactual report :or a:MOSSage-Ot:.anger or dis-
appointment-. This is deterMined 137the:.speak:eeitOiie, eniphaaia,.-ges!
tures, positure..arid- -exPressiOn. -Feelings are: conveyed-'by-i_

Ceiii4 antra- ''Get Conti"' -"Shut..41"'
.Questions-:....'"-IS --it..-safe-t-0-;driVe this 'fast-'?"`.
ACCUSations.."Ybu only .thiniz_aboUt yourielil"
Judgmenta..-:.."Youfre a- WdnderfUle,Vetson.". "YOU're, too bossy."

Notice, however, that ;although, -the. giciaiges/ Cowley Tong
feeling, not one--44 the statements _Say-Wha the .feelting_ 1.0.' . fact", -none
of the sentences-etie'n refers to_ _the speaker -or= -What 'he feel ng."../

contrast, the emotional state of the _Speaker' the content of
some _Sentences. Such Sentences will be :°Called:,"diSeripticina_ of feeling".
They 'convey feeling by taming or -identifying What/ the- -speaker. feeta.
ftr am- disappointed." "I ant furiCintly angry!!'- afraid- going this

. .fast! ". "I leel discouraged."

A description of feelings conveys inaxisiuM infortation 'about -what
you feel 'in -a' way that will :probably be leSS/gurtful "than commands,
questions, accusations; and -.Indgatents.. 'Thu's, when you want. to Coramu-
'nicate your feelings more. accurately you will cbe able to avoid using
commands, questions, accusations-or judgments. ,

The "following incident May serve aa / a case example for discussion
and analysis.' The articipant(s) is hoWever encouraged to, supply; ex-
amplet from his own experiende 'either:is ,critical" incidents or as -case.studies.

Jane hadn't .seen 'Tom Laird since they were, together at BrookWood-
School: When she found. that the Would be attending a- conference in
Tom' -s city she wrote to ask if she could -visit them.:. Tom'and 'tits -wife,
Marge,' whom Jane had- never met, invited her to stay- with. theM 'fort the
three days of the Conference.



-After '-dintier "the -first night -Jene-Ves -the qineilitio e uggested that
they ciean.up the dishes they -coUld Settle _dOvn,,,,for an evening-of
talk:, She Was feeling Vain and.-fr. tendlit ',both- Ofthete
ao grateful tor,theif- hospitality het she_ -vented't Se them' in -sane
iie5r. As ;Sheri:legs n cerrying-'the -dpihee to the ohe m6rfe-end- Tonlet Bret ed:- hot- -idien the-, eont .c leaning _Upthei`f begeri- to

obi n ..tatle t ,on-ly; allowing Marge 'it tid,Tdm: o'
helP litt /it tell `her ;store things

. . .
Ain._ they, ha d' -fin iehed- in the kitchen; Jane- c *Merit edi !there,

.,nom -tha:didn't teke_-long:end -,everithing 'e'_ ep ic-send _d Pen. "' 'Merge

..ieltpoiided'"It'ilifi --VerYhelPful. of -YOU' 'flienktYati-`"
- , .

Nlieri;Tcia: and ',Ve re -preParing, for -bed. later_ that, evening,
_Taiviiee4tertled: to hear,St-gor,6
I Itiat 'fee errt -_fiterid'

_YouY,neen_ jane?- lihat -,d id- -she, os:.'t hat Upset you- so?

-"The -vay, she took over She ' c eft I inlY -6= .pushy;- dem inat Jug
Person,- In- envie. irrta..my.hOlaef ar ;and.- then- the -mOnent-dinner
fe over_ niie the n10 ?;t ell that -She, -
think* ierY6gOodehOUSekeeper . -firet,t 'felt :inadequate
and 'then-/ .lieeiihoifie'enyitaY A, she to

t iihtvreepup?- -FA-ft ir -ill, aglieet :and d- think-She'd grate-.,:nil. tor, -our,- Putt

-'**) Jane_ 'tied ,,just rying',:tphe

",Well';' it -ika snit -helpftit It Ves-_hientlieting. It Is going -to
be hard- for me t,oA)e nice-to her -for three.deye."

JANE

Jane 's intention_:
, want them to

know 2 thei end
em; grateful °to 't hen ,."

Jane 's Inference
,, anent -the effect on

Merges '"She knows
als4rateful:

appreciates my ges-
ture."

Intent ion

Jane initiates and
organize kitchen
&leen-U.

Merge said:- "Thank
yotiC It was help-
ful 'Of you."

o

MAR GE

Effect on Marge:
"I. '00.1 inadequate.
I' resent her."

M arge't inference
-about -Jane '-and'4ane 's'
intentions. "She s
pushy._ She looks
dOvn, on MY housekeeping."

Me'rge's intent
"I don 't vent` her to'
kridi'v I feel inadequate
and that I resent her."
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Note the -gap between 'Jinet,ti-intention and 'Margels inference
about Zit#ie-a!-Iritention. -"they cio_ not match. In _fact, `;they. are al-
niost oppOsiees. Note. --also. the gap:hetWeen-rhe-,-effeat of Jane' s- action
0:marge and _Jane's_ :itiferince:-abOut the effect on Marge. Again they
,are-eitiost-toppp,site.

lieWeWe, within each person the 45ituatioh' is balanced. Jane's
.inte4ion is = congruent with the effect_ occurred in Marge.
Likewise, -the ',inferencel.it40_-makea: about Jane fit .with her feelings
ea= a result of ,,Tanele -action.

.

.

The,--action code that Jane used tO-.Conirey her friendly feelings
war Ediecicled'. .4iffe:ieatiy -4hy- did- riilig.=t0.1. Jane. -she.,
'had',beeir'helpft.:1 if, tea resented

.7

o

!'

4:
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PerceOtual AnilYais Instfuctions
.

The goal Of, thiar, wierCite. tw-help .you_ recognize when you are
'd es crihitig Your fee440.-eiici:-.When,:YOu 'are i'coriveYing- feelings., without
.deackihing-1-thear. Tto.hig,to describe whit you are -feeling 'is a hetp-
fut way' to 'become,mare--aware- :of What is .you- da -feel:. This exercise
does':not -deal With the,hotiVertia 1: ways we :conveY feelings; It foot:See
on the.-kinds of verti4-1.6*at:einOnts'.we''use-to,:Ootitatitiit ate .feelinga.

First: Exaini neettem: -1 on next page "Perceptual Item Analysis." In
the Set -.each sentence conveys feeling and:*each sentence

-.Oduld-,haveeen:sspOken.-bythe,.seiie' tiersciii ,ihe tsame-
, , _,situation. -EaOh-_se4ond,e,, hOWeVer, beeither of two

different -*eye. of=- communicating feelings by-wo*.oi.

Second: -Place =a DlefOre,the =sentence'. that_ -ebilVeyt feeling 12y;
describing the'apeaker!a- . '

.

Place= = 'before- the -,aentence-that -conveys--,feeling but
does flot, delOribe what it- is

Third: Compare -your responses to Item 1 With thoSe of the other
members-of, your triad. . Distuss the reasons for any
differences:

fliurth: TI#n team key pages titled. "Perceptual Analysis Re;.
spOnse."

Kexi: : ExaMine Item i .and re4'at he process described. above.
Then iiontintle this process in- tUrO,,for each item

\until you .have completed all ten items..
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Perceptual Item -Analysis:

Item 3.

46

'Shut up! hot anot, et -void _out_ of you!
. I'm-reallyannoyed what you-justsaid.

a. -Can't you_see-Ilm:busyl Don't y-On=haWe eyes?
b. .-f,m_beginning 'to' rebefit your-fteqUent.Anterrtiptions.
c. Yod,:haVe no-OonSideration-for-anYbodyki feelings.'

You're

OeelAiSiouiagedibedause of some things th4
happened =today._

b. -Thie'hislbeen.an:aWfdi-da.

0.#
'-

,004

Item 4. 4. YOulte.-onderfuLperson.
reS/iect_yoUtoPinion...YoU're so

Item. 5. (L) -a. 1-, ieelcoMfortible'and. free to befiyeeIf- when
I'meraundiyOU.

( ) b. We-all.feel yon'te _a wonderful perbon.
'd4 Everybody-likes-you/

Item 6. ( ) a.

(_), b.(-)c.
Ifthings-don't "improve around here, I'll look

for -a new ,fob: .
Did- Sou ever-shear..of such a lousy place to work?
I'm afraid to admii that I need' help with my, work.

Item a. This is a very poor exercise.
b. I feel this isa very poor exercise.

Item 8. (____)
(____)

Rea; 9. (____)

Item 10. ( )

a. I feel inadequate to contribute_anything to this group.
b. 1'am inadequate to contribute anything in this group..

al I am a failure - I'll never-amount to anything.
b. That teacher is awful - he #idn't teach me anything.
c. I'm depressed becadse did-so poorly on that test..

I feel lonely and isolated in my group.
For all the attention anybody pays to:What I say
I might as well not 'be in My grOUp.
I feel- that nobody-in my group 'cares whether I'm
there or not.

a.

13.

c.
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Perceptual' Analysis =-Response:

Item a...No. -Commands ,sucti as these 'convey strong emotion hilt' do
not -name what feeling prompted- them. .

b...D. Speaker- says he. 'feels- annoyed;

Item'. 2: a...No. Questions express, strong- :feeling. without naming. it:
Speaker days' he -feels resentment.

C....No. Accusations convey strong negatiAie Because
the feelings, 'are: not nadied.2we do -riot know: whether the accusations
stemmed, ifroin anger, ditapp_Ointrnetit, hurt, or-what.

Item 3 a-:. ;D.. , Speaker .says helfeels -diaCouraged: .-

b...No! The.Statement .aPears:t4-describeWhat 'k ird! of day, it
was-. In--fact, it eXpreaieS :_the:4Speakee,a,.negatiVe feelings

without saying--whether -he tee*dapkesse0;/annoye44 _lonely,
-*sill-ate-4, -rejected), 'or;,What; . - , \

. .
.

Item 4': .. aa...No. Thia -value7judgraent--reveals' poditiie, feelings_about
-

'the- -other --but cibes:nOt deicri$e.-1What -they are -Mies,. the

speaker like--the: ,cither-, respect -hi*, -enjoY hits, admire hi
leixe- hi-in , -- cik What? -

..

b.:.1).. The speaker deS'Otibei: hii positive feeling as respect.

Item 5:- El'ii.b. A Clear' deseription -of how the speaker feels, when
with.-the other.,

b...ko. :Firdt, the- speaker` does -not speak for himself but
hided -behind -thephiase, "We feel": SeCond,"You'-ra a 44_,onderful
Person" is a =value- judgment. and: cot a ,feeling! name.
c..- .No,.-- The itaterient, does nape, a feeling (likes), but the
speaker ',aittibutes_ it to everybody, and -does- not make clear that
the fee ing is within- hid-:- A description of feeling must contain
'"I",_ !'m "; "my"; -or "mine" to make. clear -that the feelings
are -the peaker's own, and are- within him.
Does. it seem more affectionate for --a .?erson to tell you, "I
like: ou." or "Everybody likes you"?

/
Item 6: a...No. Conveys negatiVe feelings by talking about the con-

dition of th;ingaih._ehis organization. Does not say what the
speaker's inner _skate isi-

, 0

b...NO. A question- expresses a negative value - judgment about
the -organization. -It does not describe what the speaker_ is feeling.
"c...D. A.,crear -dettription of how the speaker feels in relation
to his job; ,lie feels afraid'.

Expressions a and b .are ,criticisms of the organization that could' come from
the.kind, of fear described in c:

Negative criticisms and value-judgments often sound like expressions of
'anger. In -fact, negative value - judgments and accusations often are the
result of the speaker's fear, .hurt feelings, disappointment, or loneliness.
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Item 7: a....-No. A negative valUe-judgment conveys .negative feelings

but -does not say what kind they are.
.

b:..No. ''Al,though the -speaker -begins by,_ saying,. "-I feel..,"

he 'does not name- what he 16, feeling. 'Inktead''he ;nakes a neg-

atil:re--valhe-Judgnient. Note -that ,merely ticking the words

feel" -6n- the-ft-oar of -a =statement _dcies .not- make it a descrip-,

tion -of -feeling. People often say feel" when they mean

*I -think" Or:"IT believe" Por -example, "I, feel the Yankees

will win." "I feel- -fon don't like. me-.

Mary _persons say they are unaware-..-of-what they ;feel; or say

-they don't have any feelings-06W...
-however' they do :State, value -judgments Without' recognizing that

this is the Way ,their pOSitive -ar..negative fee-lingS get expressed.

The speaker could haVe said that =he felt confused or frUstrated

or annoyed. He WoUlid; then have been..desCribing his= feelings

iithOut eValuating: the eicercise.itself.

Many arguments, could, be avoided-- if -we -.Were -careful- _to -cleScribe

our feelings- instead-_Of expresaing, theta though-= value- ,judgments.

Pot example, if _Joe,- says the -exercise is _poor -and- -.Fred 'Says it

is -good,, they- -may- argue -about *whitIr it l!really' is. - However,

if Joe .SayS.,he was fitiatrated- by the exercise and Fred. -says. he

was interested' and -Stimulated .by it,, no arguments=_should

-Each -person's-2feelings -are, What- -they are. Of course, discussing

what it -nieans that gear -feels as_ he does may provide-.helpful-

information about. each person and. about the exercise itself.

e
Item 8: Speaker- tas: he 'feels inadequate. - ..

Careful!, This sounds 'Much the sage as the previous
statement. However,, it -Saya` that .the _speaker actually is

inadequate, net that he -just currently feels -this way. The
-A,

speaker- has evaluated -himself. He- has- passed a negative value

judgment -on himself, -and, has :labeled himself as inadequate.

This- Subtle -difference- was introduced because many people con-
,

fuse feeling -and -being. A person may feel- inadeqUate .to, eon,-

.7tfihute in a -grciup and yet make -helpful- _contributions. Likewite,

he 'May feel 'adequate -and .yet -perform-Very inadequately. A person

may- feel hopelesi abcfut a situation that turns out not to be

hopeless.

One sign. of emotional.matUrity. is -that a person does not confuse

what he feels .with the nature of the situation,-around him.. Such

perion knoWs he can perform adequately even though he feel's
inadequate -to the 'task. He clOeS' not let hiS feelings keep him
froin doing 'his best because- he -knc:Ms -the differende between

feelings and = performance: Crtie two" do not- always match.
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Item The speaker-has evaluated.-himself.He hat,pased4
pegativjudkment on himself, and labeled himself a failure.

b...No. Instead' df'labeling himself a failure the speaker
blames 'the teaChee. This is another. valUe-judgment'and not.
a description of-feelings. '

e...D. The speaker.says'he feels depiessed.
Statements a and lc illustratethe-impoitant difference between
passing judgment on oneself and-describing-one's feelings.

Feelings can andAo.change.- To-say that I am row depreOed
does_not imply that I w411 or must feel =the same. Hoviver,
If I label myself- i%failuie, if iItru):y thinkk-Of-olyself-as

a failUrd I Wili'increase,-the -Probability thatI will'act like
a failuie:

3
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Onef.Woman stated`- this- important insight for-herself in this

I have'alWayi-thodght-i-was!a-thy_petiOn. Many new
things I reiiij,,i4obld-haveiiked_to-do I aVdided.. I'd' tell

imyseff-I-wat,tod-thy, MOO-I have-discovered that I am not shy
althodgh at times I feel-thy."'

Manyok\us avoid trying:new things and thus learnink'when we
label ourselves.: artittio."' -"I'm not creative." :

.

"I'mnbitsarttCulate." can't- speak gioups." 'If' we re-
cognize-what our feeling_is-beneath.auch-statements, we would
be more willing to risk doing thingh we-are somewhatfearfula.

Item10:. c..D. The speaker says he feels lonely and isolated.

b...No. Conveys negative_ eelings but does not say-whether he
fedis angry, lonely,.-aisippointed, hort,'or what.

. ,

c...No. Instead -of "r4fi'eifisthe'speaker should have said, "I

believe " -.. The last part Of the statement really tells what
the, speaker believes others feel about him and not what he feels.

Expressions c and arelate to each other as kollows: "Because
I'believe that nobody in my group cares whether I am there'or
not, feel lonely and isolated."

I



''-
50 DOr.

No

DESCRIBING- EMOTIONS 'INSTRUCTIONS

Goals:

I), to assess participant :skills_ iri descr,ibing,_feelings.
2) to aid. participants ,to- diffiiiiitlaiea-c'O'ufaTeTrbe?.ween -various

expressed feelings and - know -when they are desc.ibing, feelingi- and
-when they are _conveying feelings without -4,estribing=them.

Materials
A

"The Helping Relationship" .
Specific Instructions:-

ACTIVITY

Allow about 10 minutes -for
these discussions -end allow
uestions at conclusion.

SUGGESTED` -NARRAT ION

"To :helpyoU;Aeifelop-your -Skill
L

have- an-sOpportunity= to--try- ink!
your lizi_dOcriblOg:40/ing,,t;

.e4pretsed ve-rhaily*O9ghliw
following exercise''" ,

...-

Uolv_Wa,will_atteinpf to apply the ,
information. Please jet into.
groUPstof six. ""

"Think back duriiiir this institute.
Each persok't win -then describe
in ttirn'to your group when-you
exhibited .eMotiOnal- behaviors
similar to -those. ydu -h.alire' examined
and _what they were."

-
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DESCRIBING BEAAVIOR INSTRUCTIONS,.

7- Goals:

1) to assess parAicipant deCribing behavior
2) t enable participants to differentiate between actual _behavioral

descriptions and inferences, evaluative statements, etc.

Materials :

"The EolDing Relationship".

Groin size: -Variable,

InstructiOns:

,.

ACTIVITY SUGGESTED NARRATION

"Ta help find- out-your-SkilLin.des-
cribing behavior` We hav a quick role-
play situaticn arranged. Please Write
statements in list form during-thes-
-rolefplay.wAickdescribe what is
happening. Make whatever statements'
seem appropriate to you."

Role Play 1 - two staff_members
role play an appropriate conflict 4
'sit=ation - relevant t6 participant
-interests-- that allows opportunity
for a number of d4fferences of
opinion, inferences, etc. to emerge.
(Allow about" 5 minutes.)

o

Have 'participants analyze statements
in their notes from role play.1 on a
sheet, of paper" under the following

heading--behavicir description,
inferencje, evaluative statements,
etc. (al3.ow.about.10 minutes).

Told Play 2 - have two staff members
role play another conflict situation.
Once again haVe participants take
notes,which descrIpeNtat is happening.
Contrast these notes with those of
role play 1 and discuss .as desirable.

1,
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SELF AWARENESS EXERCISES

AWARENESS OF EXTERNAL STIMULI; AWARENESS OF PRESENT FEELING: Stand with
your-eyes closed, be aware of sounds, smells, sense of others. nearby,

--floor tinder feet. .Walk around the room and try to be aware of sensory,
perceptions. Stop:-- what emotion are you experiencing right now? Can
you put a name to it? Tell it to someone? -Did .you makeItFiore pasi-
tive when you communicated it ?' , .

..., d .0
WILLINGNESS X0 REVEAL ONE'S SELF: Choose a partner. Tell him about
yourselqtot in terms of facts; but in terms of how you see yourself
and how you operate. Describe your loneliness moment. Tell him-some-
thing you are ashamed of. Tell him something about himself or about
how you see him.*

Did you, tell him the truth? How much did .you, hold back for the sake of
"politeness"? How much did -you hold back for fear he ,wouldn't like you?

'HOW MUCH SPACE -TO YOU 'NEED: Break,into a group.. Mill sound with your
eyes closed:- Nola-find yourself a position. that is comfortable for you.
Re-ach out-With your hands.and see how far you are from the next person.
Move around until you sense that you are Close enough or removed enough
to be comfortable. Open your, eyes. Would yOU like to move your 'position?

BASIC TRUST: Form a circle. I:limAine the person'on your right. Do you
trUsf hATZ Woula.you'loan 'him money? Would you trust him'with your
safetY7?:(rell him so,_,r not). Do falling backwards exercise-.

AUTHORITARIAN COMPLIANCE: Make an assignment to ii.oup members that each
person hold his left,earlobe with his,right hand. Do not instruotthem
to let go until someone protests:

GAMES PEOPLE PLAY: *Discust..individual ways- of .turning others off and0
turning them on. Have each member name the most effective-game he plays.

PHYSICAL PERCEPTIONS :` Have one member.stay in the center of the group-
with\flis eyes'closed. Choose one member froM the circlb to go in and
shake his hand. HaVe center member respond to the impressions froth the
handshake.

Have members go around circle and tell the person on his right wilt
perception he hasfrom the other's posture.

How OTHERS PERCEIVE US: Have four People in each group. Each one is
presented with .$10,000 and two months vacation. Have the others tell
him what they imagine he would do/with the money and time. No response
from designated member. At end of exercise talk about whether others
perceived YLII as you perceive yourself.

A
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-GROUP ON GROUP: One member observes the behavior of one group member.
Form one group and observer recounts his perceptions of the member he
observed. Reverse procedure but this'time with.a task to chobse a
leader of the group.

.

PERCEPTION OF OTHERS: Choose a partner. One tries-to,coffimunicate a

feeling with his facial expression: Other tries to tell hew he perceives
the communication. Reverse.

FEELINGS ABOUT TOUCH: Milling around. pick a partner and

Closed try to have "a conversation with your hands. Have a
up. Now touch' his face And see if your feelings about him
this make you feel as through you know him Vetter? Do you.
'sensible exercise?

With eyes
fight. Make.

change. Doet
think this'is

HONESTY: Pick' a-partner. Zell him something that you are itlost afraid
.

.

of. Tell him some.secret about youtAeiL

iTell him something' about himself. Ask him a persOnal question, Something,
that you have wondered about: Did you. tell the truth? Why net?

< %

N\NNCOUNSELING' LEADS

I've lost one job after,another: The last one Was,my big chance and
I muffed it again. never,haVe,tnother 'chance like that one.

I grew 'up in a Jewish ueighborhooaNand I\know how those peopleare=
money hungry, pushy, loud: -I d gladly see'them alPinAa gas chamber.

Now that I'm crippled I'll never get rerried.

It seems 'that everything I d
plerse them. My parents never did ove me.

d was wrong. .Nothing I could do would

Did you ever
and dirty,-and if
where he doesn't b

notice that'you can't depend on blacks? They're lazy
one moved into my neighborhood he'd be sorry he pushed
elong.

I couldn't stop myself. I knew I'd be\sorry but when the boss told
me to go to hell I smashed him.

------Theother fellows found out I was gay. I\oould feel them looking
at me as if I were some kind of freak. I can't"go through that again.
I'm afraid to take another job. \

I get up in the morning and I dread facing another day. Each day
is so empty. Life doesn't seem worth the effort.

