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Tl?e ma_)or problems confrontng a.nyéorgamzatlon as 1t begms
a new progra,m are. related to 1dent1fy1ng problems, setting v1able g’oals
and: identifying factor\é Wwhich Will Serye-to 1nh1b1t or facxlltate ‘goal ’
attamment, ;as well ag” efmmg approprlate courses of acbon.. “Thete -
problems ‘are closely ana] ogous to the baslc steps m a management
déclslon Procéss; - .,

Defme th'e\»problem.; N o
Deter ine-the assumphons and /or lxmltatlons A
t axfe t the solution,
Identlf’, possxble € urses~~of actlon.
" 1solate the de€181 n: cr1tenon (or cr1ter1a)
. Determme -and- compare ‘the- poszuble outcomes ‘and the
p:obablhty of:success in reechmg ‘the: objectlves g
-for"the various: courses. of\actlon"‘f?,'

« Maké the. declslon (select a-course-of aﬁtio;xf).:

YT
RS

“\

Mon tor- the results of‘the decmlon. s

N & - o A3
-

Solutxo*xs for theSe problem areas are 1nextr1cably box.nd mto a
basic human process whxch mcludes commumcatlon, pe’i'ceptlonﬂand =

AN

;Judgment or, select'c 1-of alternatwes. 'I‘he processn rmght be- dlagra/mmed Vo

“

»
-

'\étx o )
‘—}*Demslon Makxng
3
-

.

»

. .
.t - »

s

. An -effective evaiuatlon &emgn focuses;upon: provxdmg tlmely
and relevant 1nformat10n. Evaluatlon ‘¢an be‘a. major factor in. derxvmg
the necessary solutions to. these problems.., Speclf;cally, -evaluation 1,8 ’
defined - ‘as the Process-of. ex'arnmmg cértain ObJeCtS and events: before -
consuiermg spec1f1ed value standards, for the. purpose of r. aking cor-
rective.or ~adaptive declslons. Evaluation- processes should- provxde"
declslon-makers ‘with- mformatlon spec1fxcally related(to a gwen valde

'l
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and whlch \y(zll 1rnprove the quahty of dec1sxons ma’ e. THe intent ..
"' is-not: to n'nply that:eval\xatxon will insure perfact éeasxons. However,
,decxslons or _]udgments baséd. upon. ‘appropnate m ormatlon will bé: better
than chance and quahtatwely xmproved ‘Diagram t;cally, evaluatmn . ‘ o
may be percelved as: supportmg the. dec1sxon -process m this. way: . . -
\ - T, ~ 'uh" T P . e - - L
R R ST ' ! i
- . - L -2 - N 3
R Problem Identification RN :
ST > = : ‘ i
o U - Evaluation / . PP
.o~ * * ) i 13"« : 5
FovelE YT e BN e A
LLaT | Péfception »‘Dec’ R |
s ew T SR S
. : R, . . - . . -
o i X } I I i Lo ot T T g :
S . - :9"?" ¢ T A \ {‘\ % IR AL
- . - 1 e« -
g . » C -
. Depen r}g gpon the pomt in’ tlgne when it IS‘é.pphed and ﬂm < b vy &
purposes bemg ‘served,. -the "power'f'»of “fferhve evaluatmu is. c‘h’r‘éctly - (f"s' )
related to derwmg, de\fmmg,J descr1bmg"ar;d\dxssemmatmg the var1ous L.
B [ v
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W’lo*has.what lﬁ'Ob ems; Whatraltematlve R
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S,
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rses’of ’act1on-a;r availablé-and-which -
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7 Defined 5,0 How should the-operatxon ((pro_]ect" stuay v - R
. n - - r X4 -,
K . = & proceed-*what crxtenarshould e
L ' >
v "
s i ; > ‘ . )
: }Vhat werexthe result, \of empl” ymg thato -
: . . . “strategy, lwhat management »procedures ,were ﬁy
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v o L Solutxons to. problems re attained'through the- process of defmmg
AR 1Ty the context. w1thm which. a. pro{]ect is functlonmg. This- process is one of-,: -
; % 1mp1ementng strategles -whi can gzve,,meanmg to- decmmnwpomts : ’?
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) of ‘concern,. Inherent thhln the:. process are ‘various 1ssues related tc
‘the; p}ulosoplues,professed by decision- makers, mterpersonal dynamxcs,

psycholgxca} defxnxtxhn pro-edur es, and measurement ) .

L]

P A

- a.;‘_
A.It z

.. AR
R Of special- sxgnxﬁcant in. thxs de mxtmn proces;s, is theenotxon that
: constructs, asd fmed by measuremenﬁ/theorxsts, ate not-as useful

J ‘to ’the evaluat'on as operatxonals def.mtxons. Evaluatxon must focus upon

- r}neamngfupto all those1 volved., LT e e : .

1 - -

) Defmmg an- operatlonal cohtext for a pro_;ect as' well as- estab-
hshxng &clear purpose, are’two-i mportant tasks: confrontmg ‘those

charged thhthe mrespons1b1hty forssu"cessful operatxon of a; proJect
-or: progrcm.A Flrst, -what: th<- various: dec1sxon-maker*s are atr.omptmg
to do;must be: clearlyﬁde‘hneaued afd; s€cond,, the thea..ér of operation - K
must be- defmed Until such-time asvthe: to;al context 1s identtfied'and -
o defmed 1nc1ud1ng spec1f1c critéria-or: standards for-success; it‘is véry
b unhkely that a prhgram can. bé. exthex: comple*elyy successful or- ade-‘ ..

quately-evaluated 5’ B P e

. ; - . " . o = ‘A_' ,:'4‘ - * > .\ “ "

* T‘lere are: f've dxmensmrs along whxch persons in’ orgamzatmns
;op. ‘They: ‘have-to- do with:clarity about: membershxp, in-
Tnen feelings;. ‘individual- cnfferences, 'and: productivity. -Péople
Jommg an. orgamzatmn tend to- corcern: themselves thhathese dxmensxons

)i

L

.- ,.,r{ ! m;the followmg order-’— :e LT ‘ SO . e
;:%; : oL ‘ A/-_‘.A - [ e ‘,"’ - e
f??“ ;:,;*'_ . e ‘Membershxp. When you'become™ part*of an orgamzatlon, the first
£ I P thmg ‘you care about 1s hat it wxllemean to be ‘a mernber. How
e ) \
. v .
s T s It ou say somethmg as-a Joke, w1 others
B S laugh or w111 they think-
: : /; . ‘. " T
- L .
o e AT Pl =
2 T / you have, ur‘hfe"3 W111 others m the group hold the samewvalues
I ) an/c}l‘attztudes as you»" W111 membershxp in -this- orgamzatmn -
i . © “be* ‘stimulating,. hormg, excztmg, threatenmg, rewardxng, o,
i o g.nconsequentxal? - LT T o L
= i i o = N - . T - -
L, - Inﬂuence- As the meamng of membershxp becomes -clear;
. . . -your attentzonwgenerally turns to- questxons of- miluence. Who
2 . } -;; forms: leadershxp of this- orgamzatxon’ Is there.an inforimal o
7 1eadersh1p syetem" Pow do decxsmns‘ get rnade° In: what ways
- v — “ . -—-J,
. . ‘/ - - A 7 .
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V) apprecute theseadxfferences e‘ven when they don't necessarxly ) ; = . L
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do people try to mfluence each other’ Are xndxvuluals open to . .
lettmg ‘others- mfluence them" What opportunities:are.there- for - <

-you: tounfluence or carry leaderslup finctions 2 Are there s -
mdxvxduals in:the:g roup who: care more about- the power ‘of bexng IR ;
leaders than they do- about the'g‘lls and 1ss-ues of the gmup? o e

Feelings- As non&xs*of members}up and miluence become clear Coe T
for-y you. ‘the: expreesion ‘of your feelmgs becomes “increasmgly e
unportant. ‘When others likéan. idea’of ‘action: do: they say 802 O
- When- there .is boredom, frustratmn or‘anger-is- tlus ‘shared .
openly go-that- it-can be- worked -out” const:ruc:twely9 “Can.you. ex- ’
preu your~fee1mgs freely as they occur-so-that you- -don't have
‘to. bottle-them: and*let: thernbuild: up- t0-a:a’point-where-they
. burst through mapproprxately') Dé. ‘peo lwaxt‘unhrtfey*"get -

out’ the door"*to ‘téll one-or two cqlleague&chow they "really . - .
felt about»the-meetmg"? -Is the expresglon* tof: negative feelings ’ \/ -
leeu as honest feedback thatqcanehelp, rather than a destructwe IR
attack" s expreuxon'cof Ppositive feelmga seen;. agam, a8

honelt feedback rather: than sxmply trymg ‘to mfluence op- - f T
- “gxlding the hly"? S .

-

i

. .;—., - - o§-

» -

Indundual Dxfferences- Each member of an. orgamzatum re- -7
W presents- Certain umqneﬂexperxences, knowledge .and- skxlls.

Few: ‘organizations-seem: to. reacli-d"point-whe fe- they take:friaxi- - T

- mum: adva‘iitage of these mdxvxdual,dxfferences. It's rather common - P

for- -mhembers:of a: ‘group:to- reach a. level of: partxcxpatlonswhere i .
" each-can workwith:those- who-afe prétty:much the ‘same s him~ ot

self If ‘the- orgamzatxon membershxpﬁworks atiit: skxllfully S - A

v enough the members ~may begin.to. ‘be -able: to both}recogmze and

value-the: mdu’ndual dxfferenceb ‘that: each-possessee. Anew set

. -of ‘questions- takes -on- meanmg. Do ‘thé-membeis. take titne:and. - o0l
: effort to*learn each .other's: e::perxences, attxtudes, knowledge, .o P
" values sk;lls, and;xdeologxes? Does- eachxwork at. harmg lut

own: ideaa in order:to: get: othe 8 reactxons a-q dxfferent ways™ . :