M
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I'kept hoping the invitation would come but when it, did I got all
tight inside.. I wanted to go to the,party, but then I changed my mind.
I wishedall evening I 'hadn't been invited.

The teacher never yells at me or even looks at me, but I get a
Stomach ache every time I go'into her class.

1

Silence.

I don't know 'where to begin.

I don't have any 'friends: I try to make friends with other people
but they/re nice tome and then they-turn away. I'm just riot like other
people.'

//Now they're. talking abOut a minimum incomeYou get 'paid for doing
nothing,-for being useless. If thoSe people, would do an honest day's
Work theyJd get paid:for it like everybody el6e.. WhyShould we give

/.'
soie people a- free ride.-

It was a-day like every other. day except that it was different.
-just knew I couldn't go on--no ,job,. no one who cares about me; nothing
to look forward tO. 'That's when decided to end it all.

' 'He keeps telling me he loves me but I start to wonder about it as
soon as hp .leaves for work. And, it .gets worse as theday goes on. I

keep wondering if he is really at the office.or if he has someone else.
By the time he gets home I'm so depressed-and irritable, If I try to,
ask hinkanyihinge.gets mad and storms out.

My boss asked me to staY'lata again last night. I really didn't
mind it.

It's always 'Brian this and Brian that!' I'd like to never hear his
name again. Even if he ,is my brother, I wish he were. dead.

I was in prison. I stole a,car.

I kneWt was wrong to throw that rock through the window.

The other counselor didn't spend so much time with me. I feel as
though I can tell you anything.

,

_

The other counselor-said my boss must have a serious problem to
make him act like he does..

What do you think I should do.
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FIVE

PROBLEM IDENTIFICATION AND SOLUTION

An analysis of the _field 'of forcekaffecting organizAtion problems
will help in mtking issues more concrete, help determine most appro-
priate goela add sub-goals, and will produce. cluee about required skills
missing or needing' improvement., Such' diagnoses should help to make. action
more product ive toward the solution of skills problems in organizations.

Proceeding toward problem reSolutibn without diagnosis of a field of
fortes May' lead to unnecessary trial error. It May also alleviate
symptons while the problem remains and any movement ,toward goals stays .

block*. er,

,
The iMportatice of identifying,ind analyzing a field of .forces lies in

itswide applidebllity. Force field analysis may be applied over and over.
For -example; applying the tools Of force, field analysis ter the problem, of
learning a new skill is an important aspect of the inservice instructional
system.

In prob).em situations fl typical response is to jump directly from the
problem, situation to considering a plan of action. The reel prodl m in
this case is that several steps in the problem-solving process are left out.

Problem Ident ificat ion:.:

A problem is a falling short of an ideal state. It is a block to the
achievemebt of 84300:. Problem identification and problem solving is in-,
tegrally connected to goal and goal achievement. For example:

The horizontal 'line
represents movement
toward the goal

The vertical line represents the present con-
dition, a problem, a barrier to movement
toward the goal.

In the development of organiistional patterns, solving problems so they
stay solved requires that the Problem statement be as concrete 3s possible
and satisfy the following criteris:

1. Who is causing the organization problem?

'2. Who is affected by the 'problem of the organization?

3. What, skills must be used in order for the problem to
be solved?

13. What is the nature of the problem?

a. Self: Conflict about values, attitudes;
lack of skills; inability to ex-, press feelings; a different percept ion.



b. Other: Lack of understanding; not willing.to
Use his resources; lack of slrinls:
conflict about values, attitudes.

c. Organization: Lack of camnunication channe.16;, laCk
of scheduled time and resources; lack
of clarity sba# membership roles and
norms; power conflicts in dectiiOn-

.. Making; leek of SuppOitfOr innovation.
d. Society: Camp:unity values in conflict with organi-

Q Ovation values;. laakof clarity.ebout
genls; other 'struettirr.s -in conflict with

. organization structures'.
e. Other Forces: a

5. What else 'needs to be known abaft drganizstional develop-
ment in order to clearly define the problem?.

o. Orgailitiat lona 1' theory

.Research .findings '
c. Existing 1.riret ions

Statement' Of Gual:

The horizoltal diMension', movement toward a goal, must be stated
operational terms. The goal statement contains a 'description of a condition
which should exist, or of ha.: things will be different The way the ftoal
statement is written helps determine the nature of Subgoals, both proximal
and more distant sub-goals. Action taken depends on the final outcome beingsough. A iota statement must meet the following criteria:

1. Is it rac::surable. (haw will you know you have arrived;
hs:ve you' indicated acceptable givens end conditions; what
are your criteria for measuring movement toward the goal)?

2. Wnat is its significance (willwill it be" worth its cost in
time, money, energy, et c.)?

3. In what dorathn or domainsjcnn it be identified?

a. °COgnitiVe (what is known)
b. Attitudinal (what is felt and valued)
'c. Behavioral (what is done)

4, Communicab,ility

Goal Dimension

Problem Dimension

The process of identifying problems (or goal) should also consider causal
fectors; that is, force fields. From physics the concept of equilibrium is
borrowed, which is e state of balance betWeen oppcsing forces, and applied
it to problem analysis-diagnosis.' A problem exists in a field of forces.
The present condition or problem stays in equilibrium because of a set of
opposing forces.
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Facilitating Restraining

forces forces -

I f'S
'Present condition _

on problem

One task is tdzidenti fy end list those forces which facilitate movement

toward the goal, thus:

Facilitating
forces

1.

2.

3
4.

Goal

Another task is to identify and list those forces which are restraining
movement towardthe goal, thus:

Restraining forcesz
1.

2.

3.
4.

Now we. have identified an, array of forces. which bath help and hinder
continued ,movement toward the It is important to keep in mind that
movement toward a goal can be impeded at any point along the wey. Every
time this happens the situation-Which-caused it makes goal achieVement,
.prOblematical and theref ore, makes the identification-of-supporting--ind
blacking forces import.ant.

Goal

Ranking and Rating Forces:,

The eqUilibrium, or condition blocking movement toWara the goal, can
be changed- by adding fec,ilitating foices or by increasing the strength of
these facilitating forceS;and/or by reducing, or ignoring, or changing
restraining forces. In many ,instances the tendency .of problem solvers is
to add, to or increase the strength Of facilitating forces, perha"ps causing
an increased push or coun+er drive from the restraining forces. A more
effective approaCh may be to work to reduce or change the restraining forces
first.

The analysis is not capplete until diagnostic techniques have been ap-
plied to the forces. Forces need .to be submitted to evaluation and 'scrutiny:
are they valid? how do we know? how significant ere they? what is their
strength? how can we find out? can they be changed or reduced or redirected?
what will help or hinder in an attempt to change them? The following are
criteria in the steps for an analysis of a field of forces:
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Step One - The criteria of step, one is IMPORTANSE e
a., If 'the- force (helping or, hindering) is chonggd , movement

would reSillt. Which of these forces are most important
for goal achievetent?

b.. Rank order all the forces, the most ,important being
number one;

.Step TWO - Rating inhy be done on three dimensions: STRENGTH, CLARITY,
and WORKABILITY. r
a. Strength - How. resistant to change is each, force?

AON4 easy or hard would it be to change the force?

Rate each force as to strength

1-- .

Easy -Medium' Hard

b. Clarity <,How clear is it to me that it is a force?
What 6ilidence do I have?

1
Clear Pertly- Unclest

Clear

Workability - TO what extent can I do something about
changing the force?

--Weigh each force for workabilltk, using a plus (+)
or a minus ( -) .An arbitrary number rating may also
be used (1121 3).

.7-Information yielded in this yak will show degree of
workability for each force.

Note: It may be ne sssry to do another force field analysis on the force
or forces se ected in order to more accurately determine the skill.

t needing prs ct ce . _...-

4
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PROBLEM SOLVING:

Problems exist nowhere but `in the minds of people,\\nor would they exist
at all if-people knew all that was needed to sa.tve them\ Such a statement
is only partially true in that each of us "knows" more about any given sit-
uation than seems to be applicable to the problem at hand. Each intelligent
being is constantly gathering, and-processing data which Pertain to his
environment. The force field diagnostic technique can hello in the organiza-
tion and selection of data which'will contribute to goal achievement.

:Other than one'd "self'', our greatest potential for eff."Live problem
eolving is "others". Those with whom we Work and associate have access. to
a wealth of information and skill which, if applied to our problem,' could
give strong positive movement toward the goal. Skill is needed in both
the giving, and receiving of help. Team building skill exercises are
designed to facilitate bOth giving and receiving with a heavier emphasis
on refgiving, help since that is the area which our culture has' effectively
-discouraged.

40)e-

In additias to the problem solving help Which is.hmmedistely.available
to-us frob ourselves,' and others, much information on similar and related
problems hap been recorded, and is available in both published and unpub-
lished material. The professional journals frequently contain Torts of
studies which give' sta germane to your interest.

Collecting Information for Problem Solving:

When a problem requires diagnosis within its own setting, ui defies
understanding from observation alone, methods of collecting significant
data must be obtained. There are many prepared instruments for situational
diagnosis,and the representatives of most,publishing companies may be help-
ful in selecting an appropriate insturment. Many, times 'problems'are.so
unique to a particular setting or group that a special instrument must be
prepared. The pdrticular use andstatistical treatment, if any, to be used
with the data will, determine the qualifications of those who will prepare
the instrument.

Before collecting data; one should refine his force field to a, position
from which he and one or two others as helpers, can select that force'which
can, best be changed. From the seleeted force, one should select a first
action step (also with the help of others) then d dnother force field on
the .forces for and against taking the first action, step. When selecting
tools for data collection, one should examine the functional specifications
of available tools, and match those functions with the ranking and rating
of his force field.

Since people are an important and significant source of information,
certain methods should be employed. In order to elicit the requisite
and relevant information, brainstorming can prove to be 8 useful device.
The following 'principles and procedures forAorsinstorMing can produce a
number of alternatives for consideration:

1. The session will be more productive-of ideas if you refrain from
evaluating them or discussing them at the time they are propOsed.
Education and experience have trained most of us to think judicially



rather than creatively. By deferring judgment on our plebs,
we can think up far more alternatives from which later to choose.

2. Group production of ideas can be more productive than separate,
individual production Of ideas. Experiments in group thinking
have demonstrated that the average Participant in this, kind of
creative'collaboration can think up twice as many possible
solutions as when working elorip.

3. The more ideas we-think up the better. In problem-solving of ;almost
any type, we are'far More likely to'choose the right path toward
solution if we think 'up 10 ideas by way of possible -alternatives
instead"of only two or three.

Theregthre two phases to thpbrainstorming process. In the first,
quantity is more 'important than quality. The factor of quality consider-
ations inhibitsthe spontaneity so necessary to the flow of ideas.

First Phase: BRAINSTORM the problem according to the following rules:

a. All critical judgment is ruled out. We seek ideas, not critical
analysis.

1

b. Wild ideasi are expected in the spontaneity which comes when we
suspend judgment. Practical considerations are not of importance
at this point.

c. Quantity of ideas counts here, not quality.

d. Build "on the ideas of other brainstormers when possible. Pool
your wildnebs.

Sedond' Phase: Now CRITICAL JUDGMENT is applied:

a. Members should review the ideas by applying their best judgment.

b. Members should be urged to seek for clues to sanething sound in
the wildest. idea.

c. Priorities should be selected for reporting to the decision-
making person or group.
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Problem Identification Assignment:
61

1. The first step in'the process of problem solving is to identify -the
problem you Wish to work on. Describe your Problem as yoti now see
it. You may Use the 'critical incident(s) which you provided, or
any `other which you may have h Mind. (When this assignment is
group oriented, a consensus wiL1I, have to reach on one'problem for
analysis).-,

2. Most problem situations can be ot derstocd in terms of ...th forced
Which push towardi.impitivement and the forces whichredist improvement- -
in other words, driving farce and restraining forces.

GOAL STATEMENT:

- Driving Forces Restraining Forces

$

j..*Now review the driving forces and restraining forces, andList below
the three of each which seem to be the most Important right now, and
which you think you might be.able to affect constructively.

There may be one,,specific force which stands out, or there may be two
or three driving forces and two or three restraining forces which are
particularly important.

Driving Forces Restraining Forces

A. A.

B. B.

C. C.
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GROUP PERCEPTIONS INSTRUCTIONS.

Goal: To establish intragroup feedback about behavior and feelings.

Materials;

Helping' Relationship"
"Group Perceptions Survey"

Gr4O

Variable

Specific Instructions:

ACTIVITY

Hand out,"Group Perception Survey:"

Allow.. groups to.ret form.

Allow all to complete.

Allow all to complete.

Allow all to complbte.'

Allow participants-to discuss the
results.

4+,

r -

SUGGESTED NARRATION

"Before advancing,to new
activities it ii iametimes
'useful to check where indivi-
duals 'are' in groups, and ,

.0.whether the group is 'with' .

you. The 'Group Perception
Survey' provides a means to
that end."

"Please assemble into groups
of six each."

"On the Survey form; please.
complete-the odd numbered
items answering 'yes'-or 'no::"

ltNOw go back to the even nuMA
bered items and estimate the
number in the group--including
yourself--who answered as you.
did. Place that figdre in'the
space provided."

"Now, poll the'group to obtain
the total. number, of 'yes' and

'no' responses for each item.
Place the figures in the "Total
yes/no' colinan."

"Now, fill in the 'Total marking
as you did' column from the
',Total yes/no' column. Substract
that figure from your estimate
to check your perceptions with
those. of other group members."
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GROUP PERCEPTION SURVEY

tr

1. Ate you satisfied
and consideration
youi comments?

YES

Actual Total Bycount
Yes/No

with the attention YES
the group gave NO

NO (....)

2. Estimate how many (counting yourself)
marked question 1 the smile way'you did

3. Did you agree With or like something
that happened in the group without
openly letting the group know?

YES (___) NO (___).

mor

4. Estimate how many (counting. yourself)
marked question 3 the same way you

NO

5% Did you. tune -out, withdraw into your YES (___)
own thoughtsstop listening at any NO
time without-telling the-group?

YES (___) . NO (__")

6. Estimate how manY,(counting yourself)
marked question 5 the same way you'did

7. Did you feel irritated or impatient YES (___)
about sonethin&thai happened in 110
theiliro4wittiout openly telling
1:heSgibup?

YES NO )1.,N

8. Estimate how many (counting yourself)
marked qUestion 7 the same Way you did

9. Did you feel hurt, embarrassed or YES
put down by somebody without telling NO
the other?

YES (___) NO (___)

Total Over or
'Marking as under
you did estimate

=

4
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p. Estimate ho4many (counting
yourself) marked question 9
the same way you did

4.

'Total Over or
marking{ aa under
you did' estimaee

) 10

11. Was what you got out of this - YES (Li
session. worth the time and NO (' )

effort? .
x

YES ( ), NO (. )

12. Estimate how many (counting
yourself).-marked question 11
the same way-you did.

,

- C
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5. No review the list of action alteinati7eS, brid resources on the
previous page, and think about pow they might fit into a comprehensive
action plan. Eliminate those which do not seem to fit into the over-
all plan, add any new alternatives and resources which will round out
the plan, -and think about a possible sequence of action.

6. The final step in this problem-solving process is for yOu to plan
a way of evaluating the effectiveness cf your action program as
it is implemented. Think about this and describe the evaluation
procedures you, will use. Begin by listing the purposes far' your
evaluat ion, pier?.
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When media are orchestrated around an issue, it becomes easier to preci-
pitate an ever widening involvement of people in the community and in studying
the need for change. For example, in any library campaign for community edu-
cation about an issue, there are at least three levels of program development.
At first;- it is necessary to introduce the topic and the library's relationship
to it. Such techniques as display and "take-homes" help to accomplish this

initial orientation.

At the next level of development, selective dissemination of information
helps to open up the topic for various ublics. 'Mailing lists are organized,-

for example, around the characteristic of the audienco6 to be reached. Speakers'

and films can be selected to accompli h in programs for smaller grOup what
readers ad1isory and reference,sery es can do for the individual.

Finally, on the *idest level f the mass media cancreate,an aware-'

ness in the public at largeof th issue of concern to the cOmmunity. .

A particular issue, can be siinul aneously introduced on television, radio and .

newspapers and pursued by them a nut-fiber of variations in an, effort to reach

groups whenever convenient for them, and wherever-they may happen tobe. Com-,

mentary on khe issues which have been introthced, and greater depth of presen-
tation can be effected through magazines, newspaper articles,and program planning.

Program Development: .

Media -utilization. presupposes an audience assembled in one place at one

time. Of course, this does not entirely rule our a one - person audience, but

such a situation is not as frequent nor serves the primary.pufpose of media
transmissions. Consequently, group methods are mandatory, and add a dimension
to library service that may be a worthwhile counterbalance to the over-indivi-

,

dualizattlon of reading. 1

_gJOLq.1.11,.e.touroseFittintech: is required because some plan and order is

necessary in group activity in 'order to ensure purposeful communication. If

meaning is allowed to occur hapha-ardly, .it :day at a later date have to be cor-

rected. Efficiency in communication is accomplished by fitting appropriate
technique to the specific purposes sought. Purposes can range over those
which reach for information, for understanding, for probletfi-solving, or skill
development. .

If information is sought in the communications situation, then one could
consider as a technique a speaker who is informed and whose mes organized.

As an alternative, one of the audiovisuals might be satisfactory--par icularly
a film, a video tape, or a slide presentation that can carry an integ ted

messagp. For a smaller group, the working paper can serve'as a satis ctory

substitute. When the panel used is of a symposium fotmat, information can be
communicated,directky and fairly effectively.
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If. .understanding is the purpose of the structured communication, then
something more than the speakdr, the film or the working paper is.needel. These

theyinformation .techniques may be used as a brief introduttion, but they ehu.uld be
supplemented by the panel discussion, role play and'sltraight discussion. In
these techniques, understanding is better achieved because information is share&
and considered from different pbints of view.

.
.

Lf problem-solving is the goal of the communications situation; tht.1 any
of the techniques for information and understanding may be used tpfdeiine the
problem. Once defined and analyzed, it is commonly expected that' somt action
will develop. In:order to promote action, a solution mustbe'worked cit through

/

/ the technique of a meeting structure. Concensui'should .e reached at pack step
of the agenda or else no final agreement is, er li y to occur:

i

If the development of a skill is the o : "ctive oI the ccamunicatiori or the
learning enterprise, then any technique nside,red.above can be used as ong
as it leads to involvement.' When'a,skill isideveloped, habit patterns a e
usually changed or new ones formed: /sConsequently, involveAnt in the skill-
prodUcing activity is of primary imPbrtance,and is induc d most directly
through techniques'such-aS the case study, and exteded_p actice periods.'

Starting with an idea: there appears to be Imo 'major ways.of introducing
a program--either with an idea or with an authority. Wise .starting with an
idea, the issue to be started with should be analyzed int its constituent
topics. In such instances, the librrrian puts to work his understanding of
selection-principles by identifying the main' topic,, the secondary and'related
topics.

The idea should be an "original" .one to start with, for unless the issue
is important, it is difficult to create a.situatirl wheretisle.skills of creative
and critical thinking Can be employed. 7 Issues surrounding the idea should be
identified; -pro and. con, with which participants and the audience can agree
or not. If this is not the case, it is difficult to give substance to any
listening, viewing or reading experiences. Certainly if, in addition, the
idea can be visualized, greater impact and depth of meaning is likely to

-----Some consideration should be giver as to the applications to which the
idea may be put, that is, what purposes i8 the program designed to achieve and
with whoia The consumer shoul&bb carefully delineated, indicating how the ides
will appeal, and in what degree, to the audience selected. The subject, or /

main idea, should be timely or its timelinesebe made 5Pident by relating it '

to other items in the news. If the subject is_sufficiently interesting,and its
presentation timely, any audience can be expected to have queStions. Ag many
questions as.possible should be anticipated, perhaps under some such structure
as the following: (a) points requiring,fuller treatment; (b) points of. dis-
agreement; (c) points not covered.

occur.
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t
h
e
 
b
a
s
i
c
 
a
s
s
u
m
p
t
i
o
n
s
 
o
b
t
a
i
n

p
e
o
p
1
l
e
 
u
n
d
e
r
 
w
h
i
c
h
 
t
h
e

s
y
s
t
e
m
 
f
u
n
c
t
i
o
n
s
?

-
.

1
3
.

W
h
a
t
 
k
i
n
d
s
 
o
f
 
s
u
p
p
o
r
t
 
d
o
e
s
 
t
h
e
 
s
y
s
t
e
m
 
P
r
o
v
i
d
e
?

W
h
e
n
 
d
o
e
s
 
i
t

w
i
t
h
d
r
a
w
 
s
u
p
p
o
r
t
?

1
4
.

W
o
w
 
i
s
 
a
u
t
h
o
r
i
t
y
 
c
h
a
l
l
e
n
g
e
d
,
 
a
c
t
i
v
e
l
y
 
o
r
 
p
a
s
s
i
v
e
l
y
?

R
e
p
e
a
t
 
t
h
e

e
x
e
r
c
i
s
e
 
u
s
i
n
g
 
y
o
u
r
 
w
o
r
k
 
s
i
t
u
a
t
b
n
 
a
s
 
a
 
s
y
s
t
e
m
 
t
o
 
b
e
 
o
b
s
e
r
v
e
d
.

T
h
e
n
 
a
d
d
 
t
h
e
 
'
f
o
l
l
o
w
i
n
g
 
q
u
e
s
t
i
o
n
s
 
a
n
d
 
t
r
y
 
t
o
 
a
n
s
w
e
t
 
t
h
e
m
:

I

7
9

u
c
g
a
n
i
z
i
u
g
,

c
a
r
e
e
n
i
n
g
/
a
t
m

u
i
r
e
c
e
i
n
g
 
t
n
e
i
r
 
w
o
r
n
.

Q
u
e
s
t
i
o
n
s
C

1
.

W
o
u
l
d
 
y
o
u
 
l
i
k
e
 
t
o
 
w
o
r
k
 
f
o
r
 
h
i
m
?

2
.

A
r
e
 
y
o
u
 
l
i
k
e
 
h
i
m
?

I
n
 
w
h
a
t
 
w
a
y
s
?

/
n
 
w
h
e
n
 
w
a
y
s
 
a
r
e
 
y
o
u
 
d
i
f
f
e
r
e
n
t
?

3
.

I
s
 
h
e
 
a
 
g
o
o
d
 
s
u
b
o
6
i
n
a
t
e
?

4
.

H
o
w
 
d
o
 
y
o
u
 
i
m
a
g
i
n
e
 
h
i
s
 
b
e
h
a
v
i
o
r
 
r
i
t
 
p
l
a
n
n
i
n
g
 
m
e
e
t
i
n
g
s
w
i
t
h
 
p
e
e
r
s
?