. of: lookmg at:issues? Do. they:let: each’othet know: that. they S

~ agree‘with,them?' '

. » i Y- T 3
Productxvxtr Most orgamzatxons exist for a: purpose -that’ mvolvel . T
-some-kind of- product. It xmght sxmply be-to‘have fun: together. " ?
It might be to biild: better mouse- traps«or to-improve-the learhing, = -~ .|
experiencea of: chxldren. ‘The- product of- rnany groupe leems to- o

-, - h - ~
. . PR . . . 3
...'.’:‘K. . . R
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; e tend toward bexng a.'lowest- common\denommator"‘or the :

N ‘| s lgtentxal \}r}uch the individuals in the orgamzatxon are. capable.
L, ; : " "The- }evel :of creatlve product1v1ty ‘an: orgamzatxon can reach .
-~ . .-depends upon ‘how norms. of“’membershxp, influence,. feehngsr and
. ‘ ; P o e 1nd1v1dua1 dxfferences get: ‘workéd-out,. Jdeas of- dlfferent,hmdl-* =
: o "N ‘- \uduals can be combined into bettér néw: 1deas whichno- one alone _
- ¥ e
ST ) rmght ‘have: cons1dered. . How uéh:en, rgy.goes into. argmng R
=y : - about whxch{;d/eas ‘are: "better" or "righg' -as compared 'to énergy:

b - X : . - A

———— - v spent on: developmg new- 1deas f¥om- conjx Ax_nmg -oldonés?” Is.

. B : effort spent. dxagnosmg sxtua s in‘order to brmg out inder= )
N H ¥

- ) lymg “isgues? When- probl ms el 1sed, is: there ‘ar value in

. ] % - workmg them through ‘thordughly’ pos: ovxngﬁ:'q;xiékly

- toitakmg actmn?” Da members (ak e tin /- y“ot__;’i'—'

- . reactmns, and- deas" Do tbe rorms of_e g‘ ou pLpiganiz
Sty o '

k: i ‘7// . A
SR A

g

4 £ - .

z-s <R .

‘3 - r ,s he way that tasks
L . s ay be accomphshed effxcxently or- mefﬁ—

: :cxeitextly,‘ thoroughly or only par*xally, thh hxgh quahty or m a shoddy
- s . . =
! cf . ' hex be hxgh espnt de corps when mdivxduals are—jpleased and

o xexclted 0- be members. There ‘may be. ‘confusion and: frustratlon where

T md1v1duals readxly leave theie orgamzatxon -OF spend thexr energy-in’

e ) R vopposmg and reszstmg the- T'gamzatxoal goals» < ;
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CRITICAL TNCIDENT% IN TRAINING oo R

?

Making short term training 1nstitutes meaningful to participants .
. is a difficult task. - Typically\ Jittle is known about " participants
before theé: institute starts and~}§ is difficult to- build(in "feed-
‘back" loops of -only -a few Hours duration:? Sinceé many of the\acti-
vities-in an institute are based: upon small ;group work, it is very .
important that ail quickly ‘learn what types. of problems have been-

"‘*confronted

s - - ° -

To expedite this process, please. provide detailed description°

of events in.which the béhavior described. represents particularly | -

*

effective or 1neffective performance by’ -oné of your'staff*members,
or yourseif The situation may be..a dyad a group;. or, a community.
This information ‘will be: used in the various problem solving. pro-
cedures during ‘the workshop. - - oo -

“\ ’ “
3 On the following two pages, please.prov1de spécific -examples
of behavior which you- have ‘observed, or have been involvediiin, and

which you feel ito be’ good examples of either superior s} o 1nferior

. -
i,

,performance. Each of ,your examples shauld: be a factual description,

of .an ‘event which' tT s T - o N
1. You:cbseived or-were involved 4in as a'participaft..
2: - Invplved -a- particularly effective or ineffective consequence.
3. "

Had:a elear-cut/Consequenq;;(j

. - - ) .q ¥ > '
I & - is a particular segment of ‘behavior, rather tham an indiv1-
dual which is.being described when one contributés an .incident.

. This d1stinction is crucial The- focus«must ‘be on ‘an- EVENT which

occurred and NOT on an.individual Judged to'be’ particularly out-
standing. Limit your,descriptions ito those events which "made a
difference.{ . . s

- -

However, the examples need not/be highly dramatic. They can.
focus ‘upon-situations afnd events which occur frequently if "every
day life," Also, ‘since "every*day life" ¢an- be very complex, it
would not be unusual to find examples of ‘both_éffective and &neffect-

-

ive behavior reported for ‘the- same 1nd1v1dual S .