5
.

I
n
 
w
h
a
t
 
k
i
n
d
s
'
o
f
 
s
i
t
u
a
t
i
o
n
s

w
o
u
l
d
 
s
u
c
h
 
a
 
s
u
p
e
r
v
i
s
o
r
 
e
x
c
e
l
?

I
s
 
i
t
 
r
e
l
e
v
a
n
t
 
t
o
 
k
n
o
w
 
t
h
e
 
c
a
l
i
b
r
e
 
o
f
p
e
o
p
l
e
 
u
n
d
e
r
 
h
i
m
.

A
b
o
v
e
 
h
i
m
?

7
.

W
h
a
t
'
 
i
f
 
h
e
 
i
s

t
h
e
 
o
n
l
y
 
o
n
e
 
w
h
o
 
k
n
o
w
s
 
h
o
w
 
t
o
 
d
o
 
t
h
i
s
 
o
p
e
r
a
t
i
o
n
?

'
8
.

H
o
w
 
d
o
 
y
a
i
i
a
m
g
i
n
e
 
h
i
s

s
u
p
e
r
i
o
r
?

9
.

D
o
 
y
o
u
 
s
e
e
 
r
o
o
m
'
 
f
o
r
 
c
h
a
n
g
e
 
a
n
d
 
g
r
o
w
t
h
 
i
n
 
t
h
e
 
'
s
y
s
t
e
m

u
n
d
e
r
 
h
i
m
?

1
0
.

C
h
a
n
g
e
 
i
n
v
o
l
v
e
s
 
r
i
s
k
.

N
o
y
o
u

s
e
e
 
h
i
m
 
a
s
 
w
i
l
l
i
n
g
 
t
o
 
r
i
s
k
?
'

1
1
.

A
n
y
 
T
h
o
u
g
h
t
s

a
b
o
u
t

h
i
s
 
f
a
m
i
l
y
 
l
i
f
e
?

-
1
2
.

D
o
 
h
i
s
 
s
u
b
o
r
d
i
n
a
t
e
s
 
l
i
k
e
 
h
i
m
?

1
.

4
.

5
.

3
.

5
.

6
.

/
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.

7
.

6
.

7
.

8
.

8
.

8
.

9
.

9
1
0
.

1
0
.

l
o
.

1
1

A
s
 
i
s
 
t
y
p
i
c
a
l
 
i
n
 
t
o
y
 
l
i
h
r
a
r
y
'
s
p
O
n
s
o
r
e
d

p
r
o
g
r
a
m
,
 
!
a
r
c
h
e
r
 
L
e
a
r
n
i
n
g
 
I
s
 
e
n
-

c
o
u
r
a
g
e
d
 
i
n
 
o
r
d
e
r
 
t
o
 
d
e
e
p
e
n
 
a
n
d
 
t
o
 
p
r
o
l
o
n
g
 
t
h
e
 
a
t
t
e
n
t
i
o
n

R
a
t
t
i
n
g
 
i
n
i
t
i
a
l

i
n
t
e
r
e
s
t
.

T
a
k
e
-
h
o
m
e
s
 
a
r
e
 
v
i
s
u
a
l
l
y
 
a
v
a
i
l
a
b
l
e
,
 
s
u
c
h
a
s
 
s
r
e
c
i
a
l
l
y
 
p
r
e
p
a
r
e
d
 
r
e
a
d
i
n
g

l
i
s
t
s
;
 
o
r
,
 
c
i
r
c
u
l
a
t
e
d
 
s
e
r
v
i
c
e
s

e
a
u
 
b
e
 
m
a
d
e
 
a
v
a
i
l
a
b
l
e
 
f
o
r
 
m
a
t
e
r
i
e
l
s
 
o
r
 
r
e
l
a
t
e
d

i
n
t
e
r
e
s
t
 
d
i
s
p
l
a
y
e
d
 
o
n
 
t
h
e
 
s
p
o
t
.

O
t
h
e
r
 
l
i
b
r
a
r
y

s
e
n
v
i
c
e
s
 
s
u
c
h
 
a
s
 
r
e
f
e
r
e
n
c
e
 
a
n
d

r
e
a
d
e
r
s
 
a
d
v
i
s
o
r
y

m
a
y
 
b
e
 
b
r
o
u
g
h
t
 
t
o
 
t
h
e
 
a
t
t
e
n
t
i
o
n
 
o
f
 
t
h
e
 
a
u
d
i
e
n
c
e
.

P
r
o
g
r
a
m
s

s
p
o
n
s
o
r
e
d
 
b
y
 
o
t
h
e
r
 
A
g
e
n
c
i
e
s
 
i
n
 
t
h
e
 
c
o
m
m
u
n
i
t
y

m
a
y

O
a

e
 
r
e
f
e
r
r
e
d
 
t
o
,
 
a
n
d
 
t
h
u
s
,

d
i
s
c
h
a
r
g
e
d
 
1
S
y
 
t
h
e
 
I
n
a
r
a
r
y
'
s
.
f
u
n
c
t
i
o
n
 
a
s
 
a
 
c
l
e
a
r
i
n
g
h
o
u
s
e
.

S
t
a
r
t
i
n
g
 
w
i
t
h
 
a
n
 
a
u
t
h
o
r
i
t
y
:

t
h
e
 
u
s
u
a
l
 
a
l
t
e
r
n
a
t
i
v
e
 
C
o
 
s
t
a
r
t
i
n
g
 
w
i
t
h
 
a
n

i
d
e
a
 
i
s
 
t
o
 
b
e
g
i
n
 
t
h
e
 
p
r
o
g
r
a
m
,
w
i
t
h

a
n
 
a
u
t
h
o
r
i
t
y
 
w
h
o
 
h
a
s
 
b
e
e
n
 
c
a
r
e
f
u
l
l
y
 
s
e
l
e
c
t
e
d

f
r
o
m
 
t
h
e
 
c
o
m
m
u
n
i
t
y
 
r
r
c
e
 
f
i
l
e
,

a
s
 
o
n
e
 
w
h
o
 
i
s
 
s
o
 
f
a
m
i
l
i
a
r
:
 
w
i
n
o
 
h
i
s
 
S
u
b
j
e
c
t
,

t
h
a
t
 
h
e
 
t
a
l
k
s
 
q
u
i
t
e
 
f
r
e
s
o
u
e
e
l
y
'
a
b
o
u
t
 
i
t
.

I
n
 
m
o
s
t
 
i
n
s
t
a
n
c
e
s
,
 
s
u
d
h
 
a
s
 
a
 
r
e
s
o
u
r
c
e

p
e
r
s
o
n
 
w
i
l
l
 
p
o
s
s
e
s
s
 
o
r
 
h
a
v
e
 
a
c
c
e
s
s
 
t
o
 
m
a
t
e
r
i
a
l
s
 
t
h
a
t
 
w
i
l
l
 
e
n
r
i
c
h
 
h
i
s

p
r
e
s
e
n
t
a
-

t
i
o
n
.

T
h
e
s
e
 
r
e
s
o
u
r
c
e
s
 
m
a
y
'
h
n
 
v
i
s
u
a
l
s
,

o
r
 
v
a
l
u
a
b
l
e
 
s
u
g
g
e
s
t
i
o
n
s
,
 
a
s
 
t
o
 
o
t
h
e
r

s
p
e
c
i
a
l
i
s
t
s
 
w
h
o
 
c
o
u
l
d
 
b
e
i
n
T
d
r
o
m
e
w
e
d
 
a
b
o
u
t
 
t
h
e

t
o
p
i
c
 
o
f
 
c
o
n
c
e
r
n
'
.

T
h
e
 
a
u
t
h
o
r
i
t
y
 
s
e
l
e
c
e
l
d
 
s
h
o
u
l
d
 
h
a
v
e

a
n
o
n
:
h
u
r
r
i
e
d
 
a
n
d
 
s
i
n
c
e
r
e
 
m
a
n
n
e
r
.

A
n

i
n
f
o
r
m
a
l
 
a
n
d
 
r
e
l
a
x
e
d

p
e
r
s
o
n
 
i
s
 
u
s
u
a
l
l
y
 
p
e
r
p
o
n
a
b
l
e
 
4
,
a
1
 
i
n
t
e
r
e
s
t
i
n
g
 
t
o
 
t
a
l
k
 
t
o
.

G
o
o
d
 
l
o
o
k
s
,
 
o
r
 
b
e
a
u
t
y
m
a
y
 
b
e
 
i
m
p
o
r
t
a
n
t
 
b
u
t
)
 
t
h
e
s
e
 
a
s
s
e
t
s
,
 
i
n
 
t
h
e
m
s
e
l
v
e
s
,
 
a
r
e

n
o
t
 
e
n
o
u
g
h
 
t
o
 
c
a
r
r
y
 
a
 
p
r
b
g
r
a
m
 
t
o

s
u
c
c
e
s
s
f
u
t
 
c
o
m
p
l
e
t
i
o
n
.

Q
.

I
n
 
r
e
c
r
u
i
t
i
n
g
 
a
n
 
a
u
t
h
o
r
i
t
y
 
a
r
o
u
n
d
 
w
h
o
m
 
o
r
e

e
x
e
c
 
I
s
 
t
o
 
b
u
i
l
d
 
a
 
p
r
o
g
r
a
m
,

s
o
m
e
 
c
a
u
t
i
o
n
s
 
a
r
e
 
i
n
 
o
r
d
e
r
.

T
h
e
 
p
e
r
s
o
n
 
s
h
o
u
l
d
 
n
o
t
 
b
e
 
s
e
l
e
c
t
e
d

s
i
m
p
l
y
 
o
u
t
 
o
f

a
 
f
e
e
l
i
n
g
 
o
f
 
o
b
l
i
g
a
t
i
o
n
 
b
e
c
a
u
s
e
 
o
f

i
s
.
a
r
d
r
 
h
o
r
s
,
 
d
e
v
o
t
e
d
 
t
o
 
C
o
m
m
i
t
t
e
e
 
w
o
r
k
 
e
i
t
h
e
r

f
o
r
 
t
h
e
 
l
i
b
r
a
r
y
 
o
r
 
f
o
r

a
n
y
 
o
t
h
e
r

a
g
e
n
c
y
,

N
e
i
t
h
e
r
 
s
h
o
u
l
d
 
t
h
e
 
a
u
t
h
o
r
i
t
y
 
b
e
 
o
n
e

w
h
o
 
h
a
s
 
f
e
w
 
a
s
s
e
t
s
 
o
t
h
e
r
 
t
h
a
n
 
t
h
e

f
a
c
t
 
o
f
 
h
i
s
 
s
t
a
t
u
s
 
a
s
 
t
h
e
 
h
e
a
d
 
o
f
 
a
 
d
e
p
a
r
t
-

m
e
n
t
 
o
r
 
e
v
e
n
 
a
n
 
a
g
e
n
c
y
,
 
a
n
d
 
t
h
i
s
 
d
o
e
s
 
n
o
t
 
e
x
c
l
u
d
e

l
i
b
r
a
r
y
 
d
e
p
a
r
t
m
e
n
t
 
h
e
a
d
s
.

B
e
c
a
u
s
e
 
o
f
 
t
h
e

p
r
e
s
s
 
o
f
 
d
u
t
i
e
s
 
a
n
d
o
t
h
e
r
i
m
p
e
c
a
t
i
v
e
s
,
 
s
u
c
h
 
p
e
r
s
o
n
s
 
o
f
t
e
n
 
d
o
 
n
o
t

h
a
v
e
 
t
h
e
 
t
i
m
e
 
t
o
 
b
e

s
p
o
n
t
a
n
e
o
u
s
 
a
n
d
 
m
a
y
 
h
a
v
e
 
t
o
 
u
s
e
 
e
x
c
e
s
s
i
v
e
 
n
o
t
e
s
 
o
r
 
r
e
s
o
r
t

t
o
 
m
e
m
o
r
i
z
a
t
i
o
n
.

S
u
c
h
 
l
i
m
i
t
a
t
i
o
n
s
 
w
i
l
l
 
h
a
v
e
 
3
 
d
e
t
r
i
m
e
n
t
a
l
 
e
f
f
e
c
t

u
p
o
n
 
t
h
e

q
u
a
l
i
t
y
 
o
f
 
t
h
e
 
s
u
b
s
e
q
u
e
n
t
 
p
r
o
g
r
a
m
 
i
n
 
w
h
i
c
h
 
t
h
e
y

p
a
r
t
i
c
i
p
a
t
e
.

P
r
e
p
a
r
i
n
g
 
t
h
e
 
m
a
t
e
r
i
a
l
s
:

s
t
p
r
t
i
n
g
 
w
i
t
h
 
a
n
 
i
d
e
a
,
 
O
X
p
T
e
a
k
e
r
,
 
d
o
e
s
 
n
o
t

m
e
a
n
 
V
t
o
P
p
r
a
g
 
t
h
e
r
e
,
 
o
a
r
t
i
c
u
l
a
r
l
y
r
o
n
 
t
e
l
e
v
i
s
i
o
n
.

O
n
e
 
s
h
o
u
 
d
 
n
o
t
 
u
n
d
e
r
C
s
t
i
m
a
t
e

"
3
-

'

8
0
.

P
r
o
g
r
a
m
 
P
l
a
n
n
i
n
g
:

"
I
 
n
e
e
d
 
h
e
l
p
.
"

T
h
i
s
 
s
h
o
r
t
 
p
h
r
a
s
e
 
i
s
 
f
a
m
i
l
i
a
r
 
t
o
 
l
i
b
r
a
r
i
a
n
s
 
e
v
e
r
y
-

w
h
e
r
e
,

A
c
r
o
s
s
 
t
h
e
 
d
e
s
k
s
 
a
n
d
 
o
v
e
r
 
t
h
e
 
t
e
l
e
p
h
o
n
e
 
p
e
o
p
l
e
 
t
u
r
n
 
t
o
 
t
h
e
 
l
i
b
r
a
r
y
.

T
h
e
 
r
e
q
u
e
s
t
s
 
t
h
a
t
 
f
o
l
l
o
w
 
t
h
e
s
e
 
t
h
r
e
e
 
w
o
r
d
s
 
v
a
r
y
 
e
n
d
l
e
s
s
l
y
,
 
r
a
n
g
i
n
g
 
f
r
o
m

a
p
 
h
 
p
r
o
g
r
a
m
 
c
h
a
i
r
m
a
n

o
f
 
t
h
e
 
M
o
t
h
e
r
s
'
 
C
l
u
b
 
a
n
d
.
I
 
h
a
v
e
 
n
o
 
i
d
e
a
 
h
o
w
 
t
o

b
e
g
i
n
 
p
l
a
n
n
i
n
g
 
a
 
p
r
o
g
r
a
m
,
.
 
t
o
 
.
0
d
r
 
s
t
u
d
y
 
g
r
o
u
p
 
i
#
 
i
n
t
e
r
e
s
t
e
d
 
i
n
 
l
e
a
r
n
i
n
g

t
h
e
 
b
a
c
k
g
r
o
u
n
d
 
o
f
 
-
t
h
e
 
p
r
e
s
e
n
t
 
S
u
e
z
 
c
o
n
f
l
i
c
t
.
.
 
T
h
e
 
l
i
b
r
a
r
i
a
n
 
w
e
l
c
o
m
e
s

t
h
e
s
e
 
q
u
e
r
i
e
s
;
 
t
h
e
y
 
a
r
e
 
t
h
e
 
c
o
n
f
i
d
e
n
t
 
e
x
p
r
e
s
s
i
o
n
 
o
f
 
t
h
e
 
c
o
m
m
u
n
i
t
y
'
s

a
w
a
r
e
n
e
s
s
 
o
f
 
t
h
e
 
l
i
b
r
a
r
y
 
a
n
d
 
i
t
s
s
e
r
v
i
c
e
s
.
.

W
h
a
t
 
k
i
n
d
s
o
f
 
H
e
l
p
 
w
i
l
l
 
t
h
e
 
l
i
b
r
a
r
i
a
n
 
b
e
 
c
a
n
e
d

u
p
o
n
 
r
o
 
g
i
v
e
?

P
r
o
v
i
d
e
 
m
a
t
e
r
i
a
l
s
 
s
u
c
h
 
a
s
 
b
o
o
k
s
,
 
p
a
m
p
h
l
e
t
s
,
 
r
e
c
o
r
d
i
n
g
s
,
 
c
h
o
r
e
s
,

m
a
p
s
,
 
f
i
l
m
s
,
 
f
i
l
m
 
-
 
s
t
r
i
p
s
,
 
s
l
i
d
e
s
,
 
f
o
r
 
p
r
o
g
r
a
m
 
c
o
n
t
e
n
t
,
 
p
r
o
g
r
a
m
 
m
e
t
l
p
d
,

s
o
m
m
i
t
t
e
e
 
w
o
r
k
,
 
p
a
n
e
l
 
d
i
s
d
u
s
s
i
o
n
s
,
 
e
x
h
i
b
i
t
s
,
 
r
e
a
d
i
n
g
 
l
i
s
t
s
,
 
s
p
e
a
k
e
r
s
,

f
i
l
m
 
a
n
d
 
b
o
o
k
 
b
a
s
e
d
 
d
i
s
c
u
s
s
i
o
n
s
.

I
t
 
i
s
 
a
l
s
o
 
n
e
c
e
s
s
a
r
y
 
t
o
 
e
c
i
s
i
d
e
r
 
r
e
-

f
e
r
r
i
n
g
 
p
e
o
p
l
e
 
t
8
 
o
t
h
e
r
 
s
o
u
r
c
e
s
 
o
f
 
i
n
f
o
r
m
a
t
i
o
n
,
 
s
u
c
h
 
a
s
:

.
a
g
e
n
c
i
e
s
 
(
H
e
a
l
t
h
 
D
e
p
t
.
,
 
e
t
c
.
)
 
f
o
r
 
i
n
f
o
r
m
a
t
i
o
n
 
a
n
d
 
m
a
t
e
r
i
a
l
s
.

J
i
l
i
n
 
s
o
u
r
c
e
s
 
(
c
h
u
r
c
h
e
s
,
 
s
c
h
o
o
l
s
,
 
c
o
m
m
e
r
c
i
a
l
 
o
u
t
l
e
t
s
)
.

.
o
c
h
e
r
 
o
r
g
a
n
i
z
a
t
i
o
n
s
 
(
L
e
a
g
u
e
 
o
f
 
W
o
r
m
s
 
V
o
t
e
r
s
,
 
e
t
c
.
)
 
f
o
r

m
a
t
e
r
i
a
l
s
 
a
n
d
 
s
p
e
a
k
e
r
s
.

_
o
t
h
e
r
 
i
n
s
t
i
t
u
t
i
o
n
s
 
(
C
o
l
l
e
g
e

o
n
F
i
v
e
r
s
i
t
i
e
s
,

e
t
c
.
)
 
f
o
r

m
a
t
e
r
i
a
l
s
,
 
r
e
s
o
u
r
c
e
 
p
e
o
p
l
e

s
p
e
a
k
e
r
s
.

t
o
 
I
n
d
i
v
i
d
u
a
l
 
f
o
r
 
s
p
e
a
k
e
r
s
,
 
d
i
s
c
u
s
s
i
o
n
 
l
e
a
d
e
r
s
,
 
C
o
n
s
u
l
t
a
n
t
s

r
e
s
o
u
r
c
e
 
p
e
o
p
l
e
.

.
s
t
a
f
f
 
s
k
i
l
l
s
 
f
o
r

.
.
a
d
v
i
s
o
r
y
,
l
e
r
v
i
<
 
o
n

p
r
o
g
r
a
m
 
p
l
a
n
n
i
n
g
 
p
r
o
c
e
s
s

p
r
o
g
r
a
m
 
m
e
t
h
o
d
s
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.
1

.
m
a
k
e
 
p
h
o
n
e
 
c
a
l
l
s
 
t
o
 
l
o
c
a
l

o
r
g
a
n
i
z
a
t
i
o
n
 
p
r
o
g
r
a
m
 
c
h
a
i
r
m
e
n
.

.
a
d
v
e
r
t
i
s
e
 
t
h
e
 
s
e
r
v
i
c
e
 
v
i
a

n
e
w
s
p
a
p
e
r
,
 
r
a
d
i
o
,
 
t
e
l
e
v
i
s
i
o
n
.

.
s
e
n
d
o
u
t
 
l
e
t
t
e
r
s
,
 
p
o
s
t
a
l
s
 
t
o
 
c
l
u
b

p
r
e
s
i
d
e
n
t
s
 
a
n
d
 
p
r
o
g
r
a
m

c
h
a
i
r
m
e
n

1
.
1
)
1
K
A
R
Y
-
S
P
O
N
S
O
R
E
D
 
G
R
O
U
P
S
:

L
i
b
r
a
r
y
-
s
p
o
n
s
o
r
e
d
 
g
r
o
u
p
s
 
p
r
o
v
i
d
e
w
a
y
s
 
i
n
 
w
h
i
c
h
 
p
e
o
p
l
e
 
a
r
e
 
a
b
l
e
 
t
o
 
c
o
m
e

t
o
g
e
t
h
e
r
 
i
n
 
t
h
e
 
l
i
b
r
a
r
y
 
t
o
 
g
e
t
 
i
n
f
o
r
m
a
t
i
o
n
,
 
t
o

e
x
p
l
o
r
e
 
a
n
d
 
t
o
 
e
x
c
h
a
n
g
e

i
d
e
a
s
 
a
b
o
u
t
 
a
 
c
o
m
m
o
n

c
o
n
c
e
r
n
.

T
h
e
 
l
i
b
r
a
r
y
m
a
y
 
t
a
k
e
 
t
h
e
 
i
n
i
t
i
a
t
i
v
e
 
a
n
d

s
p
o
n
s
o
r
 
a
 
f
o
r
u
m
,
 
a
 
g
r
o
u
p
 
d
i
s
c
u
s
s
i
o
n
,
 
a
 
f
i
l
m
 
s
e
r
i
e
s
,

e
t
c
.
,
 
i
n
 
r
e
s
p
o
n
s
e
 
t
o

a
n
 
e
x
p
r
e
s
s
e
d
 
n
e
e
d
 
b
y
 
c
o
m
m
u
n
i
t
y
 
m
e
m
b
e
r
s

o
r
 
a
s
 
t
h
e
 
r
e
s
u
l
t
 
o
f
 
i
t
s
 
o
w
n
 
d
i
s
-

n
o
v
e
r
y
 
o
f
 
n
e
e
d
s
 
i
n
 
t
h
e
 
c
o
m
m
u
n
i
t
y
 
w
h
i
c
h
 
a
r
e
 
n
o
t
 
b
e
i
n
g
 
m
e
t

a
d
e
q
u
a
t
e
l
y
 
b
y

o
t
h
e
r
 
a
g
e
n
c
i
e
s
 
a
n
d
 
o
r
g
a
n
i
z
a
t
i
o
n
s
.