' Critical incident identificltaon and analysis is always related
to something, somé contéxt in which 1library personnel is: involved
Since libraries -do not exist-to glve jobs. to librarians, the’con-
text or referrent will of necessity’ ‘include the. -needs. and concerns
of ‘réal people who live in communities, work in groups, and attempt
to grow continuously as individuals. ; w0
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. T » Ho exper

ienced~are you, or the person obsegyed? (Highes ) ' i

=

VW : >

Exactly what did ¥
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C g From your exp ‘rienée, think,‘of»é h“f:most. recent situation {if- which you.
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e 4 . L , - 18:be élped. " .
. : . «furthermore thatA@he direc io f the change in Ehe receiver of hel,
L T Y - o .

o B Vg On’:vay to'iook at the helping,si uation is to sketcﬁ it . '
: 1 in~the folloving manvers L [ IR
Ny 3 - ) “ -~ - W . . i - ' . -
7§\ ’ Perceptions o ;
- ei; * - ) i .m:.x" . a
5 : eeds
. i LAY
. 1 Jjalues
;- S Ty g,ff” ) 1; , ",»J,: SN ”).%h;;‘
: A .+ Feelings” . S Mmoo T N - - ¥Feelinigs ~ -
N v “"\a _Ef o
Y.:‘_ N ‘,é ' . . X . N :;, ‘r.é ¢
AN ' "g-situation is dynamic, i.e., characterized%by
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Y © The interaction between helper and: helped takes place in relation v
‘i‘i\ ‘to, some ‘need or problém:s ‘ic 1'hay be.external to“thé tyo individual ! B
‘,’: Yoot interwoven with ‘the 18hip’ of sthe two: individf al 3 o
";‘—;‘}:‘-,-{ the relationship/between the two: indi iduals H
N "f‘ point and. the focus ;~ \ﬁ‘e 1a b
ant’ -elément in th i
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] 5P C , ~-ds. well .a§ hi tion of the situation
T luging it e‘problem and. :the: help r). e <
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R ’ N PR S Ll
S needs, valueSx and feelings, and s perception of P ‘
) 'S PEYCeptioh ¢ 4 luding the problemg £ 53 I
: r €1p)Teause the: helper ‘T ’have cert—ain obJectives .t
in the. interactzgn which, takes place' %B < Boa
‘ help have power, i.e. infl encé, in at on ‘to- the, he}pmg situation. . s
K Except for ‘surface: conformity r.,breaking o,t‘f the mteraction, it is ey
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.o ‘sy xto receive help from *another peron, thit is the km %'Ofe g
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We ov..rselves ‘may ‘have to |
When the helper tries: P

’ 7

L We- may be ).ooking for sympathy and support‘ rather than for help
1n seeing our difficulty ‘more clgarly.
hers in the situation.

. . We :may feei our problem is so unique that io-oneé could ever
. e understand it and’ certainly ‘not an outsider. :
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'yt ofherlint,ended R

Lisﬂening Sktil Devel#pment' .

Tell somebodytyour phone number and ‘he: will usually repeat it to make
eure he heard it correctly. However,’if Jou make a -complicated state-
“«ment -most: people will express avreement or disagreement ‘without trying
to insure ‘that they are: reSponding to what Yyoukinténded, ‘Most ‘people-
‘seem to -agsume that what they understand frqm‘a~statement is what the -

s How 'd6 you: checkkto ‘make sure‘that you understand another person 8 -

g@.ideas, information, or suggestions -as- he intended them’,gﬂow do you-

. "
B ST .
.

|

]
I_‘

“know -that his remark means: ‘the same~to you,as it. does to. him? Of
-course; you. .can: get the other person tocclarify his remark by asking,d/” }
““What' do- you:mean?"’ o¥ YTell. mé: more By saying, "I don't understan
LHowever, after*he has elaborated yougstill:face the same question. "Am
A understanding his idea ‘as<he intended it to be understood?" Your
feeling of certainty 4% no- evidence thét you do in fact understand

%
‘X

1f you state in your own way- ‘what. his remark conveys to yhu, the :
‘other :canr begin to determine whether his message is coming through a8:
he intended Then if ‘he thinks you: misunderstand ‘he:can’ speak directly
to. the,specific misunderstanding you have revealed Paraphrase is-a
termsused for -any means of showing’the ogﬁhr person ‘What. his idea .or
. 1suggestion means to' you. ‘ig..", . e s

o - . Py - N -+ W e
PN o - P 1

> -

>

. Paraphrasing,ithen, is' any way of revealing your understanding of
T'the other person :g: Comment in - order ‘to test your understanding. An
fadditional benefit of’ paraphrasing is that‘it lets the other know. that
you -are: interested 1in: him.’ it is evidencedthat you do want ‘to: under-
:standswhat he.means“ If you can satisfy ‘the other ‘that ¥ 50 reahdy do s

understandéhis point he will probably be more willing ito" attempt to.

oo ».". B . - )

oW e

. Pat?phrasinghis&crucial“ nuattempting to bridge\the_interpersonal

gap. !

of mutual 'OT. ‘shared" understanding. ghe “act of paraphrasing itself con-

veys feeling--your interest in the other, your eoncern to 8€¢€ how he -

views thing S 17 ,¢; R

B ‘ : K - - y = . .

vPeople sometimes think of paraphrasing as- mprely pucting ‘the other

person‘s ideas in*ano er WaYe “They .t£y to:say- ‘the -same. thing with.

different words. Su h~word1swopping may- merely . Tesult in the illusion

of mutudl‘understand>ng as- in the following example- o ST

T

~Sar§h‘» Ji‘ shouldinever hagp become .a librarian.. .