W
h
a
t
 
a
r
e
 
s
o
m
e
 
o
f
 
t
h
e

s
i
t
u
a
t
i
o
n
s
 
w
h
i
c
h
 
m
i
g
h
t
 
p
r
o
m
p
t
 
a
 
l
i
b
r
a
r
y
 
t
o
s
p
o
n
s
o
r

a
 
p
r
o
g
r
a
m
?

.
d
i
s
c
o
v
e
r
y
,
 
o
f
 
a
 
p
r
o
b
l
e
m
 
w
h
i
c
h
 
n
e
e
d
s
e
x
p
l
o
r
a
t
i
o
n
 
a
n
d
 
o
i
r
i
n
g
 
-
 
s
u
c
h

a
s
,
 
c
o
n
s
i
d
e
r
a
t
i
o
n
 
o
f
 
t
h
e
 
p
r
o
b
l
e
m
s
 
c
r
e
a
t
e
d
 
i
n
 
a
 
c
o
d
m
u
n
i
t
y

b
y
 
a

s
u
d
d
e
n
,
 
r
a
t
h
e
r
 
L
a
r
g
e
 
g
r
o
w
t
h
 
i
n

p
o
p
u
l
a
t
i
o
n
.

.
i
d
e
n
t
i
f
y
i
n
g
 
p
r
o
b
l
e
m
s
 
a
n
t
i
c
i
p
a
t
e
d
 
b
y
 
t
h
e

c
o
m
i
n
g
 
o
f
 
a
 
n
e
w
 
a
i
r
p
o
r
t
.

-
 
o
r
 
-

.
c
o
n
s
i
d
e
r
a
t
i
o
n
 
o
f
 
a
 
n
a
t
i
o
n
a
l

o
r
 
i
n
t
e
r
n
a
t
i
o
n
a
l
 
p
r
o
b
l
e
m
 
o
f

p
e
r
-

s
o
n
a
l
 
c
o
n
c
e
r
n
 
t
o

e
v
e
r
y
o
n
e
 
-
 
s
u
c
h
 
a
s
,
 
t
h
e
 
c
o
n
s
e
r
v
a
t
i
o
n
 
o
f
 
o
u
r

n
a
t
u
r
a
l
 
r
e
s
o
u
r
c
e
s
 
o
r
 
t
h
e
 
i
n
t
e
r
n
a
t
i
o
n
a
l

c
o
n
t
r
o
l
 
o
f
 
a
t
o
m
i
c

e
n
e
r
g
y
.
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P
r
o
v
i
s
i
o
n
 
o
f
 
l
e
a
d
e
r
s
h
i
p
 
i
n
c
l
u
d
e
s
 
l
e
a
d
e
r
s
h
i
p
 
t
r
a
i
n
i
n
g
 
c
o
U
r
s
e
s
 
(
w
h
e
n

t
h
e
 
l
i
b
r
a
r
y
 
i
s
 
u
n
a
b
l
e
 
t
o
 
p
r
o
v
i
d
e
 
t
r
a
i
n
i
n
g
,
 
t
h
e
 
b
e
s
t
 
s
e
r
v
i
c
e
 
p
o
s
s
i
b
l
e

m
i
g
h
t
 
b
e
 
l
o
c
a
t
i
n
g
 
l
e
a
d
e
r
s
h
i
p
 
t
r
a
i
n
i
n
g
 
o
p
p
o
r
t
u
n
i
t
i
e
s
 
i
n
 
t
h
e
 
c
o
m
m
u
n
i
t
y

a
n
d
 
o
u
t
s
i
d
e
 
t
h
e
 
c
o
m
m
u
n
i
t
y
 
-
 
s
u
c
h

a
s
,
 
t
h
e
 
s
t
a
t
e
 
u
n
i
v
e
r
s
i
t
y
)
.

L
o
c
a
t
i
n
g

n
a
t
u
r
a
l
 
l
e
a
d
e
r
s
h
i
p
 
i
n
c
l
u
d
e
s
 
r
e
c
r
u
i
t
i
n
g
 
l
e
a
d
e
r
s
 
f
r
o
m
 
s
t
a
f
f
 
a
n
d
c
o
m
m
u
-

n
i
t
y
 
w
h
o
 
h
a
v
e
 
b
e
e
n
 
t
r
a
i
n
e
d
 
a
n
d
 
a
c
t
i
v
e
 
a
s
 
l
e
a
d
e
r
s
 
i
n
 
o
t
h
e
r
 
g
r
o
U
p
s
.

R
e
c
u
r
i
t
 
m
e
m
b
e
r
s
h
i
p
 
a
n
d
 
k
e
e
p
i
n
g
 
i
n
 
m
i
n
d
 
t
h
e
 
g
r
o
u
p
'
s

p
u
r
p
o
s
e
s
,
 
w
e

r
e
c
r
u
i
t
e
 
m
e
m
b
e
r
s
h
i
p
 
t
h
r
o
u
g
h
:
{

.
p
e
r
s
o
n
a
k
 
c
o
n
t
a
c
t
s
 
"
(
o
v
e
r
-
t
h
e
-
d
e
s
k
,
 
i
n
t
e
r
v
i
e
w
s
,
 
o
v
e
r
-
t
h
e
-

t
e
l
e
p
h
o
n
e
,
 
e
t
c
.
)

'

.
n
o
t
i
c
e
s
 
(
i
n
 
c
h
u
r
c
h
 
b
u
l
l
e
t
i
n
s
,
 
d
e
s
c
r
i
p
t
i
v
e
 
n
o
t
e
s
 
i
n
 
p
a
y

e
n
v
e
l
o
p
e
s
,
 
e
t
c
.
)

e
d
 
'
r
e
p
o
s
e
 
a
p
p
e
a
r
a
n
c
e
s
 
b
e
f
o
r
e
 
g
r
o
u
p
s
 
(
l
a
b
u
y

g
r
o
u
p
s
,
 
c
i
v
i
c

o
r
g
a
n
i
z
a
t
i
o
n
s
,
 
e
t
c
.
)

.
m
a
i
i
i
n
g
d
 
(
a
l
u
m
n
i
 
l
i
s
t
s
,

v
o
t
i
n
g
 
l
i
s
t
s
,
 
e
t
c
.
)

P
u
b
l
i
c
i
z
e

i
n
c
l
u
d
e
s
 
p
u
b
l
i
c
i
t
y
 
b
e
f
o
r
e
,
 
d
u
r
i
n
g
 
a
n
d
 
a
f
t
e
r
 
t
h
e
 
g
r
o
u
p

a
c
t
i
v
i
t
y
 
t
h
r
o
u
g
h
 
e
v
e
r
y
 
p
o
s
s
i
b
l
e
 
a
p
p
r
o
p
r
i
a
t
e
 
c
h
a
n
n
e
l
,
 
o
f
t
e
n
 
t
h
r
o
u
g
h

t
h
e
 
s
a
m
e
 
c
h
a
n
n
e
l
s
 
u
s
e
d

f
o
r
z
r
e
h
r
u
i
t
m
e
n
t
.

R
E
C
R
U
I
T
I
N
G
 
V
O
L
U
N
T
E
E
R
S
:

T
h
e
 
f
o
l
l
o
w
i
n
g
 
p
r
i
n
c
i
p
l
e
s
 
m
a
y
 
b
e
 
u
s
e
i
u
l
 
t
o

y
o
u
 
i
s
 
y
o
u
 
a
r
e
 
w
o
r
k
i
n
g
 
o
n

r
e
c
u
t

s
i
n
g
 
m
e
m
b
e
r
s
.

K
n
o
w
 
w
h
a
t
 
k
i
n
d
s
 
o
f
 
m
e
m
b
e
r
s
 
y
o
u
 
a
r
e
 
l
o
o
k
i
n
g
 
f
o
r
 
a
n
d
 
i
n

w
h
a
t
 
a
p
p
r
o
x
i
m
a
t
e
 
p
r
o
p
o
r
t
i
b
n
 
w
i
l
l

t
h
e
y
 
b
e
 
C
u
 
t
h
e
 
g
e
n
e
r
a
l
 
m
e
m
b
e
r
s
h
i
p
.

I
f
,

f
o
r

e
x
a
m
p
l
t
 
y
o
u

n
e
e
d
 
m
o
r
e

y
o
u
n
g
 
p
e
o
p
l
e
,
 
y
o
u
 
m
i
g
h
t
 
c
o
n
c
e
n
t
r
a
t
e
 
o
n
 
a
l
u
m
n
i

l
i
s
t
s
;
 
c
e
n

s
 
l
i
s
t
s
,
 
y
o
u
n
g
 
"
m
a
r
r
i
e
d
s
.
 
k
n
o
w
n
 
t
o
 
b
u
s
i
n
e
s
s
 
f
i
r
m
s
,
 
h
o
u
s
i
n
g

p
r
o
-

j
e
c
t
s
 
o
r
 
r
e
a
l
 
e
s
t
a
t
e
 
f
i
r
m
s
 
a
s
 
h
a
v
i
n
g
 
r
e
c

i
n
t
e
r
e
s
t
e
d

p
r
c
h
a
s
e
d
 
h
o
m
e
s
;
 
o
r
 
p
a
r
e
n
t
s

o
f
 
k
i
n
d
e
r
g
a
r
t
e
n
 
c
h
i
l
d
r
e
n
.

I
f
 
y
o
u
 
w
a
n
t
 
m
e
m
b
e
r
s

i
n
 
c
i
v
i
c
 
a
f
f
a
i
r
s
,

y
o
u
 
w
o
u
l
d
 
t
u
r
n
 
t
o
 
v
o
t
i
n
g
 
l
i
e
'
s
,
 
m
e
m
b
e
r
s
 
o
f
 
p
u
b
l
i
c
-
a
f
f
a
i
r
s
 
o
r
g
a
n
i
z
a
t
i
o
n
s
,

8
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R
e
c
o
g
n
i
z
e
 
t
h
a
t
 
r
e
c
r
u
i
t
i
n
g
 
s
h
o
u
l
d
 
b
e
 
a
s
 
d
e
c
e
n
t
r
a
l
i
z
e
d

a
s
 
p
o
s
s
i
b
l
e
.

I
t
 
i
s
 
:
i
n
c
h
 
e
a
s
i
e
r
 
t
O
 
c
a
r
r
y
 
o
u
t
 
y
o
u
r
 
r
e
s
p
o
n
s
i
b
i
l
i
t
e
s
 
t
o
 
t
h
e
 
m
e
m
b
e
r
s
h
i
p

c
o
m
m
i
t
t
e
e
 
a
n
d
 
t
o
 
t
h
e
 
;
o
r
g
a
n
i
z
a
t
i
o
n
 
a
s
 
a
 
w
h
o
l
e

b
y
 
w
o
r
k
i
n
g
 
i
n
 
y
o
u
r
 
a
w
n

n
e
i
g
h
b
o
r
h
o
o
d
,
 
s
o
c
i
a
l
 
c
i
r
c
l
e
 
o
r
 
o
u
s
i
n
e
s
s
 
f
i
r
m
.

T
h
e
r
e
 
y
o
u
 
h
a
v
e
 
p
r
e
s
t
i
g
e
,

a
n
d
 
y
o
u
r
 
e
n
t
h
u
s
i
a
s
t
i
c
 
e
n
d
o
r
s
e
m
e
n
t
 
o
f
 
t
h
e

o
r
g
a
n
i
z
a
t
i
o
n
 
c
a
r
r
i
e
s
 
w
e
i
g
h
t
.

N
a
m
e
s
 
o
f
 
p
o
t
e
n
t
i
a
l
 
m
e
m
b
e
r
s
 
s
h
o
u
l
d
 
b
e

p
a
r
c
e
l
e
d
 
o
u
t
 
t
o
 
m
e
m
b
e
r
s
 
o
f
 
t
h
e

m
e
m
b
e
r
s
h
i
p
 
C
o
m
m
i
t
t
e
e
,
 
a
s
 
w
e
l
l
 
a
s
 
t
o
 
o
t
h
e
r
s
 
i
n
 
t
h
e
 
o
r
g
a
n
i
z
a
t
i
o
n
,

o
n
 
t
h
e

b
a
s
i
s
 
o
f
 
r
e
l
a
t
e
d
 
i
n
t
e
r
e
s
t
s
.

T
h
e
 
f
o
r
e
i
g
n
-
p
o
l
i
c
y
 
c
h
a
i
r
m
a
n
,
 
f
o
r
 
e
x
a
m
p
l
e
,

w
i
l
l
 
b
e
 
a
 
m
o
r
e
 
s
u
c
c
e
s
s
f
u
l

r
e
c
r
u
i
t
e
r
.
.
.
o
f
 
o
t
h
e
r
s
 
i
n
t
e
r
e
s
t
e
d
 
i
n
,
f
o
r
g
i
g
n

a
f
f
a
i
r
s
 
t
h
a
n
 
w
i
l
l
 
t
h
e
 
f
i
n
a
n
c
e
 
c
h
a
i
r
m
a
n
.

r
B
e
 
a
w
a
r
e
 
t
h
a
t
 
p
e
r
s
o
n
a
l
 
c
o
n
t
a
,
 
i
s
 
t
h
e
 
b
e
s
t
a
p
p
r
o
a
c
h
.

N
o
 
m
e
t
h
o
d

h
e
'
s
 
b
e
e
n
 
m
o
r
e
 
e
f
f
e
c
t
i
v
e
 
t
h
a
n

a
 
f
a
c
e
-
t
o
-
f
a
c
e
 
o
n
e
.

Y
o
u
r
 
p
e
r
s
o
n
a
l
 
c
o
n
-

v
i
c
t
i
o
n
 
a
b
o
d
e
 
a
n
 
o
r
g
a
n
i
z
a
t
i
o
n
 
i
s
 
e
v
i
d
e
n
t
 
i
n
 
t
h
e
t
o
n
e
 
o
f
 
y
o
u
r
 
i
n
o
i
c
e
,

y
o
u
r
 
f
i
c
i
e
l
i
t
x
p
r
e
s
s
i
o
n
s
 
y
o
u
r
-
c
h
o
i
c
e
l
.
o
f
-
w
o
r
d
s
s
i
 
Y
o
u
 
c
a
n
 
a
d
a
p
t

y
o
u
r
 
s
a
l
e
s

t
a
l
k
'
 
t
o
 
t
h
e
_
r
e
s
p
o
n
s
e
 
o
f
 
y
o
u
r
 
p
r
o
s
p
e
c
t
.

Y
o
u
 
c
a
n
 
m
o
v
e
 
h
i
m
 
t
o
 
i
m
m
e
d
i
a
t
e

a
c
t
i
o
n
.

T
h
e
r
e
f
o
r
e
,
 
i
f
 
y
o
u
 
c
a
n
,
 
t
e
l
e
p
h
o
n
e
 
a
 
p
o
t
e
n
t
i
a
l
 
m
e
m
b
e
r
 
a
n
d
 
a
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1. Keep-an up-to-date census of individual members.,

.By keeping data of.member's activities, interests,.
time,"etc., on a membership card.

.

A

.By keeping records of participation up-to-date.,,

.By semi - annual interview with individual members.

2. Provide opportunities for participation. in prbnning .programs, in
doing special jobs, in working on committees, in making report
(even though not a chairman), in small group discussions.

3. Provide opportunities for developing skills using discussion
techniques, group participation, public speaking.

4. Recognize members for their accomplishments in the organization
in locAl news report.s, in house organ; at general meetings, by
promotion in responsibility.

5. Plan for.xeview of organization's activities by all membeis
at least once a year through small group meetings of total
membership.

6. Relate policy and program to meet needs of members through
wide opportunity for participation within organization structure
dues within members react, money raising not too burdensome,
committee structure effective, election procedures democratic.

WORK WITH OLDER ADULTS:



4.

6.

7.

8.

9.

I
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.considering the needs of the aged person as an individual
(selection of materials and referrals to other agencies) .

.plans for retirement.

.information for the volunteer who helps with` community
activities for the aging.

.bpoks with large print.

.referrals to services to the blind.

.material for the professional worker who serves the aging,
'-social work rs, ministers, superintendents of nursing homes,
' community recreation leaders, librarians,.

.paviding group services ,to the aging
../

.through ,cooperation with other agencies providing
such services.

.through library-sponsored book rfyiews, discussion groups,
local history group, hobby clubs, etc.

How can the library go about helping the community identify the
needs of the aging?

.create a committee (of which the library is a member) representing
local government to explore the problem of fhe older adults in
the community.,

What are the responsibilities of the committee?

I
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All needs have to me met through the educational process. What other'
-way is there in a democracy? Even where a marked need, such as for Ameri-
canization classes, is turned over to aspecific agency, such as the pub-
lic schools, the schools will probably have to educate the general public
to understand why money and time should be spent. on such a project. Us- ,

ually, though, the solution to a problem is not so apparent. Thus, al-
hough the lack of public transportation is a marked need, no easy solu-

tion is evident. Therefore, the citizens have to understand the factors
involved: certain leaders have to understand possible solutions and know
how to deVelop a plan 'of action, which in itself will require education
of the public.

The only forMula for determining an educational need which can be
devised, is a series of questions to ask about any need -- who needs to
know what'abopt this? If anyone needs to know anything, some educational
agency has a responsibility. With these selected needs, the committee
could explore the educational implications and the existing resources
one by one. Thus, if one outstanding need required s month's digging, and
revealed a myriad of possible ac Lions, they might decide t:o stop right
there for the time being. In setting priorities among such needs the
planning committee might select them on some agreed upon basis, such as:

.those for-which the most evident.exists.

.those which affect the,basic life of the community (economic,
(intercultural, etc.)

.those for which the fewest resources seem to exist.

.those which touch the greatest number of indiViduals.

An educational need can be one of the several kinds the direct

4
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.impact of new opulation on a community --revealed.by population,
breakdowns, i t rviews, etc.

.national and state.decisions --revealed by lack of resources for
information and discussion.

.lag in the development of good intercultural.relatiods -- revealed
by population breakdowns, interviews, newspapers, etc.

.the lack of any training opportunities such as thoselisted above.

The need for education in good citizenship practices, such as:

.observance of safety rules -- revealed by accident death rate, .etc. -

.intelligent voting -- revealed by low voting rate, votes for a
service and against the bohd issue to Support it.

neatness --frevealed by otservation, other agency concern,
. newsp4ers, etc.

The need for education Jo meet personal problems, resulting from Community
situations:

income level may suggest'sducation on other job opportunities,
vocational retraining, building and repair skills, low-cost Menu
'planning, money management, etc.

.cr*led schools may suggest parent education on giving children
experience background, encouraging' home readings, training in
human relations, etc.

How to Teach Adults:

1. The nature of learning

.Changed behavior is the logical aim of learning.

.Many programs fail because of emphasis on knowing facts, instead
,ofthe application of facts to the solution of a problem.

.Training programs place emphasis on knowledge, attitudes and skitls.

How can a training program develop knowledge, attitudes, and
0

.Knowledge usually can be infused most efficiently by reading
assignments or lectures.

.Attitudes may'be cultivated through discussion, but may be in-
fluenced strongly by other methods.

.Skills are usually best developed through demonstration-performance
/ methods and role - playing. It is important to keep a balance of

all three.



..,,,IuLlsiteu programs in
conformity with goals rather than in terims of the needs'and concerns of real-people. \Like other social professions librarians have been challenged by.anew set Of imperatives which require an enhanced awareness of the independence
of communication media in maximizing learning.

The research done in learning and communications theory support the prin-ciple of reinforCement in the learning situation, and suggests a more perceptualapproach to an understanding of communication than either linear logic or thestimulus response approach to meaning is able to su?ply. Be this as it may,certain factors become fundamental elements in the process of.library planningto meet the, newer social imperatives.

Analyze your library agency in order to understand why it is interested incertain publics. Consideration of 'resources and services offered by thelibrary are important, but also of particular significance are those availablefrom other social, educational and.ComMumications agencies. No single other4agency in the community is in a favorable a position as the library to dischargethe responsibilities of coordinating structure.

A Library study is also, to an'extent, an analysis of the library's image. .%For example, the book may'predominate in this library n all its stuffy splendor,
or the librarians in that library may be oriented tows ds a more open-ended
learning experience for all people. In thd latter in tance, media'will pre-dominateincluding a wide range of materials and equipment.

In event, when librarians are aware of today's world, there is anawarenes, that the level of expectancy has changed for the popul4ion atlarge from print td audio and visual instruments. Youth, especially, operateswithin this fran%'of expectancy. Those youth, particularly,-who graduate-.from media centered high schools are often shocked because they find only booksin the public and 'college libraries.

fl

c--
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2. The Psychological Factors Underlying Learning. The main psycho-,

logical faC tors that strongly influence learning are:
I

)

.Motivation.-- Often results from an understanding of why and
what is to be presented. 'It is very important for the student
to understand why they should accomplish.

.Concentration -- Most learning takes place when the student will
focus full attention on the learning situation.

.Reaction - -When thinking takes place in a learning situation.
Is very imporCantsin terms of preservation of aearn ng.

.Organization -- The pulling_of pieces together to est blish
relationships. Often neglected.

,

!

.Comprehension -- is the perception of meanings and implication
of material studied.

.Repetition -- considered the greatest perservative of learning.

3. Applying the Principles 'of-Learning

.Motivation -- motivate students by directing instruction toward
the job or situation that is impohant to the students.

.Concentrated Attention -- The instructor must hold attention
through use of illustration, applications, humor, enthi gym,

and questions.
t

.Reaction -- The instructor should stimulate mental activity by
khe use of questions, problem situations, discussions, case
studies, tryout situations; etc.

.Organization -- is very important: Outlines are helpful to student.

.Comprehension -- is a must. Use practical illustrations and
applications. Utilize student suggestions. ,

.Repetition -- Use reviews, tests, postets, summariesi and questions
to promote mental repetition.



result,ot a community study, interests and concerns will be identified, and
emerge as characteristics under which people, can be grouped, and, programs de-
veloped in order to catch am: hold'their attention. Such utilizaLion of
motivational planning is necessary, because meaning emerges only when infor-
mation becomes kinetic, i.e. related to real-life interests.