Fred " You -meari librarianship isn't t ;right Job for him? .
Sarah' Exactlyl Librarianship 48, not the- right joh‘for¢Jim.: .

. PN
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R Inst‘ead of trying to reword‘ Sarah's statement\Fred might have asked
‘himself, 'What Doés Sarah‘s ‘Statement. mean to-me?" I, that case ‘the

interc’hange might;, ‘have: sounded Iike this: / .

.1 - "

-

.

. “/»x T 3. Sarah . Jim should never have ,.b,ecome -a librarian. . ;
’ Fred: You- ‘mean -hé: 48 too. har -on: the. tpatrons" Maybe ~ -

,Oh . I meant that e has such expensive tastes
) . ! that ‘he can't e'verjearn enough as-a librarian.
| “  Fred? .Ohr 1 see,’ ¥ou: think he should ’have gohe into a
e . field ‘that would I-Iave insured him,a -higher . -
ol St?'!f'?td of 1iving, < A '
- Sarah‘, Exactly! Libt’arianship is not ‘the, right job for Jim. )

Effective paraphrasing is not :a. otrick ‘ory.a’ verbal gininick.
‘comes- from .an. attitude, a: desire to knoww?hat ’the other means.,.
"satisfy ithis desite you* teveal the- meaning his comment had' for- you. so
,that the ‘other;-can-check whether it matches thefmeaning ‘he: intended to
1f the other's statement was general -it may convey something,

sgec ific €0 you.—.

.convey.

Larry.f’ I\-think ‘thia_ is a very poor textbook .
~Yous Do ‘you ‘mean. ft has oo -many: inaccuracies? .
. Larry.' No, the: text’ is accurate ‘but. the "book -comes’ apart N

.

“Sarah? -

. l’foqgifbi}i;zthesothett'vs :éohinént:,a‘tiggié'éts:»ane:éxam*glie: to- 5}66‘3:

&, éven: cruel? .. | : -

And to-

~too easily. - - C , ~

. Laura: Thié ‘text-has: Eoo- many omissions,zwe shouldn t
. adopt it.
' ‘You:  ‘Do':you-miean; ‘for éxample,. that it cont#ns: nothing
s ‘about - the. »Negro 8 role cin ‘the developmenc -of .
; S America?”
. Laura: es,, that's one example,. it also ‘1acks: any dis- .
-r_(\‘ T A cussion of the. development of :the. atts -in- g
- — = / America. <. . o f.} S - -
1f the apeaker s comnent waa very specific,t it may convey a

R 'ph.i -Do. yoii. have 25 pencils I -can borrow for oy group?

Y/ou' Do you just} want . something for them to-write with? .
' 1 ‘have: 'about 15: ball-point pens -and- 10 -or; 11

- pencils. , .

e .. / ‘Ralph:: Anvthing ‘that: will write will do. o -

more genera idea ,to ‘you: ‘ . * ,




) T .

FARN

B et NP SR S S T

.

. ’
i s A it g+ oo .Kw...* IR
-

Y

p s et rpen e ..:MM,.\W o

:
§ .
»,
.

3

*

e
-
-

< e

-
. " "You're mice," to bring his. pet turtle to’ show:her:
v éxist for ‘the-cliild ‘to- ‘express ‘his feeling of affection.

.: '.\‘ ‘.f. b . -
s i‘d‘e’a‘:{w"i.ll: ;sbgges’t its-l—inverse’for ropgc)site

¥ -3

- a

Sometimes the othe
. fo.you:. :

-

NS

1 think the Librarian 's Union’ acts s0. irres;aonsibly

. because'the Administraticn has _ignored them so long. ]

Do “you .fgean- that ‘the L, U, ypould.,be less militant : ~ N

| now 1F%t Administrat’:bn had consultedywith them

| fa-thé pasth )
Stanley: Certainly. L think the'L, U. is being fqrced to

. - T, more and “m re desperate measures. N .

.Stanley
P .

~Yous. =,

LIS

S

T -
.,

To: develop ‘your: skill in understand*ng others, try d4 ffarent, ways - .

--of conveying your inteérest in Lnderstanding what -they mean; revealing *

wha the: other's statements: mean ‘to you," Fi‘zd out. whms “of Te=
sponse are helpful ways of paraphrasing for you. ““The next ‘time. someone
is. angry ‘with’ you or is criticizing you, try to- paraphrase until you
can- demonstrate ithat you understand what be is trying; to- convey -as- he
intends it:. ‘What- éffect does ‘this have on your feelings and on his?