Analyze your resources in order to determine whether the resources and the
materials available are pertinent to the interests and abilities 6f the publics
'to be reached. In addition, it is important to havl resources in sufficient -

duplication. When a specific title is mentgbned on a mats media program, are
there enough Copies to cope with the demand for, it? Resource surveillance
keeps cne aware of public media programing and the-demands for materials that
are likely to occur. s.5

Beyond the library, many other resources exist in tne communitNhich-cdUld
be utilized were they identified and organized for use. A:.!diocisual and printed

materials; as well as persons with special capabilities are available and could
6 be given wider exposure. When resource persons are.identified, they can be made

available to others( through one of the library's reference tools known as a
community resource file. Another reference tool, the community calendar, identi-
fies the programs and other organized activities of groups, and lists them for
wide perusal. -

Campaign planning is a method used by libraries to focus attention upon an
objective and a particular public to be reached.' Just to program without re-
ference to a target group, is to disperse one's efforts andto scatter one's
effectiveness in a wasteful misuse of resource potential. The "Friends" of
the library is an exampIe'of a satellite group, which can render invaluable
assistance both in specific group programing, and in making it difficult for
people to avoid thinking about the specific issue at hand.
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.Partition lecture into groups of homogenous ideas.

.Limit material to the abilities Of the audience.

.Examples, should be many and varied.

6. Demonstration-Performance Method is useful in,teaching manual
skills and routine processes.

.Plan your demonstration, include objectives.]

.Choose and prepare equipMent.

JdieheArse demonstration to self.
:Let students try process.

.StUdents tnea should advance at own rate.

7 Group discussion Method

This is an extremely important method to stimulate thinking.

8. Role Playing Method/is important in institutions that require skill
in human relations, insights into human behavior, and sensitivity to
personal contacts. Basic steps of the role playing method (technique)
include:

4
.Determine ob4ctlive of the episode.
.Structuresituailion to objectives;
.Establish roles.

,Prepare those to be included.
.Play the.situation.

) .Analyze the situation.

.Evaluate, summarize, and discuss.

9. System for Conducting Instruction. Steps that lead to most effective
learning include:



V
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11. Preparing a ClAsroom. CoMfortable facilities and adequate
equipment is necessary to insure maximum learning opportunities.

12. Measuring Achievement and Performance. Every program needs evalu-
ation to show how well it is succeeding:

-.Must reflect accurately both how well students do and how
well the program is producing the desired effect.

.Valid Tests-do the tests measure what they are supyosed to measure?

.Reliable - -do tests or instructor give one grade for one 4Itype of work?

13. 'Principles of CounSeling. The purpose of counseling is to benefit
the agen6y through helping the student make better progress:

.Student must feel counselor intend's to help/him.

.Much tact is necessary.

.Avoid. making snap judgments.

Methods of CouriSeling

.Obtain as much information as possible b fore interview.

.Determine length of interview.by studer, s needs. 4

.Promote cooperative attitude before discussing touchy matters.

.Encourage student to solve own prpbleM.

.Keep record of all counseling.

t. A.
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Library Service to Publics:

9
. ---

There is an important distinction to be made between service to
publics and group dynamics. Group dynamics'is the term for the pro-
cess in which a small highly interactive group is involved. The group
meets regularly over a period of time-in order to consider some need
or interest of the participants, establish its purposes and achieve
some behavioral outcomes.- On the' other hand, service to a public is
largely rogram planning for a, bninheractive'audience of any size.

m
The pro ramsams planned may be s quential. If there are as few.as three
progra in a series on one/ heme, then, the sequence is considered to
be educational in the broad sense.

Service to publics cAsiders large segments of the population As
a whole which are fatil'.1 clearly indeptifiab16 by demograiglic, socio-
economic And culturii characteristics, e.g: labor, disadvantAged, aged../

Once identified, heir ,characteristics have to be transformed '-to
educational and /information needs. Then it is possible to ask the
.seminal question underlying all program development: .RHO needs,to
know WHAT aboue the aspects of these topics?

1. Lisp/ the'characteristics that segment of theyopulation over
which you are concerned:

2. Restate these characteristics as informational and educational
needs or interests:

3, Who besides your population *segment also needs to know about
the needsand inter s of your ,segment of the population:

4. What does each of_these other segments need to know about
your segment of the population:

5. When, where and why will you assemble each of these segments
of the populaion:

6. When, where and why will you assemble your segment of the
population:
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Program Planners Assignment:

1. What does the patron(s) need to know? (These are the library's
objectives, aims and purposes)

.Is there evidence in the material that the patron is central?

.Is there evidence that library objectives center on social
generally and the near community specifically?

.Is there evidence that the objectives are expressed in terms
of what others have done and thought?

2. What is to be communicated?

.What basic philosophy provides the frame of rerence for library
services to the public?

.Has there been consideration of such questions as: What is a
good life? What is a good philosophy? What is a good library?
What is the role of the library in developing a good person and
a good citizen'

.0n what theories or viewpoints of communication have the public
services bee developed? What is the role of the librarian in
the communications process?

3. Is there clear delineation of what is to be communicated in terms
of the patron's (1) understanding, (2) skills and abilities, and
(3) values?

4. How are the communications experiences selected?

.Have criteria for selection of communications experiences been
observed, such as (a) relationship to objectives, (b) level of
difficulty, (c) variety and (d) program organization?

.In presenting new stimuli, is some attention given to such
procedural steps as motivation, presentation, drill, evaluation?

5. What methods are used in these situations to bring about learning?

.The question: What shall we do? Why do we do this? What do
you think this should accomplish? Who, of our many publics,
will be affected by this? In what way?

.Referral to the library's statemelit of purpose, to policy state-
ments, to the statements of purpose made when a continuing
activity was instituted, such as film service, a weekly radio
program, a publicity program.
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.Referral to other materials: library literature--books, journals,
pamphlets; related literature, such as adult education, sociology,
human relations, public administration; the library's own liter-
ature, such as staff manual, staff newsletter, bulletin for the
public.

.Group study of such materials.

6. Are the methods and materials of communication emphasized, such as
discussion, field trips, use of resource persons, audiovisual, printed
materials, lectures and group work?

7. Is there information regarding the organization of what is to be
communicated?

.Is there consideration of continuity, sequence, and integration?

.Does the organization of what is to be communicated emphasize
concepts, values and skill?

.Has attention been given in the organization of content to such
ideas as proceeding from simple to complex, from near to far,
from concrete to abstract?

.Is the organizational structure built on topics, units, subjects,
broad fields or simply undifferentiated structure?

8. What evaluation processes are emphasized?

.Are purposes of evaluation procedures clearly stated?

.Do they involve efforts to determine to what extent patrons have
changed? Check effectiveness of behavior outcomes? Serve as a
means of guidance, of public relations and of clarified purposes?

.What kinds of evaluation procedures are used: situational
questions, answers, behavior, content?

.Are attempts made to help patrons in self-evaluation?

9. What evidences are there that group processes have been used in
developing the communications continum for the patron?

.Is there any evidence of developing readiness or appraising
attitudes towards change, of identifying tasks to be done,
of continuing evaluation?
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DEVELOPING CONCERNS INTO PROGRAM CONTENT:

Questions in dealing with areas of concern:

1. What is the significance of the concern to the community? Is
it really vital?

2. Does it affect the total community .or only a segment of the
population?

3. Who is doing something about it? Who is aware of it? What under-
standing is there? action? apathy? resistance to it? or
resources for meeting it in the community?

4. With whom should the library work for resources and for cooperation?

5. Is this a long or short term problem? If short term, are there
more serious, underlying, intangible factors?

6. Which concern will be easiest for the library to deal with? Which
is most difficult? Which one needs most to have a solution found
for the community?

7. What is the relationship of concerns and problems to each other?

Question in dealing with library priorities:

1. What are the actual and potential resource backgrounds of the staff?

2. What special abilities do members of the staff possess?

3. What changes need to be made:

in staff responsibilities?

in materials and purchasing policies?

in staff attitudes toward the community and various groups?
in the approach to extended services?
in developing and focusing publicity?
in staff willingness to take on new responsibilities and try
out new techniques?

4. Can you make a decision on what to do in one or more of the problem
areas?

5. How can you evaluate what you do in terms of objectives?

6. It is especially important that you thoroughly understand the
educational role of the library in whatever you decide to do.
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CHECK SHEET FOR PROGRAM ACTIVITY:

The following questions can be used as a guide to help you (a) plan
an activity (reminder of essential elemeits), (b) report an activity to
trustees, the public; the profession, etc., (c) evaluate an activity, as
baseline, or statement of intentions, to be reviewed at intervals or end
of the activity. For maximum usefulness, it should be filled out in detail.

1. What is the educational object:Ive of this activity?

2. Which of the findings of the study prompted it?

3. What specific library goal does it meet?

4. How does it involve library materials?

5. How does it involve community resources? (in planning and execution)

6. What segments of the community does it serve?

7. How will it be evaluated?

8. What plans have been made to continue it or to build on it?
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PLANNING A FILM PROGRAM:

I. Selection the topic for the program:

Do you design your program for a specific audience and invite
a planning committee to work out the program goals, methods
and technique?

What is the purpose of your meeting or program? if it is being
designed for a membership group, will the program be related
to the objectives of the organization?

Is the program designed to meet the identified needs and interests
of a particular audience? Do you consider the ages, educational
background, social and culture interests of your group in order
to select a topic and film that will interest as many as possible?

Do you tie the film in with other materials and resources in order
to make it fit your overall program plans? Do you plan an ex-
hibit and/or reading list related to the topic of the film
program?

Do you plan a book related introduction for the program topic,
and a discussion or some other follow-up activity? What type
of evaluation do you use to determine the effectiveness of your
program and the need for future programs?

II. Selecting the film for your program:

How long a film and what type of film will best suit your program
needs?

Do you consider several possible films on the same subject and
pick the one best suited for the needs of your audience? Do you
consult a film catalog and reviews (or evaluations) to help you
decide?

Do you order your film far enough in advance so you are prepared
for possible emergencies? Do you get your film in time to pre-
view it yourself, and make sure it is what you want?

Do you plan an introduction for each of the films shown? Do you
select musical recordings to play before the film program?

III. Showing the film:

Do you examine your room before the group arrives to make sure
it is properly set up; is your projector is good working order,
and is the film in good repair?

Do you make sure that your screen is far enough from the first row
of chairs?

Are seats arranged so that everyone can see the screen?
Is the roam dark enough, if the film is to be shown in daytime?
Is the room adequately ventilated, if windows and curtains must

be closed?

Is the projector properly plugged in; is the cord anchored around
a table leg away from people's feet?

Is the projection table large and sturdy enough to hold the machine?
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PROJECT OBJECTIVE
ACTION PLAN ,".

This exercise is exactly the same as the preceding one, except that itfocuses upon one of the objectives from your project.

2.

3.

1. Objective

Component

Analysis

Write down the component
parts included within the

objective;

(a)

(b)

(c)

(d)

Component
(problem

Selection

From the list of sub-ptoUlmr.
ge=nerated in Seep 2, selectthat, one which you- f. is most prk,ssine and whim is to

be subjected to the analysis process. Write it in the
. space provided below:



Ranking &

1
Rating Forces

4. ( Force-ficld

,Inalysis

5
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Driving Forces Restraining Forces

A. Restraining Forces
4.....-

Rank
Number

,

Rating

Force
Strengti Clarity X_Tfi.y

(a)

02)

Id

(a)

(e)

Ranh
Number

r 'Iv , - ,k;__ t

Force

---,
Ratinf,

strength Clarity
Work-
ability

(/ __--

.:



6. Action

Alternatives
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Brainstorm each force for possible causes'of action
which may be applied. Do not evaluate the alterna-
tiveslist all those you can think of.

RESTRAINING FORCES

(a)

Action Alternatives to reduce this force:

1.

2.

3.

h.

5.

(b)

Action Alternatives to reduce this force:

1.

2.

3.

h.

5.

(c)

Action Alternatives to reduce this force:

1.

2.

3.

5.
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DRIVING FORCES

(a)

Action Alternatives to increase this force:

1.

2.

3.

h.

5.

(b)

Action Alternatives to increase this force:

1.

2.

3.

5.

(c)

Action Alte- ttives to increase this force:

1.

2.

3.

IL

5.



7.

104

Selecting Review the action alternatives you listed in step 6.
Action Whets you have completed the review, select those wh3.ch
Alternatives seem most promisingthose which you would predict

might be most succe:ssful. Then, for each alternativ.:.
selected list all the resources which are available to
you for implementing the action.

Action
1 Resources



8. The Action

Plan
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KnowinE: what resources are available to you, review

your action alternatives again. Consider how they
might fit into a comprehensive plan and arrange them,
i. e., those for which you have few resources would
receive a low priority.

Priority ordering of action alternatives:

(1)

(2)

(3)

(h)

(5)



An Evaluation

Plan

106

Now examine each action alternative and using the
analysis skills practiced earlier, list the types
of information which you feel would be necessary
to make a determination of whether or not the
problem was resolved.

Action Alternatives Indicators

Evaluation

Design

Now tr3naft.r your objectives, component
associated indictors to the evaluation
worksheet (on tht. next page). Whin you

this step, you will have completed this

parts, and
design
have completed

exercise.
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SEVEN

CQAMTINIC.ATIal AS PERSUASION

Laymen may be extensively trained in the intensive use of library
resources. They may understand the infrastructure as well as the
strategies necessary for content data retrival whether the strategy is
based on the coordination of terms through boolean logic, or upon the
classificatory set analysis of various authors' intentions, or upon the
inductive juxtaposition of images in a concept referrant taxonomy. How-
ever extensive this learning of the infrastructure use may be, it estab-
lishes but the precondition for communication.

If communication is considered to be the process of engendering
meaning in an individual, a group, or a community, some presentation
devices or rather interactive methods will of necessity have to be
employed to ensure that the content data sought or transmitted will have
surprise value to that individual, the group, or the community. Of
course, surprises may continuously grow out of happenings to individuals,
groups and communities; and the librarian as a communications leader
should be perceptive and skillful enough to capitalize upon and deepen
these "teachable moments". But on other occasions it may be necessary
to create the surpriseful conditions for work with individuals, groups
and communities.

In order to facilitate discussion and avoid any bisexual bias as
well as the cumbersome repetition of "individuals, groups and communities",
the phrase iulallivr Lpntr 1 5=ga/1.1.s:a (ACO) is used for human systems.
In the same manner, the term adaptiyll control mechanism (ACM) is used for
non sentient systems such as computers or automata. Motivation is possi-
ble when the interpretive system of an ACO is not calibrated wide enough
either to meet some threat to itself or take advantage of the some
opportunity. In order to do so, information (i.e. data plus intentions)
must be retrieved in a hurry and incorporated into that ACO's interpretive
system of !Inowledges, attitudes and skills so that appropriate decisions
can be made.

The surprise value of data content is related to and dependent upon
tht situational context of both the ACO and the ACM. Each ACO is bom-

barded with the stream of daily events. Most of these events are icnored.
To some ft-w events in the total stream we pay attention because essentially
we are eitiur threatened or we preceive an opportunity for personal
aggrandism,nt. If the event is either too threatening or calls for
more effort than we are able or willing to commit to it we suppress
perception:
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Thus, he adjusts his social perception to fit not only
the objective reality but also what suits his wishes and
his needs; he tends to remember what fits his needs and
expectations, or what he thinks others will want to hear;
he not only works for what he wants but wants what he has
to work for; his need for psychological protection is so
great that he has become expert in the "defense mechanise;
in the mass media he tends to hear and see not simply
what is there but what he prefers to be told, and he will
misinterpret rather than face up to an opposinc, set of
facts or point of view; he avoids the conflicts of issues
and ideals whenever he can by changing the people around
him rather than his mind, and when he cannot, private
fantasies can lighten the load and carry him through;
he thinks that his own organization ranks higher than it
actually does and that his own group agrees with him more
fully than it does; and if it does not, he finds a way
to escape to a less uncongenial world. In the "strain
toward consistency," it is often reality that pays the price
(Berelson).

This state of affairs calls for many interative and negotiation
skills which the ACO must learn along with the skills of infrastructure
use. These are the communication skills which the ACO should be able
to expect to learn from the librarian. In general, the three stages
of the communicative interface include presentation, negotiation and
resolution. Since it is not yet possible to examine the internal
operation of an ACO, the study and analysis of response or feedback is
necessary so that the inferences made are appropriate to the contex
and mutually satisfying (producing homostasis) to the ACOs involved.

In terms of content, some interesting processes are embedded. The
patrons' needs and interests are content oriented. He wants to know
something in order to be "on top of " the topic, i.e. in control. The
patron is motivated to learn or to be informed by the power it will give
him in satisfying his own concerns or the concerns of others. However,
content cannot be separated from the process by which it is acquired or
through which it is implemented.

More often than not, a problem is associated with the acquisition
of satisfaction, as well as with obtaining the content. Knowledge
yields to content analysis and application to context analysis. The
latter is problem solving and the former is the logical analysis of
documentary sources. The context determines both the surprise value
of the information as well as the appropriateness of the communication
methods. If the librarian can communicate with flexibility and impact
in any context, then patrons can enter the system at any point and be
assisted to any other point they may wish L.J go.
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Motivation:

Reading, viewing and listening are merely skills used in continuing
self education of equal or more importance is the question of motivating
people to participate and actually to learn. Steps that the librarian
should follow in motivating adults to self education include:

. identify the problem

. recognize the importance of the problem
. begin thinking of library materials
. identify the maturation level (thinking and experience) of

the person (easy with children - difficult with adults)
take a step toward solution (think also in terms of referral
and follow-up)

. begin to interpret library service that will help solve the
problem

There is a difference between a situation that presents an adult
education opportunity and one which needs only the giving of on-the-spot
information to satisfy the library patron. An adult education opportunity
must contain an element of the "teachable moment" indicating a willingness
on the part of the adult to learn something new. His willingness is
often the result of a completely new situation in which he finds himself.

The problem of motivation can be separated into two sub-questions.
Each question is complex and related. Both deal with the interaction
of the individual with his environment, so include both internal
psychological developmental tasks and external social variables, some ofwhich facilitate participation in learning while others serve as barriers:

. What are the major variables influencing why an adult
decides as he does regarding engaging in educative
activities, compared with other alternatives?

. What are the major variables influencing how well
an adult learns within a learning situation?

Motivation to participate is a long-standing problem in librarianship.Much has been written on it under the general topics of publicity andpublic relations. Less well known, the question of motivation to learn
has scarcely been explored by the library profession. This is understand-
able since librarys do not normally have teachers on their staff. However,discussion of motivation to learn has become imperative because of thelarge investment libraries are making in program planning and community
development.
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Motivation to Participate:

Some adults engage in educative activity of which reading, viewing
and listening are examples for the primary purposes of:

. graining greater control over their physical
environment (more money is a major vehicle).

. achieving general upward mobility in their various
life roles; obtaining status certification within
their occupational roles to indicate that they are
qualified either to retain their present job or to
be considered for another job.

. deriving greater intellectual power, autonomy, or
meaning; experiencing the satisfaction that is
derived from the expressive qualities of dealing
with the subject matter.

. gaining satisfaction from the group experience;
adjusting their relative position in regards to
various present reference groups.

. achieving new or different role competencies, in
relation to either role conflict situations or
perceived gap between role performance and role
expectations.

. increasing perception of self worth (actualization).

. retreating from an unpleasant situation.

. relating disparate adult experience to organized
knowledge, and the planned activities of a know-
ledge organizer.

As a way of exploring variables that might be considered in motivation
to participate, two differing uses of education have been listed. For
each, several major sources of motivation have been identified that
facilitate a decision to participate. Other considerations have been
listed that serve as barriers.

Status certification within occupational role:
. facilitators.

. participation in educative activities is
in many vocational areas about the only
route to the goal

. the clarity of the goal

. encouragement by adult education agencies

. a high sense of educational efficacy gained

from prior satisfaction and reward in educa-
tional situations

. barriers.

. society establishes a relatively rigid
minimum level of acceptance, based on demon-
strated ability to perform and some people
are not able to perform at this level
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. required investment of time and money

. lack of encouragement

. a perception that experience or length
of service can be a substitute for edu-
cation

. dislike of the process of education

Satisfaction from the group experience:
. facilitators.

. the lack of other satisfactory alternatives

. the individual perceives other additional
secondary benefits

. the kind of group with which the individual
desires to interact is one found primarily
in an educational situation

. entry into the group is routinized making
it easy for someone to join by registering

. prior similar experiences have resulted in
satisfaction or pleasure

. educational groups for adults available in
the community

. barriers.
. availability of many more attractive alternatives
. fear of rejection in a situation where the

entry to the educational program is controlled
. the lack of relevance that may exist between

the persons s goal and the objectives of the
educational program

Motivation to Learn:

The question of motivation to learn assumes that the individual
has already made a decision to participate. Certain variables, other
than motivation, are related to differential learning of adults:

. ability to learn

. age

. social class

. level of formal education

. kind of prior education

. content of learning

. teaching
. learning format or methods

The adult learner enters the learning situation amid a variety of
influences having differing vectors (both force and direction). Some
of the major vectors are related to his degree of interest in engaging
in the learning activities and some are related to one or more long
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term goals. Six elements are central to motivation in relation to
learning:

. the individual learner

. degree of interest in engaging in the learning
activities

. the learning activities (reading, discussion,
laboratory work, etc. )

. the learning that occurred

. performance by the individual that indicates
the degree of learning that probably occurred

. the long term goals toward which the learning
is ostensibly directed

The degree of interest to engage in learning activities is the
initial leatning motivation, in contrast with the interest of the
individual (in attaining a long term goal, which by contrast is the
initial goat motivation. These two types of initial motivation are
affected by subsequent experience of the learner with:

. the learning activities

. altered cognitive structure derived from actual
learning

. evidence of changed performance as indication
that learning occurred

. evidence of progress toward the primary long term
goals

Initial and subsequent motivation are independent variables and
may be manipulated by either:

. grouping individuals with similar motivational
vectors

. providing differential rewards for change in
effective performance

Principles of Adult Learning:

1. Learning starts at the point where the learner is
. The "point" is determined by the nature of the thing to be

learned and by the nature of the experience, ability and view-
point which the learner has previously acquired.
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. Within the same group it is easy to conceive that some learn
much and others little, though students are exposed to the
same general learning stimuli.

2. An individual learns as a whole organism
. It is difficult to conceive of purely intellectual learnings apart

from feelings and emotions.
. This view of learning points to the necessity for teaching the

"whole man", rather than mere segments of the subject matter.

3. Learning is individual with each person
. Individual differences in age, ability, experience, training, etc.

condition the amount and extent of learning of each individual.
. No one can learn from someone else. It must be an individual

self-learning experience.

4. Self-education of the learner in a total situation is the ultimate
objective of the teaching and learning process.
. Unless the learner learns, it is quite obvious that no teaching

has taken place.
. However, it may be true that self-education can take place

without any particular leadership.

5. Progress in learning is greatest when experiences, materials,
etc. are arranged in short, cumulative learning experiences.
. This arrangement results in a feeling of satisfaction and of

"getting somewhere".
. A certain amount of tentative planning is desirable.

6. Relationships between leader and learner, and between learners
and learners should be cooperative and informal.
. Each learner should have a feeling of belonging to the group.
. The leader should take the initiative in creating an informal

atmosphere.

7. Evaluation of progress in learning can be made on the basis of:
. Deepened understanding

Improved skills
. Choosing new and more valuable purposes
. Improved ways of living as reflected in changed attitudes and

lives, changed homes and changed communities

. Stimulation to broader and more effective thinging
A feeling of satisfaction and progress by learner

. Extent of new and useful information acquired and utilized
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DEVELOPMENT OF ORDER

1. What is the disorder with which library science is concerned?

Are the disorders psychological, social, intellectual?
Or are they disorders of a behavioral system?

2. To what sense of order does library science contribute?

What are the problems of social significance that
librarians are called upon solve?

3. What is the knowledge of control that librarians need in
in order to help patrons?

How does library science help men to become organized
and integrated wholes?

What are the problems of social significance that librarians
are called upon to solve?
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Reading Guidance:

Searching for Information:

.Analyze the subject: specific or general; part of wnat larger
subject; related to what other subjects?

.Consult card catalog and note the books or classifications which may
be useful (shelf-list may be used as substitute for card catalog):

.Check shelves for possible sources--examine books index; table of
contents, illustrations, etc.; appendices; bibliographies.

.Systematic searching: .newest to oldest

.use cumulated indexes

.possible variations in spelling and filing

.give complete bibliographical data in
listing or citing references.

Seeking assistance from the librarian:

.To clarify problem or suggest method of searching.

.Self-reliance should be encouraged, but staff time should be used wisely.

.Contacts outside the library should be made by librarian or with
the specific knowledge and approval of the librarian.

Securing information from sources outside the library:

.What person nearby has information?

.1s there an office close by with information; a laboratory; a museum?

.What other libraries could help:

.State Library and/or Bibliographic Center

.Special subject collection in the state

.Interlibrary loan courtesies:

Giver complete identification of the book desired; or
explain briefly how the subject material requested is
to be used. "Interlibrary loans" may be restricted to
use in the library. Keep careful tract of borrowed
material, data due, etc.

Outline of an approach to a topic or subject:

..Locate a popular introduction to the subject or topic for a person?

.Locate an outline of the subject for him?

1
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.Locate a list of the important terms used in the subject field,
and definitions?

.Locate a list of important researchers in the field? Two or three
societies and professional organizations?

.Locate some leading periodicals, indexes and guides in the field?

.Locate governmental agencies concerned with the subject?

.Locate films, videotapes and other media materials on the subject?

.Indicate relationships to other topics and fields of knowledge?

Readers Advisory Evaluation:

.Do you offer reader's advisory service formally through staff members
or informally through the entire professional staff?
In some other way?

.What part does reader's advisory service play in the work of your
library?
Qualitatively? Quantitatively?

.Are staff members encouraged to make suggestions for improving
the services? How?

.How do you tell the public about reader's advisory service?

.Is your reader's advisor situated so as to invite approach by
users of the library?

.Does your reader's advisor's conversation with the reader bring
out informally the background and the interests of the reader?

.Do your readers regularly return for more "conversations"?

.Do you encourage the reader to help you evaluate the advice you
have given?

.Do you later record any facts brought out in the conversation so
as to give further help to the reader?

.Does your talk with the reader acquaint him with the library and
what is offered of importance to his particular needs and interests?

.Do your exhibits relate material ordinarily separated under
regular classification schemes?
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.Are your exhibits an effective contribution to reader's advisory
service?

.Are your booklists fresh and attractive?

.Do you distribute 'tour booklists outside the walls of the library?

.What part do booklists have in your reader's advisory service?

.Have your present groupings of books such as "westerns," "mysteries,"
"new books," successfully stimulated use of the books?

.Are there other broad areas of interest in your community about
which you might organize groups of books?

.Do you keep a file of readers' continuing interests?

.Do you have a regular system of notifying readers of books which
might be of interest to them?

.How do you find out if the reader got what he needed?

.How do you make sure that the reader knows what the library can do
for him as other needs develop?

.How do you measure the effectiveness of your reader's advisory
service?

.Do you give your board of trustees facts and figures about reader's
advisory service so that they can help increase its effectiveness
with funds and personal?

.Has your reader's advisory service helped to make your public think
of you as more than a mere lending service?

.Do satisfied readers give you word of mouth publicity?
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FORMULA THINKING ABOUT PERSONAL
COMMUNICATION

Who

Who am I in this communication situation?

A friend? Am I known to the audiences?
Does my audience have a pre-formed view
of me? Am I the right person to do this

job of communication?

Says what

Exactly what is it I want to say in this
particular communication situation? Are
my purposes clear, well defined, and
limited? On what key symbols should he

message rest?

Among the mediums at hand, which is the
In what channel most appropriate for this communication
(through what job? Is some combination of communication

medium) mediums indicated?

To whom
Who is my audience? What expectations
does the audience have? How can I pro-
mote two-way communication between me
and my audience?

What do I want to achieve as a result of
this communication? Do I want to change

After what effect? behavior? If so, why should my audience
(with what intended be interested, and what do I '.xpect them

effect) to do?
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WHO (patron type) needs to know WHAT (topic aspect)?

Books come by the hundreds. It is helpful if some prearrangement
can be made into large categories to expedite review of any particular
item. Purpose of developing a reading list is to choose a few books
from a larger collection which has potential publics--to select from
a collection with particular reader in mind.

Preparation

Aim for over-impression of the book by examining information on
the book jacket (publishers evaluation and summary of book, author
data which can be supplemented by other sources, other books written
by him); table of contents (plan of book); preface (what he is trying
to do).

In skimming, read a few chapters (100 p.) and scat, rest to
determine style, content, form, structure and manner the subject is
treated, popularity of presentation, workmanship, the appendices or
indexes useful for reference.

Determine to what class the book belongs and then compare it with
other books on the subject, as an addition or duplication. Consider
the potential reader in terms of subject presentation, and skill and
maturity in reading. Finally, write a recommendation (for selection
or rejection) using the above factors as an outline.

Annotation Writing

The purpose is to convey the sense of the whole rather than a part.
The difference between a review and an annotation is one of size rather
than treatment. The order of items in the reading list can be by form,
or alphabetical. Better however is an organic arrangement in terms of
anticipated growth in the reader.

Readers note appeals to a reader for whom intended. It is designed
to attract and may be more descriptive than a librarians note. Readers
note should attract a specific reader and induce him to read the title.
It is usually quite brief, not more than 1-2 sentences in length.

Librarians note, on the contrary, is designed to inform and to be
critical as well as indicating what reading public is likely to use
the book. Its purpose is to aid in making a decision on whether to
place the book in a library collection.
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Most common defects in annotation writing are vagueness, pretti-
ness and a failure to convey a true impression of the book. Recommen-
dations should not be too obviously pointed, nor should editorial
statement or phrases be made in the introduction or annotations. Avoid
flowery language and personal pronouns.

Lack of focus on the reader must be watched. It is all too easy
to orient the annotation towards the teacher or librarian, rather than
on the reader with an interest. Edit out extraneous phrases and state-
ments ("This book was about..." "In reading this book, I discovered,");
and negative verbalizations ("Plot too involved for high school students..."
"No love story here..."). Both type of statements are a handicap; if
negative, the book should be excluded from the list; if extraneous, you
indicate indecision or inability to make up your mind.
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Human Relations Assignment:

1. Approach the readers advisory and/or reference librarian
(professional ) of a library.

2. Confess to, or hint at a certain inability to express
exactly what you want.

3. Study the ability and skill of the librarian to draw
out your concern, as well as the ability to supply the
information which will satisfy you.

4. Write a brief report of your experience and indicate
how the interview should have been undertaken.

Group Encounter Assignment:

1. Seek out and participate in a group encounter situation or
a library discussion group or in one being held at some
other social agency.

2. Begin to play some of the nonfunctional group roles which
come naturally to you when meeting the other folks.

3. Observe how you are handled, or manipulated, or led away
from these nonfunctional roles into more productive group
building and information flow roles.

4. Write a brief report of your group encounter experience
indicating both strong and weak methods with thich you
were handled by the leader and the participant.
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GROUP COMMUNICATION INSTRUCTION'S

Goal: To orient ,participants to fodr selected aspects of effective
communication: (1) listening (2) describing behavior (3) describing
feelinirs (ii) perceptions.

ORIENTATION

Materials required: "Operation Halley's Comet"

Group size: Variable. Questions for discussion may include:
What is communication? How does communication occur in
everyday practice?

Instructions: Select five individuals, and have them read the
following statements to each other in groups of two.

A COLONEL ISSUED THE FOLLOWING DIRECTIVE TO HIS EXECUTIVE OFFICERS:

"Tomorrow evening at approximately 2000 hours Halley's Comet will be
visible in this area, an event which occurs only once every 75 years.
Have the men fall out in the battalion area in fatigues, and I will
explain this rare phenomenon to them. In case of rain, we will not
be able to see anything, so assemble the men in the theater and I will
show them films of it."

EXECUTIVE OFFICER TO COMPANY COMMANDER:

"By order of the Colonel, tomorrow at 2000 hours, Halley's Comet will
appear above the battalion area. If it rains, fall the men out in
fatigues, them march to the theater where this rare phenomenon will
take place, something which occurs only once every 75 years."

COMPANY COMMANDER TO LIEUTENANT:

"By order of the Colonel in fatigues at 2000 hours tomorrow evening,
the phenomenal Halley's Comet will appear in the theater. In case of
rain. in the battalion area, the Colonel will give another order,
something which occurs once every 75 years."

LIEUTENANT TO SERGEANT:

"Tomorrow at 2000 hours, the Colonel will appear in the theater will
Halley's Comet, something which happens every 75 years if it rains,
the Colonel will order the comet into the battalion area."

SERGEANT TO SQUAD:

"When it rains tomorrow at 2000 hours, the phenomenal 75-year old
General Halley, accompanied by the Colonel, will drive his comet
through the battalion area theater in fatigues."
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EIGHT

COMMUNICATION AS PROCESS

Knowledge itself is not communicated directly by librarians and
information specialists. Knowledge as made available is contained in
the resources which the library acquires. Knowledge is assumed to be
complete in the comprehensive totality of resource collections which
together make up the infrastructure network of national and inter-
national library systems.

Classification reflects the organization of knowledge as it is
developed in the disciplines who actually create and regenerate new
knowledge. Each discipline isolates new facts, identifies relationships
among those facts, and eventually establishes the predictive power is
generalized into principles. The set of principles for any subject
constitute the deductive matrix upon which information, library and
specialists build classification schemes.

Notation is the major method employed by librarians and infor-
mation specialists for displaying classification. Classification re-
mains as abstract intellectual endeavor (theoretical information science)
until it is applied in some system of notation. The system may employ
symbols, signs or objects in at least nominal and ordinal taxonomies.
Sometimes the notation distributions may have interval, but scarcely
ever ratio value. The notation array may be a deductive taxonomy as
in Dewey or an inductive taxonomy as in museum display or a reader's
interest classification.

Abstracting (and indexing as its corrollory) is a method of com-
pression, a transformation in which the content data of a particular
document is summarized into a precis. The precis is a summary of the
data of the codument as well as the author's viewpoint, supposedly
exact enough so that the document can at least be found (retrieved).
As yet, the state of the art of abstracting (whether manual or machine)
is not exact enough to permit the reconstruction of a document from its
abstract alone. Theoretical information science is attempting to es-
tablish an exact discipline by which reciprocal transformations can be
controlled whether in a homomorphic or isomorphic manner.

Cataloging includes the operations and record keeping aspects of
producing and controlling a unit card record for each document. The
unit record (unit card) is a display of both the bibliographic des-
cription as well as the content abstract together with a location or
document parking number. The unit record is duplicated in sufficient
quantity so that it can be mapped into (filed) the classification
notation at each and every point of its descriptor or index set. This
provides multiple access to the unit record.



Since the infrastructure of communication, i.e. knowledge organi-
zation and control, is based upon a logical and deductive system, it
is assumed that the retrieval of the data content of documents is also
governed by logico-deductive patterns. Direct and immediate retrieval
of content data may occur, if the retrieval expert is aware of the time
lag: between knowledge generation and classification on the one hand
as well as the degree of imprecision between classification and notat-
ion; between the abstract and its document; and between the index terms
and the notation upon which it is mapped.

Librarians and information specialists assume that communication
. is facilitated by browsing in the knowledge store and by the process
of retrieving relevant documents. It is assumed that individuals have
an overriding desire to have ideosyncratic and often disparate experi-
ences related to organized knowledge. It is often further assumed or
taken for granted that individuals are adept at the intrapersonal
communication skills of reading, viewing and listening, and thoroughly
understand the logical relation between document resources and the
organization of knowledge so essential to effective retrieval of data
content.

Theoretical information scientists may interact directly with the
creators of new knowledge and its codification in the various subject
disciplines. As literature scientists they establish the principles
of codification and lay out specifications for the editorial function
as well as the production and distribution of knowledge. Indeed at
one point in their careers they may have been researchers themselves
pursuing the elusive experimental goal of attempting to answer all
questions through the scientific method.

However, operational information, library and media specialists
are almost exclusively concerned with the industrial products of
knowledge production and distribution. As a result of the specifi-
cations laid down for the editorial function, the product of human
creativity is marketed in various formats. In general, the production
formats of materials include inner form, outer form and package form.
Usually the librarian's methods of cataloging and classification are
isomorphic with these general presentation devices. In the encounter
situation, the progress of a patron in the developmental communications
process tends to be in direct proportion to his own sophistication in
the use of the presentation devices provided by the publishing industry
and indexed by information, library and media specialists.

General subject areas for reader services:

I. Home and Family Life

(all books on child care, marriage, family relationships, house
plans, care of home, cooking, dressmaking, interior decoration,
etc.) Examples of Dewey Numbers: 640, 136, and some 300's.
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II. Making a Living
(vocational, business, trades, economics, such as investments,
banking, consumer education). Examples of Dewey Numbers: 650,

680, 630, some in 330, 371.72.

III. Human Relationships and Personal Development
(books on psychology, philosophy, health, retirement). Examples
of Dewey Numbers: 100, 610.

IV. Civic Responsibilities
a. Local and State---citizenship, voting, leadership, conducting

meetings, program planning, local problems. Examples: some
320's, 350's, 370's.

b. National and world---government, democracy, current events,
foreign relations, U.N.

Example: 300's which have political or civic implications,
some 900's such as This American People.

V. Recreation, Creative Arts, Use of Leisure Time
(bames, sports, parties, how-to books, collecting, handicrafts,
humourous books. Examples of Dewey Numbers: 790, some 600's, 817.

VI. Religious and Inspirational

200's such books as Gift From The Sea, Lives of Saints and Religious
Leaders.

VII. Cultural Appreciation
(art, music, literature, etc)
Generally in 700 and 800.

VIII. Understanding Our Environment
a. Human---travel, social life and customs, history (note: we

have in mind here books which promote better understanding but
are not primarily applicable for discharging civic responsibilities,
such as general histories of U.S. and other countries, world war
historical accounts, etc.)

b. Natural and physical---plant and animal life, the physical
sciences, etc.

Examples: 500's mostly, 300's in conversation, etc.

IX. Scientific and Technological Developments
(Atomic energy, air power, communication and transportation)
Examples: 620's, some 500's, particularly in 530's.

X. Ceneral and Miscellaneous
a. General biigraphy---all biography except those which relate

closely to one of the subject areas above

b. Miscellaneous
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Library cooperation with other agencies:

The library as an educational institution shares with other agencies
which have a similar purpose a responsibility for meeting the educational
needs of the community. Through this cooperation the library can fulfill
its own educational objectives more completely than it could do alone.

What are the agencies with which a library cooperates to meet its
educational objectives?

.Governmental, city or county commissions and divisions of
government such as courts, health, welfare, police departments,
etc., schools, colleges and universities, argicultural extension
and others

.Private Service agencies - Red Cross, YWCA, YMCA, Chamber of
Commerce, Family Service

How does a library cooperate with other agencies?

.Join and take an active part in any existing inter-agency
organization such as the Department Heads' Conferences,

Community Councils, Adult Education Councils, Councils of
Social Agencies, etc.

If no such ofganization exists:

.Provide opportunities for regular informal meeting of agency
representatives at the library.

.Offer to participate in community activities sponsored by
other agencies such as UN Day, Brotherhood Week, Fire
Prevention Month, mental health education, etc.

.Invite other agencies to help with library activities - dis-
tribute and publicize special collections in their field of
interest, co-sponsor discussion groups, build program re-
source file, make a community study, etc.

.Invite a group of appropriate agencies to discuss ways of
cooperating to meet a community need - such as providing
leadership training, developing study group techniques,
investigating problems of the yough in the community, etc.

Why does a library cooperate with other agencies?

.To understand the objectives of the agencies and to be
recognized as an educational institution

.To avoid duplication of services



131

.To share in the planning of activities so that the library's
resources may be used to the best advantage.

.To stimulate the staff and the board to a higher level of
performance through an exchange of experiences with other
agencies

.To enable the library to take part in other activities which
for reasons of budget, staff, etc. it could not undertake alone

.To provide a major opportunity for the library to take its
place in the mainstream of community life

Exhibits and Displays:

How can we have exhibits that meet an educational purpose?

The librarian who believes in the educational function of his
library will use his exhibits and displays to help accomplish that pur-
pose. He will begin to recognize all the possibilities for turning a
merely pleasing and colorful exhibit into a learning experience.

He will discard the traditional November bulletin board of
pumpkins and witches for one which says, "Do You Know How to Vote
Wisely?" and that leads the patron to the material a voter should
have. He will choose a series of peg-board displays highlighting
"Trouble Spots of the Community" rather than featuring best-seller
book jackets.

Where do we get our ideas for exhibits?

Newspapers:

.A local election, bond issue, housing needs

.Names in the news

.Trouble areas of the community and world

.Cartoons -- Pogo

.Letters to the Editor

Books and Magazines:

.A provocative title

.A germinal idea

.A challenging issue
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Radio and TV:

.Panel discussions ("City Desk," etc.)

.Symphony broadcasts jhilharmonic Sunday Concerts, etc.)

.Local and world newscasters

.Dramas (Shakespeare on TV)

.Advertisements

People:

.What are they arguing about?

.What are they worrying about?

.What are they gossiping about?

Where do we use our exhibits?

In the library:

.Wherever possible

.We change them often

Outside the library:

.In the factory
(industrial, labor, recreational)

.In the paint supply store
(how to do it)

.In the baby doctor's office
(pregnancy, baby and childcare, homemaking)

.In the travel agency
(travel, history)

We remember...

.To relate our materials to our audience
(will he or she or they be interested??)

.To make long-range exhibit plans built around our total
library program

.To be imaginative and flexible (we put up a "quickie"
on the :sews item we read over our morning coffee)
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RADIO, TV AND THE NEWSPAPERS:

Radio, TV and the newspapers give the library opportunities to
reach many people in the community who do not use the library. Many
of these listeners, viewers and readers rill never become library
borrowers. However, the library can still fulfill its educational
role, if, in addition to telling people, through the three media,
about the library's materials and services; it presents material
which informs, which provides discussion, and which stimulates
creative thinking. By doing this the library has created genuine
learning experiences for the community.

What are some of the ways in which we can use radio, TV and our newspapers?

Radio and/or TV:

.book reviews which point up the issues brought
out in the book -- perhaps explaining how such a
book might be used with a group (social issues of
Cry the Beloved Country)

.two or three community members discussing a book
of common concern to'them - pointing out the sig-
nificance to audience members who share that concern
(reading difficulties of children in Why Jonny Can't
Read, reading methods in Teaching Every Child to Read

.programt of spoken or musical recordings interspersed
with commentary (T. S. Eliot's Cocktail Part) or
Hear It Now)

.spot announcements following significant shows high-
lighting materials that tie in with the program
such as a book on farm parity prices after a Meet
the Press broadcast featuring Secretary Benson.

Newspapers:

.short list of magazine articles and books on a currently
hot topic (Suez Canel, World Series, etc.)

.short feature articles or box giving ready-reference
facts about a name in the news, or a special event
(the Inauguration) or a current subject of interest
(floridation)
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How can we do these things with limited time and staff?

.4.2 divide the responsibility and use the abilities and

skills of all the library staff at various times and for
special purposes

.we try to release additional time by examining our present
routines and eliminating all unnecessary ones and stream-
lining others

.we use people in the community as script writers, as panel
moderators, as discussion leaders, as story-tellers, as book
reviewers, etc.

SUGGESTED GUIDE TO COMMUNITY STUDY, ORGANIZATION AND INTERPPETATION
OF DATA:

Some point of reference may prove helpful to information, library
and media specialists who have not previously considered library and
community study as a method for developing more effective public service
programs. The following questions point up initial considerations in
getting the community study underway: How will the facts be gathered
and organized to reveal community trends? Who will identify resources
and organize information about them for use? Who will interpret the
facts in order to identify the educational needs? Who will be invited
to develop program goals, methods and techniques to be used in satisfying
the educational needs? Who will establish the goals, methods and tech-
niques of evaluation?

No single information, library or media center may gather all of
the data listed here. This guide is not intended as a pattern for a
community study. It is a tentative description of a step-by-step
procedure which will have to adapted to the situation of any specialist
using it.

Setting goals and establishing guidelines has been found to be an
essential step in keeping the study within manageable proportions and
moving productively. The over-all guideline will raise questions, the
answers to which will help the library promote continuing adult self-
education. These questions are not of a specific, factual nature.
Answers to'them rest in factual information, but for the most part, they
go beyond the more obvious aspects of a locality. The answers will be
found as a result of the process of gathering, organizing, evaluating
and interpreting the data.

Reference: "Outline for Self-Study," in Library Adult Education
in Action, by Eleanor Phinney, (A.L.A., 1956), p. 148-61.

"Questions-the Basis of a Study," Studying the
r:ommunity (A.L.A., 1960), p. 18-20.



135

A. Sources of information and what to look for:

1. Census reports:

.evidence of change, e.g., comparison of 1950-60-70 data

.high and lows

.variations from state and national norms

2. Maps, guides, handbooks, directories:

.physical and economic characteristics

.relationships to surrounding area

3. Histories:

.patterns of cultural change, e.g., coming of new
population stock, opening of transportation to other
communities, etc.

.development of tradition, e.g., leaders always from one
social group, or wide representation in leadership, etc.

.development of institutions and activities

4. Groups with common characteristics (homogenous neighborhoods,
race or national groups, age groups, special interest groups,
vocational groups, etc.):

.is this group unusual in its size or nature for this
community?

.is it a recently developed group?

.do social agencies exist to serve it.?

. is it represented-in government and in organization
membership?