. ‘ew ¥ (AN .
® N N s, -

ei’erceﬁ_t'ua'l" Skill?‘béve'l‘o’binent-' RN B oy
; \ B N * [ , " N
To. comunicate yOLr own feelings acc.urate,ly or to understand- those

i of ‘others 1is dif"i..ult. Expressions of emotion.také many d;,fferent forms.

Feelings can ‘éxpress themselves. in bodily changes 5 +ia action, a.nd_ in-words.

. Ay’ 3p¢ific ex,pression ‘of, feeling may-come from very difficult feelings,

A bl sh, Sor example, ‘may indicate ‘that Athe person is feeling. ‘pleased:;

But it: ay alfo indicate that’he feels annoyed or embarrassed -or ‘uneasy..

" A specific feeling does ‘hot always get expressed in_the same way..
For example, a ¢hild's’ fetlingﬂof*affection “for -the 11 librarian ma;?’ lead
him.tm_blush"when she ‘$tands-near- him./:Or, he may want to ‘touch -her as
“he passes, to. watch-her as she walks ground: the library: to tell her ,
‘Di €fexrent: forms o
Comunication
of feelinga is- often inaccurate or even- misleading. What looks like an ?
expression- of anger, f'or example, may oftén reaul.t from hurt feelings

-

‘or ‘from. fear. - . - .

* »
a .
’\Perception -Qf 'what another 18 feeling is based -on many different’
kinds of. infox‘mation. When somebody .speaks, ‘you-notice more than just
his words. ‘Gestures’, voice toné;” posture, facial expression are also:
observed In addition, you are';aware bf the imediate situation, the .
context of the interaction, é.g. whether somebody is- watching. You
*'make assumptions -about how thésituation dnfluences: Vhat“’the other is
feeling. ‘Beyond: all of this you have expectations based on-your past

experiences with -the other,

.. "_ - T ‘.' ,'

a* : - - . - »

YY)




Inferences are made fzcm all of this.information, Vords, nonverbal
‘cues, -the situaticnal ‘context, expectations of ithe ‘other. -These in=- Lo
ferences' are dfifluenced by your -own current. emotional state. Uhat you
perceive the: other to be feelirg. often: depend§ .more: upon. what you age:
feeling (afraid of or" wishing for-)- ‘than: upon the- other p!?gon s actions
_ or words. If you feel guilty “abdut - something, you, may ‘perceive others .

.as-angry with. you. If ‘you are ‘feeling: depressed and diScoﬁrsged others
may seem to'be expressing disspprovsl of you. .
Connwmicating ‘yoUg *own’ ‘£pe ngs and%understanding thoi.’U!‘othens
is an extremely diffic ’ And yet, 4f you wish others ‘to respond -~ .
to you as a person7 you~ mast ‘he themnunderstand how jou feel. If you'
are concerned about the other as’ axperson and about yodk relationship
. ‘with him, you must .try -to understand his enotional reactions. Although
¥ we: ususlly ‘txy. to describe our ideas accura ely, we:- often do net, ‘try to
describe our feelings. cleanly; "Feelings get expressed in many" different -,
‘ways ‘but we do ‘not. usually attempt tb-identifj the feeling itself f/"
Aﬁ" . ;s R
. one way to describe a feeling is to report: what kind of,sction the
feeling - urges you: to-do.. "I feel like hugging and. hugging.you w "Ild .
1iKe to:'slap you."/ n"r wish I could‘walk off ‘and leave you," In addiflon;
many- figures ‘of /speech serve as descriptionsgof feeling}' "I‘just o
aswallowed a bushel of spring sunshine 4 : ) < T

ow

©

Try to. make clear what feelings you are experiencing by identif?iug
them. ‘The .statement must refer to ugn, "me" _or ''my”, :and’‘s -gome -
kind of feeling b) ‘name, simite, action‘urge, or'other figure of speech ,
The following - examples--indicate the relation ‘between. these ‘two-kinds of ' L.
expressions°e those that, descirbe what the speaker 1is feeling, snd N L.
‘those ‘that do not,~ Expressions of feeling ‘which describe the speaker O <
-emotional state -are more; precis Jess capable of misintérpretation, and, =
,thus, COnvey more accuraeely wHat feelings ‘are affecting the spesker. ,\% R
Express__gffeeling (describingﬁan 3 o ;
emotfonal state): . L . describing.an euotionr1 .

- :sf" o . . LT state! UL

R - LA -8 o + ’ = K4

) "I feel embarrassed " 2 -"' Blushing snd saying ) -

.. "1 feel pleased." _ - nothing. : . .o
"I feel’ snnoyed oo - ) ' ._) . PR A U s

"I feel .angry;" - - oL Suddenly becoming silent I ‘f 'é
"I'm worried'about this." . ) ©“in the-midst of\a con- ’ . Cod

"I feek hurt: by what you said “ . 7 . versation. - :

2
. °




. "I enjoy her sense of\ humor."