.does it have educational and cultural opportunities?

.does it use them?

. what is the attitude of the community toward it?

5. Other community studies done by agencies, business, organizations:

. reason for status quo, change and community characteristics

.selection of pressing problems

. recommendations for action

. projection into the future

6. Various agencies--governmental & educational (including library),
voluntary, commercial, (reports on programs and activities):

.purposes, programs and activities

.requirements for participation (extent of use and analysis
of users)
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.analysis of participants--age, sex, education, income
group, etc.

.materials used in program planning and their sources
(nature and quality of materials) (terms of use-loan,
rental, purchase).

.resources needed or desirable

7. Business and Industry:

.type of manufacturing process, or business "line,"
and employee skills needed

.extent and quality of on-the-job training (points where
printed, or other materials can shorten or enrich the
program)

.resources available, resources needed or desirable

8. Membership Organizations and Church Groups:

.purpose, programs and activities

.requirements for membership and analysis of membership

.resources needed and their source, resources needed
or desirable

.methods used in progiram development

.recognized blocks in meeting goals, methods of evaluation

9. Mass Media--Newspapers, Radio, TV:

.educational features, analysis of content, editorials,
letters to the editor

.community response

.plans for expanding educational activities

.resources needed or desirable

10. Interviews, Comments by Community Representative, General Public:

.knowledge or lack of knowledge of documented fact

.expressed attitudes on community problems and interests

.description of community attitudes

.opinions on community needs

References: "Sources of Information" and "Getting the Infor-
mation," Studying the Community, (A.L.A., 1960)
p. 36-52.

B. Identifying and organizing community resources:

Sources of Resources--libraries, book stores, newsstands, film
and record distributors:

.nature of material--books, films.
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.quality of material

.terms of use--loan, rental, purchase

.extent of use and analysis of users

Sources of Information--mass media, agencies (libraries), orgrni-
zations, churches, newspapers, radio, TV, bulletins, newsletter:

News sources -- announcements of coming events, personel, etc.
-- emphasis on types of news, problems, achievements,

etc.

-- bulletins, newsletter, etc.

Educational features -- community response
-- plans for expanding educational activities
-- resources needed or desirable

Library informational service - reference service
- community reference service

Extent of use and analysis of users

Sources of educational and cultural experiences--concerts, art
exhibits, literary programs, various programs (formal & informal)
for adults, agency sponsored programs, self-education through
information, library and media centers:

.type and number

.cost and availability

.opportunities for participation

.extent of use and analysis of users

C. Organizing community data to show trends:

1. Community problems

Factors causing change in the community--institutions or
activities which can help the community adapt to change,
or can help to forestall undesirable change

Factors limiting the community in its development, and
those which contribute to the development of the community

Factors producing tension in the community--institutions
or activities which can help to resolve the tension or
to develop desirable action from them

2. Community interests are usually evident, although they may
not have been recognized by some agencies (including the
library). Clues to interests may be found in the study of
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attendance at commercial shows (even at a distance from
the community), response to TV and radio programs, reading
of special magazines, membership in special interest
organizations, responses to certain questions.

When strong interests are recognized as responsibilities,
action is usually taken. However, there may be a lack of
coordination. Some interests may be overlooked or in-
adequately served such as those interests held by fewer
people, or seldom expressed because of lack of encourage-
ment may have been overlooked or inadequately served. New
interests constantly emerge as the community, the nation
and the world change.

3. A trend in the community is evident when:

No institution or activity exists to recognize inadequacies,
change, and tension, and to guide the community in its reaction
to them. Do they recognize a responsibility?

Existing institutions or activities are inadequate co meet the
situation, or are overlapping in their efforts, or are not co-
ordinating their efforts.

Groups with common characteristics do not participate in community
life, or do not benefit from community activities by their own
choice, by community action, or because of community attitudes.

4. An evaluation of the likelihood that a trend actually exists may
be indicated by:

Authority of the source--e.g., (i) census figure against opini3n,
(ii) record of a professional agency as against a record of a
membership organization.

Frequency with which it appears in the data--e.g., (i) need for
better group relations as shown in geographical segregation,
social discrimination, variations in income levels between groups,

etc., (ii) need for coordination of community efforts as
shown by overlapping agency services, competitive organizational
efforts, lack of adequate communication among groups, etc.

Reference: "Organizing the Information" Studying the Community
(A.L.S., 1960), p. 58-61.

I
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D. Educational needs and reading interests:

Educational needs for specific publics and reading interests
of specific groups are indicated by asking about each one of the
trends (problems and/or interests): who needs to know what?

"Who?" may be answered in a number of ways: the general
public, a defined group in the population, people responsible for
action, such as government, agency or institutional officers,
organization leaders, lay people. More than one such catagory will
be listed in response to the question, "Who needs to know?"

"What?" also has more than one answer as a rule. The answers
fall into categories: the factors and implications in the situ-
ation (information and understanding), knowledge of accepted prac-
tice in dealing with it, the adequacy of present resources, avail-
ability of state and national resources, experiences of other
communities in dealing with similar concerns.

Reference: "Interpreting the Information," Studying the Community
(A.L.A., 1960), p. 26-67
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Your use of an information, library and media center:

The information, library or media specialist who can give affir-
mative answers to these questions is in control of the presentation
materials of communication. An inventive specialist will constantly
evaluate their usefulness in terms of his communications objectives,
will try out new methods, and will again evaluate and replan. At this
point, some instructional method may be essential as a means for moti-
vating patrons to acquire and use information effectively.

1. Can you locate these in your collection infrastructure?

Books in your own and in related fields
General reference books
Magazines--both current and bound copies
Clippings, pamphlet and picture files
Community resource files
Audiovisual materials--records, films, filmstrips
Curriculum and teaching guides
College catalogs
Maps, travel guides and posters
Vocational monographs and pamphlets
Professional books, magazines and other literature

in your own and related fields

2. Do you know the general reference presentation books--their
scope, arrangement and specific uses?

General encyclopedias--both children's and adult
Dictionaries, word books and usage books
Handbooks--literary, historical and statistical
Yearbooks, almanacs, and other records of progress
Biographical dictionaries--both current and historical
Gazetteers, atlases, globes, guide books
Manuals and directories
Special encyclopedias in your own field

3. Are you acquainted with sources, and can you use these
indexes and guides to locate infrastructure materials?

Indexes to materials in magazines and newspapers
The Reader's Guide to Periodical Literature
The Education Index

Indexes to audiovisual materials
Film and filmstrip guides
Indexes to pictures, records, recordings
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Lists of free and inexpensive learning and curriculum materials
The Vertical File Index and other authoritative lists

Indexes to literature in collectiohs

Poetry, Biography, essays, short stories, plays, fairy tales

Subject lists of books and other instructional materials
Vocational and historical fiction
Subject indexes for all age and interest groups

Lists provided in resource units and subject guides

Lists for reluctant readers

4. Do you follow a planned program for keeping in close touch
with new books and new presentation materials?

Examination of authoritative lists and bibliographies
Reading of book-reviewing periodicals
Examination and evaluation of new materials
Regular visits to the library

5. Are you skillful in searching for presentation materials?
Can you do the following?

Use the Dewey Classification System
Locate books on the shelves by using the card catalog
Use effective procedures in index searching
Select the best reference books for a given problem
Take effective notes and develop bibliographies
Read, evaluate and interpret information efficiently

6. Are you familiar with the many available aids and tools for
tutoring in the infrastructure and work-study skills,
such as those below?

Chapters in textbooks devoted to the use of the library
and the learning skills

Curriculum guides and manuals on the use of the library
Films and filmstrips on the use of reference books and

other library tools

7. Do you promote in program planning these special uses of
infrastructure and learning materials?

Request reserve collections in the library for specific
interests and loan collections for program meetings

Inform librarians in advance of program interests and
projects requiring special library services

Use library conference rooms for groups to work in, so they
will have easy access to presentation materials
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Arrange to bring groups to the library for guided reading
discussion or instruction, with the librarians and pro-
gram chairman working as a team

Use library facilities for displays of creative work of
participants

Inform librarians in advance of projects that will place
heavy demands on specific materials

Make periodic visits to other library and community in-
stitutions and arrange for patron use of the resources.

8. Do you encourage wide and related reading in all subject
fields and the use of varied book and non-book material?

Suggest books of information that enrich, sharpen and
clarify ideas obtained from the mass media, supple-
mentary materials in various subject fields

Motivate patrons by discussing books rather than merely
handing out reading lists

Encourage patrons to depend on the librarian for reading
guidance in the selection of materials rather than
suggest exclusive use of the cncyclopedia

9. Do you cooperate with the patron in providing instruction
in the use of books and libraries?

Obtain self-teaching materials for patrons on the use of
the library

Use available printed instructional materials.

Retrieval Strategy Assignment:

1. Write a brief abstract of any given interest you may have.

2. In order to retrieve data on this interest construct four
search strategies: (a) boolean logic; (b) functional form
(see Shores p. 238); (c) concept classification set (see
Merrill); (d) reader interest array

3. Compare and contrast the product drops of each of these
search strategies in terms of your original stated interest.

Infrastructure Review Assignment:

1. Take any descriptor, peruse the unit records and select one
unit record which interests you.

Photo or otherwise copy exactly the unit record selected.
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2. Consult the thesaurus for each term in the descriptor set,
noting "see also" and "refer from" terms and write a pre-
cis on the document. Or if the contents are transformed
into an index set, write a precis of the document.

3. Consult an index of reviews of the document, retrieve and
read existing reviews. Write an additional abstract of the
document based on the reviews alone.

4. Compare and contrast your abstracts based on the unit re-
cord and the review set. Write a third composite abstract.

5. Retrieve and read (technically) the document. Write an
abstract of the document content.

Questions on the Infrastructure Assignment:

a) Were you surprised at any of the data in the document?

b) Were the author's intentions different from your expectations?

c) Was the form of the document (inner, outer, package) congruent
with any of your abstracts?

FINDING COMMUNITY FACTS:

"No matter how well one is acquainted with the community in which
he lives, a fresh and searching look, a reshuffling of the available
facts, will bring new insights. The process of looking at the commu-
nity may be regarded as taking stock, an attempt to map the present
position before deciding on new destinations. Comprehensive and spe-
cific knowledge of the characteristics of the people making up the
community, the circumstances under which they live, and the extent and
kinds of change that are taking place will help in estimating their
capabilities and their interests; it will provide clues as to both'
the nature and the underlying causes of their problems, and those of
the community at large." Eleanor Phinney, Literary Adult Education,
(ALA., 1956), p. 149.

I. What is the geographical and historical nature of the County?
What are the geographic, and historical factors iii the County
which presently have an effect on the lives of the people?

Who obtains? Sources?

a) Geography

b) History
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II. What facts about the population have an effect on the lives
of people in the County? How do population facts in the County
compare with those of the State and the United States?

Who obtains? Sources?

a) Age distribution

b) Sex distribution

c) Racial characteristics

d) Mobility of population

e) Crime and accident rate

f) Hzalth and welfare

i) hlspitals

ii) community chest

III. What is the educational, cultural and recreational life of the
County and how does it compare with the state and the United States?

Who obtains? Sources?

a) Educational characteristics
of population

b) Number and quality of schools

c) Adult educational opportunities

d) Cultural opportunities

e) Recreational opportunities

IV. What is the business and economic life of the County and how does
it compare with the state and the United States?

Who obtains? Sources?

a) Housing of population

b) Occupational characteristics

c) Types of employment

d) Manufacturing and business concerns

e) Income distribution



145

Some Methods of Securing Information

for Library-Community Study

Three of the most commonly used methods to secure information are:
(1) by examining and analyzing statistical records, (2) by examining
reports and related literatusa, and (3) by asking questions.

I. Examining and analyzing statistical records (such as: census,
attendance, registration, circulation, membership, etc.)

A. Counting to answer the question "how many?" (or "how often?")

B. Tabulating to answer the question "how many in a category?"
(such as: how many men are enrolled in family living classes?;
how many people over 65 are in the employed group?)

C. Cross-tabulating to answer the question "how many in one
category are also represented in another category?" (such as:
how many people over 65 in the employed group have completed
12th grade?)

D. Ranking to answer the question "in what order?"

E. Spotting on maps to answer the question "where?"

II. Examining reports and related literature (such as: annual reports,
surveys, histories, 'organizations' yearbooks, newspapers, handbooks,
etc.)

A. Recording notes in answer to pre-determined questions or
checklists.

B. Summarizing information in brief narrative statements

III. Asking questions (of representatives of agencies and organizations,
of users of adult education services, including patrons of the
library, of particularly knowledgeable persons, of a sampling of
the total population)

A. In interviews

1. Open end--broad, general questions asked of informed
persons; answers taken in notes or on tape

2. Structured--specific, direr° questions; answers recorded
verbatim,.or by checking ared lists

3. Group-fairly broad questions asked of groups with common
characteristics; answers discussed by groups, and signi-
ficnia inrormatiui. v.:corded in notes
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B. By questionnaire (distributed by mail or by hand)--specific
questions; answers written or checked on a list by respondents

Reference: "Getting the Information." Studying the
Community (ALA., 1960) p. 45-52.



L
I
B
R
A
R
Y
 
A
N
D
 
C
O
M
M
U
N
I
T
Y
 
S
T
U
D
Y
 
D
A
T
A

I
N
T
E
R
P
R
E
T
A
T
I
O
N

I
 
P
r
o
b
l
e
n
A
a
r
e
a
 
(
t
r
e
n
d
)

o
r
 
c
d
n
c
e
r
n

I
I

E
v
i
d
e
n
c
e

I
I
I

C
o
m
m
u
n
i
t
y
 
r
e
s
o
u
r
c
e
s

a
v
a
i
l
a
b
l
e

A
 
l
a
c
k
 
o
f
 
a
p
p
r
e
c
i
a
t
i
o
n
 
f
o
r

c
o
n
t
i
n
u
i
n
g

e
d
u
c
a
t
i
o
n
 
a
n
d
 
o
f
 
f
a
c
i
l
i
t
i
e
s
 
f
o
r
 
i
t
.

A
 
l
a
c
k
 
o
f
 
a
 
s
e
n
s
e
 
o
f
 
o
v
e
r
-
a
l
l

c
o
m
m
u
n
i
t
y
 
r
e
s
p
o
n
s
i
b
i
l
i
t
y
 
b
y
 
t
h
e

m
a
j
o
r
i
t
y
 
o
f
 
t
h
e
 
p
o
p
u
l
a
t
i
o
n
.

H
i
g
h
 
c
r
i
m
e
 
a
n
d
 
a
c
c
i
d
e
n
t
 
r
a
t
e

D
a
t
a
:

4
5
%
 
o
f
 
p
e
o
p
l
e
 
h
a
v
e
 
a
n
 
8
t
h
 
g
r
a
d
e

e
d
u
c
a
t
i
o
n
 
o
r
 
l
e
s
s
.

P
r
e
d
o
m
i
n
a
n
c
e
 
o
f
 
y
o
u
n
g
e
r
 
p
e
o
p
l
e

w
h
o
 
d
o
 
n
o
t
 
u
s
e
 
t
h
e
 
p
u
b
l
i
c

l
i
b
r
a
r
y
 
a
s
 
m
u
c
h
 
a
s
 
t
h
e
 
o
l
d
e
r

a
g
e
 
g
r
o
u
p
s
.

L
o
w
e
r
 
e
d
u
c
a
t
i
o
n
 
g
r
o
u
p
 
d
o
e
s
 
n
o
t

u
s
e
 
t
h
e
 
p
u
b
l
i
c
 
l
i
b
r
a
r
y
.

F
i
n
a
n
c
i
a
l
 
s
u
p
p
o
r
t
 
o
f
 
i
n
f
o
r
m
a
t
i
o
n
,

l
i
b
r
a
r
y
 
a
n
d
 
m
e
d
i
a
 
c
e
n
t
e
r
s

i
s
 
l
o
w
.

A
b
s
e
n
c
e
 
o
f
 
a
 
c
l
e
a
r
i
n
g
h
o
u
s
e
 
o
f

i
n
f
o
r
m
a
t
i
o
n
 
a
b
o
u
t
 
e
d
u
c
a
t
i
o
n
a
l

r
e
s
o
u
r
c
e
s
 
a
n
d
 
p
r
o
g
r
a
m
s
.

D
A
T
A
:

P
r
e
s
i
d
e
n
t
i
a
l
 
v
o
t
i
n
g
 
i
s
 
l
o
w
.

P
r
e
d
o
m
i
n
a
n
c
e
 
o
f
 
y
o
u
n
g
e
r
 
p
e
o
p
l
e

w
h
o
 
d
o
 
n
o
t
 
b
e
l
o
n
g
 
t
o

o
r
g
a
n
i
z
a
t
i
o
n
s

C
r
i
m
e
 
r
a
t
e
 
i
s
 
h
i
g
h

A
u
t
o
m
o
b
i
l
e
 
a
c
c
i
d
e
n
t
 
r
a
t
e
 
i
s

i
n
c
r
e
a
s
i
n
g

D
A
T
A
:

C
r
i
m
e
 
r
a
t
e

H
i
g
h
 
p
e
r
c
e
n
t
a
g
e
 
o
f
 
y
o
u
n
g
 
m
a
l
e
s

I
n
t
e
r
v
i
e
w
s
 
-
 
L
a
c
k
 
o
f
 
c
o
o
p
e
r
a
t
i
o
n

b
e
t
w
e
e
n
 
c
i
t
y
 
a
n
d
 
c
o
u
n
t
y

F
a
c
t

N
o
 
c
a
r
 
i
n
s
p
e
c
t
i
o
n

G
r
e
a
t
e
r
 
U
n
i
v
e
r
s
i
t
y
 
E
x
t
e
n
s
i
o
n

T
V
 
c
l
a
s
s
e
s
 
f
o
r
 
i
l
l
i
t
e
r
a
t
e
s

T
V
 
c
l
a
s
s
e
s
 
o
n
 
h
i
g
h
 
s
c
h
o
o
l
 
l
e
v
e
l

C
i
t
y
 
a
n
d
 
c
o
u
n
t
y
 
s
c
h
o
o
l
 
b
o
a
r
d
s

I
n
f
o
r
m
a
t
i
o
n
,
 
L
i
b
r
a
r
y
 
a
n
d
 
M
e
d
i
a

C
e
n
t
e
r
s

V
a
r
i
o
u
s
 
o
r
g
a
n
i
z
a
t
i
o
n
s

C
h
u
r
c
h
e
s

G
o
v
e
r
n
m
e
n
t
a
l
 
a
g
e
n
c
i
e
s

R
e
d
 
C
r
o
s
s

D
r
i
v
e
r
 
t
r
a
i
n
i
n
g
 
p
r
o
g
r
a
m
,

J
u
v
e
n
i
l
e
 
c
o
u
r
t

A
l
c
o
h
o
l
i
c
s
 
A
n
o
n
y
m
o
u
s



L
I
B
R
A
R
Y
 
A
N
D
 
C
O
M
M
U
N
I
T
Y
 
S
T
U
D
Y
 
D
A
T
A
 
I
N
T
E
R
P
R
E
T
A
T
I
O
N

I
P
r
o
b
l
e
m
 
a
r
e
a
 
(
t
r
e
n
d
)

o
r
 
c
o
n
c
e
r
n

I
I

E
v
i
d
e
n
c
e

I
I
I

C
o
m
m
u
n
i
t
y
 
r
e
s
o
u
r
c
e
s

a
v
a
i
l
a
b
l
e

L
a
c
k
 
o
f
 
u
n
d
e
r
s
t
a
n
d
i
n
g
 
a
n
d
 
c
o
o
p
e
r
a
t
i
o
n

b
e
t
w
e
e
n
 
c
i
t
y
 
a
n
d
 
c
o
u
n
t
y
 
p
e
o
p
l
e

P
e
r
s
o
n
a
l
 
a
d
j
u
s
t
m
e
n
t
 
a
n
d
 
f
a
m
i
l
y

r
e
l
a
t
i
o
n
s

T
h
e
 
C
o
u
n
t
y
 
i
s
 
a
 
f
a
s
t
 
g
r
o
w
i
n
g
,
 
m
o
b
i
l
e

c
o
m
m
u
n
i
t
y
 
o
f
 
h
e
t
e
r
o
g
e
n
o
u
s
 
b
a
c
k
g
r
o
u
n
d
,

l
a
c
k
i
n
g
 
o
v
e
r
a
l
l
 
p
l
a
n
n
i
n
g
 
a
n
d
 
c
o
n
c
e
r
t
e
d

e
f
f
o
r
t
.

L
a
c
k
 
o
f
 
d
i
v
e
r
s
i
f
i
c
a
t
i
o
n
 
o
f
 
i
n
d
u
s
t
r
y

a
n
d
 
e
m
p
l
o
y
m
e
n
t
 
o
p
p
o
r
t
u
n
i
t
y

F
a
c
t
 
-
 
C
i
t
y
 
p
l
a
n
n
i
n
g
 
b
o
a
r
d
,
 
b
u
t

n
o

c
o
u
n
t
y
 
p
l
a
n
n
i
n
g
 
b
o
a
r
d

I
n
t
e
r
v
i
e
w
s
 
-
 
F
r
e
q
u
e
n
t
l
y
 
m
e
n
t
i
o
n
e
d

F
a
c
t
 
-
 
C
o
u
r
t
 
c
a
s
e
s

H
i
g
h
 
d
i
v
o
r
c
e
 
r
a
t
e

I
n
t
e
r
v
i
e
w
s

D
A
T
A
:

T
o
t
a
l
 
p
o
p
u
l
a
t
i
o
n
 
i
s
 
r
a
p
i
d
l
y

e
x
p
a
n
d
i
n
g
.

P
o
p
u
l
a
t
i
o
n
 
i
s
 
h
i
g
h
l
y
 
m
o
b
i
l
e

(
T
w
i
c
e
 
t
h
a
t
 
o
f
 
t
h
e
 
s
t
a
t
e

a
v
e
r
a
g
e
)

1
6
%
 
o
f
 
p
o
p
u
l
a
t
i
o
n
 
d
o
 
n
o
t
 
l
i
v
e
 
i
n

d
w
e
l
l
i
n
g
 
u
n
i
t
s
.

D
A
T
A
:

S
m
a
l
l
 
l
i
s
t
 
o
f
 
o
c
c
u
p
a
t
i
o
n
s

U
n
e
m
p
l
o
y
m
e
n
t
 
f
i
g
u
r
e
 
h
i
g
h

L
o
w
 
v
a
l
u
e
 
o
f
 
f
a
r
m
 
p
r
o
d
u
c
t
s

Y
o
u
n
g
 
p
e
o
p
l
e
 
l
e
a
v
i
n
g
 
c
o
m
m
u
n
i
t
y

a
f
t
e
r
 
g
r
a
d
u
a
t
i
o
n
 
f
r
o
m
 
s
c
h
o
o
l

I
n
t
e
r
v
i
e
w
s
 
-
 
f
r
e
q
u
e
n
t
l
y
 
m
e
n
t
i
o
n
e
d

G
u
i
d
a
r
c
e
 
c
e
n
t
e
r
s

F
a
m
i
l
y
 
S
e
r
v
i
c
e

H
o
m
e
 
D
e
m
o
n
s
t
r
a
t
i
o
n
 
C
l
u
b

R
e
d
 
C
r
o
s
s

P
u
b
l
i
c
 
H
e
a
l
t
h
;

C
h
u
r
c
h
e
s

A
l
c
o
h
o
l
i
c
s
 
A
n
o
n
y
m
o
u
s

P
a
r
e
n
t
 
S
t
u
d
y
 
g
r
o
u
p
s

C
o
u
n
t
y
 
D
e
v
e
l
o
p
m
e
n
t
 
C
o
r
p
.

C
h
a
m
b
e
r
 
o
f
 
C
o
m
m
e
r
c
e

E
m
p
l
o
y
m
e
n
t
 
S
e
c
u
r
i
t
y
 
C
o
m
m
.

S
c
h
o
o
l
 
d
i
v
e
r
s
i
f
i
e
d
 
t
r
a
i
n
i
n
g

B
u
s
i
n
e
s
s
 
s
c
h
o
o
l



L
I
B
R
A
R
Y
 
A
N
D
 
C
O
M
M
U
N
I
T
Y
 
S
T
U
D
Y
 
-

I
D
E
N
T
I
F
I
E
D
 
E
D
U
C
A
T
I
O
N
A
L
 
N
E
E
D
S

A
r
e
a
 
o
f
 
P
r
o
b
l
e
m
 
o
r
 
C
o
n
c
e
r
n

W
h
o
?

n
e
e
d
s
 
t
o
 
k
n
o
w

W
n
a
t
?

L
a
c
k
 
o
f
 
a
p
p
r
e
c
i
a
t
i
o
n
 
f
o
r

c
o
n
t
i
n
u
i
n
g
 
e
d
u
c
a
t
i
o
n
 
a
n
d

f
a
c
i
l
i
t
i
e
s
 
f
o
r
 
i
t
 
-
-

a
l
s
o
 
r
e
l
a
t
e
d
 
s
u
b
-
t
o
p
i
c
s

S
t
a
f
f
 
a
n
d
 
b
o
a
r
d
s
 
o
f

a
g
e
n
c
i
e
s

L
e
a
d
e
r
s
 
o
f
 
o
r
g
a
n
i
z
a
t
i
o
n
s

1
.

T
h
e
 
p
r
o
b
l
e
m

2
.

N
e
e
d
s
 
a
n
d
 
i
n
t
e
r
e
s
t
s

o
f
 
p
u
b
l
i
c
 
a
s
 
d
e
t
e
r
-

m
i
n
e
d
 
b
y
 
c
o
r
n
m
.
.
n
i
t
y
 
s
t
l
.
d
y

3
.

P
r
i
n
c
i
p
l
e
s
 
a
n
d
 
t
e
c
h
-

n
i
q
u
e
s
 
o
f
 
c
o
m
m
u
n
i
c
a
t
i
o
n

w
i
t
h
 
p
u
b
l
i
c
 
a
t
 
a
l
l
 
e
c
o
-

n
o
m
i
c
,
 
s
o
c
i
l
a
,
 
a
n
d
 
e
d
u
-

c
a
t
i
o
n
a
l
 
l
e
v
e
l
s

4
.

I
.
:
e
t
n
c
d
,
.
 
o
f
 
c
o
o
r
d
i
n
a
t
i
n
g

e
f
f
o
r
t
s

5
.

W
a
y
s
 
t
c
 
a
s
s
e
s
s
 
c
o
s
t
s
 
a
n
d

t
o
 
m
e
e
t
 
t
h
e
m

6
.

E
x
i
s
t
i
n
g
 
o
r
 
p
o
t
e
n
t
i
a
l

r
e
s
o
u
r
c
e
s

1
.

:
n
e
 
p
r
o
b
l
e
m

2
.

P
r
o
g
r
a
m
 
c
o
n
t
e
n
t
 
a
n
d

m
e
t
h
o
d
s
 
t
o
 
s
t
i
m
u
l
a
t
e

i
n
t
e
r
e
s
t
 
a
n
d
 
a
p
p
r
e
c
i
a
t
-

t
i
o
n
 
o
f
 
m
e
m
b
e
r
s
 
t
n
e
m
-

s
e
l
v
e
s
,
 
a
n
d
 
t
o
 
s
t
i
m
u
l
a
t
e

t
h
e
m
 
t
o
 
c
o
-
m
m
a
i
t
y
 
a
c
t
i
o
n

L
a
c
k
 
o
f
 
o
v
e
r
a
l
l
 
p
l
a
n
n
i
n
g
 
f
o
r

a
 
f
a
s
t
 
g
r
o
w
i
n
g
 
m
o
b
i
l
e
 
c
o
m
-

m
u
n
i
t
y
-
-

a
l
s
o
 
r
e
l
a
t
e
d
 
s
u
b
-
t
o
p
i
c

L
e
a
d
e
r
s
 
o
f
 
t
h
e
 
C
o
m
m
u
n
i
t
y

1
.

T
h
e
 
p
r
o
b
l
e
m

2
.

H
o
w
 
o
t
h
e
r
 
c
o
m
m
u
n
-

i
t
i
e
s
 
d
e
a
l
 
w
i
t
h
 
i
t

3
.

P
r
i
n
e
.
.
.
p
l
e
s
 
o
f
 
e
f
f
e
z
-

t
i
v
e
 
c
o
m
m
u
n
i
t
y
 
a
c
t
i
o
n

4
.

W
h
a
t
 
s
t
a
t
e
,
 
n
a
t
i
o
n
a
l
,

l
o
c
a
l
 
r
e
s
o
u
r
c
e
s
 
a
r
e

a
v
a
i
l
a
b
l
e
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INFORMATION, LIBRARY AND MEDIA CENTER DEVELOPMENT PROJECT:

A checklist in preparing for special services

1. Locate appropriate materials for
purchase, or to borrow.

2. Adjust the publicity program for
special emphasis on topics and
recommendations resulting from
the Standards (all types of
libraries)

3. Confer with all other information,
library and media specialists

4. Confer with youth-serving agencies
in community: Local activities
planned, e.g. meetings of committees,
study programs, publicity programs.
Key people--delegates, committee
members, subject specialists.
Kinds of materials and services
likely to be needed.
Areas of library-agency cooperation.

5. Organize information on community
activities and resources of special
importance to library development.
Calendar of meetings.
Program resource file--speakers,

panel members; films, charts,
materials from other agencies.
Bulletin boards for special infor-
mation.

6. Publicize the availability of such
information.

7. Prepare a collection of materials
of particular use to clubs and
organizations with special inter-
est in the welfare of children
and youth, including church-
related and yough groups in the
community, schools, colleges,
universities.

Read Can do Must 'lan
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Ready Can do Must plan

8. Inform club presidents and pro-
gram chairman of availability and
use of such materials for pro-
grams, committee work, and study.
Mail an informative brochure.
Call a meeting in the library
to introduce the materials, and
to demonstrate their use.

9. Invite each delegate and local
committee member to visit the
library to examine materials
and discuss services, either in-
dividually, or at a designated
time for the entire group.

10. Use the information, library and
media center's usual newspaper
space or radio or TV time to pro-
vice information on library de-
velopment. Ask key people to
take part in programs-- before
and after the library develop-
ment project. Offer time or
space to appropriate agencies.

Review materials, show films
on topics.

11. Sponsor--or cosponsor with other
agencies and organizations:

meetings, discussion series,
audio-visual programs on library
development.

12. Provide reading lists and exhibits
of use and interest to special
groups, i.e. parents, youth,
workers with youth, church members,
government officials, students
and teachers of sociology, govern-
ment, social welfare, education as
well as all types of community
leaders.



N
a
m
e
 
o
f
 
L
i
b
r
a
r
y
:

A
U
D
I
O
V
I
S
U
A
L
 
S
E
R
V
I
C
E
S
 
P
R
O
G
R
A
M

N
a
m
e
 
o
f
 
R
e
s
p
o
n
d
e
n
t
:

I
u
e
n
t
i
f
y
 
a
n
d
 
d
e
s
c
r
i
b
e
 
a
u
d
i
o
v
i
s
u
a
l

s
e
r
v
i
c
e
s
 
y
o
u
 
c
o
u
l
d
 
u
n
d
e
r
t
a
k
e
:

N
o
w

D
o
i
n
g

C
a
n
D
o

N
e
e
d
 
t
o

P
l
a
n
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AUDIOVISUAL PROGRAM DEVELOPMENT

The following questions can be used as a guide, and as a
reminder of the essential elements in audiovisual program
development in order to:

Plan an activity.

Report an activity to trustees or the public.
Evaluate an activity.

Serve as a baseline or statement of intentions

to be reviewed at intervals or the end of
an activity.

What is the informational or educational objective of each of the
audiovisual activities or programs you listed on the previous
worksheet?

What needs in the community does it serve?

What groups in the community need to be informed of its development,
or involved in its activities?

What library goals does it serve?

How will it be evaluated?

What plans have to be made to continue, or build on it?



A
U
D
I
O
V
I
S
U
A
L
 
P
R
O
G
R
A
M
 
C
H
A
N
G
E
S

L
i
b
r
a
r
y
 
F
u
n
c
t
i
o
n
s

C
h
a
n
g
e
s
 
i
n
 
L
i
b
r
a
r
y
 
F
u
n
c
t
i
o
n
s
 
w
h
e
n
 
A
u
d
i
o
v
i
s
u
a
l
s

a
r
e
 
s
t
a
r
t
e
d

1
.

C
o
l
l
e
c
t
i
o
n
 
D
e
v
e
l
o
p
m
e
n
t

2
.

O
r
g
a
n
i
z
a
t
i
o
n
a
l
 
p
a
t
t
e
r
n
s

(
m
a
t
e
r
i
a
l
s
 
a
n
d
 
e
q
u
i
p
m
e
n
t

s
t
o
r
a
g
e
)

3
.

I
n
f
o
r
m
a
t
i
o
n
 
a
c
c
e
s
s

(
i
n
d
e
x
i
n
g
)

4
.

P
u
b
l
i
c
 
r
e
l
a
t
i
o
n
s



L
i
b
r
a
r
y
 
F
u
n
c
t
i
o
n
s

C
h
a
n
g
e
s
 
i
n
 
L
i
b
r
a
r
y
 
F
u
n
c
t
i
o
n
s
 
w
h
e
n
 
A
u
d
i
o
v
i
s
u
a
l
s

a
r
e
 
s
t
a
r
t
e
d

5
.

E
d
u
c
a
t
i
o
n
a
l
 
a
n
d
 
i
n
f
o
r
-

m
a
t
i
o
n
a
l
 
u
s
e

(
r
e
f
e
r
e
n
c
e
 
a
n
d
 
g
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PLANNING AND EVALUATION:

A progressive information, library and media system plans continuously
based upon a research and development component within the system. Planning
is actually the reverse side of evaluation. Evaluation is a value judgement
based upon the objectives of the system. The following outline may serve as
a guide in the development of objectives and in the collection of data for
the evaluation and planning process.

Service

Why is an information, library and media service wanted? Upon what charac-
teristics of the user groups will it be based?

State its broad objectives in terms of the objectives of the community,
institution or organization of which it is a part.

Where in the community, institution or organization might there be
considerable resistance to a change from former habits of acquiring in-
formation, library and media services?

Estimate the kinds of service which might be offered and how these services
are related to the characteristics of the various user groups.

.document references (bibliographies and mediographies)

.documents and produced materials

.abstracts of documents

.state-of-the-art summaries or reviews

.actual information, opinions or data

Discuss how all the possible products of the information, library and media
services might be used by publics in the community, institution or organi-zation.

Define the relation of services being developed to any cooperative activity
with other agencies in the community, state and region.

Consider how service areas, such as the following and others, may be affected
by community and user needs.

.materials collection

.agency organization

.community resource file

.public relations

.educational materials use

.mass media

.agency cooperation

.special groups

.organizations

.community leaders
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Audience and Market Analysis

Define precisely the group or groups of users to be served by the
information, library and media service. Will research scientists
and specialists be included? Will any groups be excluded? Will it
serve all groups in the community or all publics for which the in-
stitution or organization feels responsible?

Describe the level of interest of each group, their concerns and
interests.

What publics might be reached that need the service and who are not
presently using information, library and media services? Who needs
to know what in terms of service and subjects?

Subject and Content Coverage

List the areas and levels of subject matter for which each of these
groups or publics is concerned about or interested in.

List types of documents which contain the subject matter required by
the clientele, e.g., journal articles, research reports, patents,
unpublished reports, memoranda, correspondence, tapes, films, maps,
drawing, videotapes.

Estimate the volume of each type of document which will be included in
the system.

Estimate the transcience of each type of document which will be in
the system.

Network Access

Comment on the speed with which each type of user ordinarily needs each
kind of information, library and media service, from the time of
question to response in terms of information retrieved or program de-
veloped; and from the time of acquisition of a document by the system
to notification of its contents. Consider the remote user. Should he
be services by mail, telephone, teletype, or should he be on line to
a computer?

Personnel: Professional and Technical

List the personnel now available to develop and maintain an information,
library and media service for the community, institution or organization.
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Where in the administrative structure of the institution or organization
would the director as chief administrator be placed?

List possible additional personnel, who might assume the task of
development or help with the maintenance of the service: specialists;
authors of reports; other users of the literature; lay volunteers and
community resource persons.

Discuss training of information and educational service personnel,
including production and use of training manuals, and manuals of
operat ion.

Discuss ways and means whereby information, library and media service
staff can be kept informed of concerns in the community, organizational
plans and changes, or research activities.

Service Cost

Estimate broadly a probably permissible budget for this service in
terms of initial capital cost, and operating costs.

Discuss the present costs of not providing an information, library
and media service for the community, institution or organization.

Plan how to get and present data for cost accounting and system
evaluation.

Materials Production and Acquisition

Discuss priorities of importance and criteria for evaluating various
types of documents for the various user publics.

Discuss criteria and procedures for getting rid of obsolete docu-
ments from the collection. Discuss criteria for obsolescence.

On what basis (criteria and priority) do personnel identify and ac-
quire literature generated outside the agency?

List the types of externally generated documents which will be in-
corporated into the information service, e.g., government reports,
patents, journal articles, trade publications, computer tapes, video-
tapes.

To what degree are existing abstracting, indexing and reviewing
services used to identify the existence of this literature?
To what extent will they be used in the future?

To what extent will "non-documents," e.g., newspaper clippings,
be collected.

I
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Estimate the number of separate documents to be acquired from
outside the organization.

List the types of documents generated within the institution
or organization '414,111 will be incorporated into the information
services, i.e. archival mate'riall reports, correspondence,
memoranda. List the sources of these documents.

Will all these documents be acquired or will only certain ones beselected? If the latter, what will be the basis for inclusion?

How many of these documents have restricted or confidential
access?

Discuss the advantages and disadvantages of incorporating back
files of documents in the information service.

Comment on the useful life of these documents for information
retrieval purposes.

Discuss the possibility of changes in the form or format of
internally generated documents to accommodate an information
service.

Materials Subject Analysis

Describe any concepts or s.ahject matter common to all of the docu-
ments to be included in the system, or to significant subsets of
the total collection.

State the various points of view with which these documents will beapproached by the users of the system.

Which of the documents acquired for the .information service will be
indexed according to subject content?

Estimate the depth to which these documents should be indexed, orsubject analyzed so as to cover all the aspects of subject matter
considered important by the various users of the service.

How often do subject interests change within the community, insti-
tution or organization? How can these changes be predicted?

In addition to indexing and subject analysis, should abstracts bemade of any of the documents? To what use might such abstracts beput? How much information should the abstracts give?
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Describe the kinds of persons who might oe able to index the docu-
ments, or write abstracts of the documents.

Discuss the advantages and disadvantages of reindexing, recataloging or
reclassifying any literature (either back or current, either externally
or internally generated) which has already been indexed by some other
scheme,

Terminology Control

Discuss the extent to which variations in terminology exist in the
documents to be included in the service. What kinds of terminology
exhibit variations? What kinds seem to be stable?

If some standardization of terminology should berimposed, discuss
various mechanisms for its imposition: restricting authors of
reports in use of terminology; or restricting indexers to a per-
missible terminology. A thesaurus or other subject authority may
have the flexibility sufficient to provide the necessary cross-
referencing and clustering of terminology.

Describe the kind of person who might be given the task of standardizing
terminology for the collection.

Document and Index Storarle

List available storage devices, shelving, microreproduction, data
processing. Give specification and cost.

Discuss advantages and disadvantages of centralization.

Discuss provisions for preventing loss of documents.

Discuss security measures for controlling access to classified
documents, or documents reserved for use by particular publics.

Discuss available mechanisms both within the center or its parent
organization and commercially available machines for storing indexes
and abstracts: a hand system versus an automated system.

Estimate size of the cataloged and indexed collection after one year,
five years, ten years.

Estimate average number of index or thesaurus terms per document.

Estimate average number of index terms per.question.

Estimate number of questions after one year, five years, ten years.
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Discuss advantages of access to the collection in term:: of
several specialized files- in various locations with some dupli-
cation, in contrast to one centralized file with one point of
access.

Question Analysis, Searching and Retrieval

Discuss which kinds of problems and concerns encountered by users
of the service center can be expressed in terms of questions to the
service.

Discuss who is best qualified to address the file directly with a
question: the questioner or an inquiry negotiator.

Will users be expected to do their own searching or will searches
be performed by an information service intermediary?

Estimate the anticipated frequency and load of searching.

Will searches be performed singly or in batches?

Will they be performed at set times or as received?

What is the average reauired speed of response?

Do you anticipate the need for conducting searching in the latest
increment to tlig,sfiles on a regular schedule?

Do you anticipate the need for searches in the latest increment
to the files as a basis for arranging new material into a form
suitably categorized for a selective "current awareness" service
for various publics?

Discuss anticipated needs for searching the entire files as opposed
to the possibilities for searching segments of the file based on
various divisions: chronological, subject, type of document. Re-
late these possibilities to storage and analysis.

Discuss the precision required in the search in relation to various
types of questions:

.811 relevant references are required with none missed even if
among these are some that are irrelevant.

.representative assortment of relevant references (not too many)
is desired.

.only the best and most directly relevant references are desired.

Will search output be screened by an intermediary before it goes to
the request or?
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Dissemmation

Discuss how the results of searches might be delivered to the user:
on demand, or periodically.

Estimate the need for further processing of search results: syntheses
or compilations such as state-of-the-art reports; critical reviews;

analyses, comparisons, correlations; or ordered presentations of
data from the file.

Discuss who might perform any further processing.

Evaluation and Feedback

Self-appraisal usually is better than appraisal by outsiders. Eval-
uation surveys by "outside experts" which do not adequately involve
people result in little improvement. The person who becomes most
deeply involved in evaluation will grow most.

Comparison of achievement with objectives within a program leads to
more growth than comparison of one program with another. If progress
is being made, repeated evaluation will show increments of growth
toward accepted objectives.

Everyone concerned with the informational and educational effort
should be involved in evaluation. It can be at any level. The
board evaluates. An administrator or team can evaluate. The staff
can be brought into the process. More beneficial is the involvement
of students, club members, everyone taking part. The publics too
evaluate, sometimes directly and sometimes through elected represen-
tatives.

Evaluation offers greatest potential benefit if it is a long-time,
continuous and built-in part of the total informational and communi-
cative process. One-shot evaluations are insufficient. If results
of evaluation are fed back to help in the redefinition of goals and
improvement of approach, the whole service can benefit.

Evaluation should be more concerned with results than with energy
spent. Numbers of files shown, books borrowed, instructional hours
scheduled, money spent, broadcasts made and conferences attended may
account for time and energy but in themselves reveal little evidence
of changes brought in behavior. The evaluation of services is better
concerned with outcomes, with results, with changes in people. The
staff must answer the question: "What difference does this activity
make?"

Objectives should recede as they are approached. Long-term objectives
are usually ideals. To capture the thrill of success, short-term
program goals are set. Discuss how evaluations by users might be
obtained and how they might be used to improve service.
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Guide to if-Appraisal:

1. Is clerical or technical help provided for keeping all equipment
and materials readily accessible to all staff and partons?

2. Are there periodic inventories of equipment and materials?

3. Do you involve staff and patrons in the actual selection of
materials and equipment?

4. Do you prepare reports for the administration on the status and
needs of audiovisual services?

5. Is clerical or technical help provided for keeping staff and
patrons informed of new acquisitions, materials, film confirmations,
and pending equipment purchases?

6. Is there a regular plan for checking equipment and materials to
determine that all items are serviceable and in working order?

7. Are records maintained on equipment usage and costs?

8. Who serves the staff and patrons as an audiovisual consultant or
advisor on matters of specifications of materials and equipment?

9. Is clerical help or technical help provided for classifying and
cataloguing a wide variety of materials?

10. Who makes minor repairs, servicing or replacement of parts?

11. Do you provide training opportunities for patrons, staff and
technical personnel in the operation and care of equipment?

12. Do you provide facilities and consultative services to patrons
and arrange preview sessions for films, filmstrips, etc?

13. Do you provide for the acquisition of free and rental materials?

14. Do you s-rve your administration as an audiovisual consultant
or advisor on matters of impriving physical facilities'Of class-
rooms in terms of accustics, liet control, room darkening or
ventilation?

15. Do you involve staff and patrons in establishing criteria for
the selection of audiovisual materials and equipment?

16. Is clerical or technical help provided for preparing handbooks
for patrons which describe the services of the AV center?
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17. Do you provide equipment and materials for special programs, e.g.
illiteracy, foreign born, unemployed.

18. Do you make available an extensive selection of audiovisual books
and magazines as a professional 'ibrary?

19. Do you provide facilities and consultative assistance in the planning
and utilization of materials and equipment?

20. Is clerical or technical help provided for the regular checking
of audiovisual sources. or indexes?

21. Do you provide operators for equipment operation in public programs
held at the library?

22. Do you serve your patrons as an audiovisual consultant or advisor
on matters of program planning?

23. If you provide facilities and opportunities for the audiovisual
inservice training of staff and patrons, do you utilize demonstrations
on the preparation and uses of materials?

24. Do you provide publicity through appropriate media about the
activities and services of the audiovisual center?

25. Do you provide facilities and consultative assistance to staff and
patrons in the preparation and production of audiovisual materials?