N "I respect her abilit es and _ . "She s a wonderful ,‘ . -
T e e . competence?’ =57 . person i C el
R _,;[wlove ‘her ‘but f feel I -shouldn’ t . ", ;’ s T
S =3 . say: Bo " e \"’t’l‘_ " -_ e e 2 =T -
e <% "I hurt ‘too m/t{ch to hear any e L, o 5w A T
. . ‘. . more." - .. - P X . "‘"Shut up!,!ll i '} C s L
¢ -2 "I _feel angry at. myself"’ el : o N . 3
(1]

G4 angry'with you." pLo o T ' L o

T . .
, . emu ional srates .express themselv,es smultaneously in words,
Jo¥ in act;:ions, and in: psychological changes; .a. ‘person: may convey contradictory
LT | meoaages about what e 4s feeling. For example, his actionms. (a ile ~

- ‘ _;@, - -o% *laugh”) -may- contradict ‘hiswords (that' he is. angry). ] 'l'he cleai'e,st ) .
E‘i’j e T ek «emo/tional coni;nunication occurs. when, the :speaketrts: description of what he . - e
f“ - ia feeling ‘matches~and;,. thus, amplifieSEwhat s being. conveyed\bv his )

T - /actiona and other nonverbal expressions of feeling. . Lt 3"\‘ AR 7—: -
;f:: 70: i . :"‘.« T - / - "x' ks . (\‘: —. . ._' I : . e‘:’
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S B ‘The aim in- describing your own' feelings is to- start .a. dialog }ae\ o 5a S
= - will improve:: "your, relationship with thé other. --Othets néed to- know how fe
. you feel if they are to- take 3 -your feelings into ‘acéount, Negative feelings . o

: are: indicator signals that somethi.ng may be. going wrong in a relationship )
: : with another pex:son. :To- ignore nega..ive feelings is like ignoring a 2 X .
* Ce warning lisht. Negative‘ 'feelings -are ia- signal ‘that: the‘two of%"you need
1o " - to check for miauhderstanding and faulty communication; < . £

.¢~

.

After diacussing how -each -of yot; sees ‘the. situation or your re- S
lationship, ‘you may discover that your- feelings ‘resulted from. falae per- . -
‘ U e ceptions‘-of the -situation and’ of each:other's motives. Your feelingo L :
’ . .~ may change. However, the other ‘may: discover that ‘his actions- -are = 1
i :h‘ - arousing feelings -in" you, feelings ‘that others. ‘might also experience in . - -3 o ‘
RS .reaponse ‘to his behavior. As a Tesult, he may change.// ‘ I

‘ 5 . ’ I, Describing your feelings should not be an effort-to coerce the '
L L other into- changing 80 that you can feel uncomfortable. Rather you - r
. PR i report your inner state as. just one more - ‘piece of information that is

ssary, if the two of you are to understand and improve your re-
—la onship.
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, You deacribe what you perceive to be the other's. inner state in
« .. order o check whether you do understandwhat he feels. You test to see
- . . : whether you .have decoded his- expressions of feeling accurately. You )
M - “‘tranafbrm his expressions of feeling into a tentative description of hia . ‘
. . “feeling. A good ‘perception check conveys this message, " I want to /
__ understand your -feelings,. Is this the ‘way you feel?" . /, . )

g ey ey
" ore s
-

LYl
Iy

R
-
N >
2
-

Provided by ERIC.



r
‘
Y
“
> ’é
i

[
¥

«
.
"
T B as e A ey

«.
A
}' "

{

FER

- o : scription of feelinge ‘may- ‘be- useg for a perception check' :
. ' ’f///pr _ "I get the inpression you,are angry with me. Are you?" f
- L 5 (thr’ “Why are- ‘you -80-angry-with- me?"" 'Ihis is mind reading,
g ; - not perception checking ) , » :
N t (O < :
b 7 % ; i * H
: i‘ : . "Am T right thac you. feel. disappointed that nobody comen:ed . -
éf" : . your -uggeltion’" - LN S
+ * ; N T et ’
. i - "I’m not sure. whether your exptession means. that my - -Comment > e
. | i Hurt ‘your feelings, irfitated. you, or confused You.™ ,
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- stand your: feelings.

Am- Iuaccurate?"
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tion -¢heck describe:—the other s feelings. ‘It -does not
It merely. conveys,. "This is how. I under-
For'-example, -the- following de-
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Z,talk -about. what each of you does.that affects the other. This 4§

,ratanding. o

.

-behavior. Yet*we may be unaware of our feelipgs at the tim .

-cause. I feel ‘that. I,d‘

-of mine’weré affecting you; Behavior description ‘mean

.
P
PN
e
f
?;

6bservation§1'SkilixDeveIopment:' ' T
1f.you, and ano”hér person -are to discuss the way. to work toge'her
or what is happening ifsyout ;elationship:“hbth of. you must be able to

easy. Most of us. ‘have ‘troublé describing another's behavior clear ly
enough that ‘he- can understand what actions of - his we have in nind.)
Instead of describing the other:person 's behavior, usually we
di§cuss his attitudes, his- motivations, his<tra1ts and‘personaiity
cha acteristics. -Often. our 'statements are more eéxpressive of the way )
we feel about ‘the: other § actions than they..are- informative about his

¢ e

-~ Suppose you(tell me that I am rude (a trait) or: that I don £, ¢care.
about- “yout- opinion (my motivation) I -am: Not trying to be fude
‘care about: your opinion,,I :don't understand~
what you :are: trying ‘to: say. This communication 18 not a shared under-

- S (,—(

However,,if ‘you. point out,that seve fl times in :the past few o
minutes I -have: dnterrupted you-and have overridden you before ‘ot -could
finish- what ‘you-weré: saying, I teceive. a c1earer .picturé of Vhat aétions

'eporj&ng speci-

[

fic,*observable .actions of others W1thout placing ‘ava -on them ‘as

. right or wrong, -and’ without ma, ing dccusations .or generalizations ‘about

-

the. other 8=motives, attitudes,Vof‘personality traits.
Zo by

Try ‘to let ‘6thers: know what beﬁavior you are responding
describing it clearly and specifically enough 80 that others know what
you observed ‘To do this > you must, -describe visible‘evidenceJ actions
‘that are open tc.: anybody s observation. For practice, try to begin your
deacription with "I see that:.." or "I foticed that..." or "I heard .. -
you apy..."‘ Remind yourself that you are. trying ‘to describe specific
actions, such as:. . .

' "Jim, you Ve talked more than others'on this topic..
Seyeral timesxyou cut others. off before they had. finished'"
NOT: “"Jim, you're too: rudel" which names a trait ‘and
- gives no evidencea

N \
"NOT : "Jim, you always want to hog the center .of. attentionl//
* which imputes an undersirable motive or i tention”
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--Asyou practice this you: ma
~others«are based ess “on. observable evidence than ‘on your own feelings
of affection, nsecurity; irritation, jealousy, 0T, fear. o cusations

"Bob you ve taken‘%he opposite of nearly eve‘ything Harry
has suggestéd today > ‘n. a N .. . K

. NOTY "Bob, you're just trying ‘to- show Harry up,!"

.- . Whieh is ‘an -accusation.of undesirable motivation.

(S

3

. 6 L
NOT' "Bob,\you re being stubborn." which {8 name calling.
e e -~ N ﬁ. . s AR
"Sam, you- cut in before I finished W ; -~ vt

.

»

) n L: -"Sam, you deFiberately didn t: 1ét me finishf" The
word*"deliBerately" implies that Safi knowingly and*

v intentionally cut you .0ff, ALl- that anybody can .

! . v —observe is that he did cut in before youyhad finished.

{
LA i

To develop skill in‘describing behavior you- ‘must. sharpen your obu
servation -of ‘what accually,did occur: You.must force yourself o pay
atténti o-what is-observable:and to-hold inferences in -abeéyance;
y#find ‘that: many: of your conclusions about

*

.....

-that attribut' undesirable motives to-another -are: usually expressions .
of the.speaker 's: negative feelixgs toward the other -and not descriptions

at all. _The following -case: may serve a8 an anmple.

N

g e o

‘Several members of the group ‘had- toldBen -‘that he ‘was too-
arrogant.” Ben was :coj fused and; puzzled by this judgment. ‘He was
confusqd becauseﬁhe:d e know what to- do about it; he didn't -
kniow - what it referred,to. ‘fie-was; puzzled ‘bécause he didn ‘t feel
arrogant or: scornful - of the -others.. In fact,“be admitaed that he
zreally felt nervous and ‘unsure of himself |y
that Ben: often laughed explosively after Ben made,a comment that

. seemed to ‘have no, humerous aspects. Ben -said’ he had, been unaware

. of this.. -Others- immediately recognized ‘that this was the behavior

‘that made them perceive: Ben ‘88 . looking down on them“and therefore,‘

arrogant. = . oo .
The- pattern, thus, was- as follows. When he made a- statement of .
which ‘he ‘wag somewhat -unsuré, -Béen Telt insecure. Ben's feelings
.+ of insecurity expressed themselves in- an explosive laugh,after )
hé ‘made ‘the- statement. Theé other person perceived Ben as laughing
at him. The ‘othér ‘pérson felt ;put down and -humiliated.. The other
. :expressed ‘his- feeling of humiliation by ealling Bemn. arrogant. Note
' ‘that Ben had no swaren€ss of his own -behavior which was being mise
read: until. Joe accurately desctibed. vhat. Ben. was doing. Ben could
then see that™his laugh was 'a way of attempting to cope with bis
owh feelings of insecurity. - .

N
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The - complexities of defining .an operational/%ontext -and’ deSigning

an effective.- evaluation .aremajor con51derations. Two strategies

fo¥ seeking solutions to the ‘types. of: problems outlined,initially are

proposed as. either $upportive. ‘ow alternative ‘means in ordér; to de=-
rive the needed“informacion and design a course of action;. These are

'-using small group resources anlecontext" analysis.

I
. t 5
~ - . o i

The process of perceptual context analysis, in’ vhich you‘will be
participating, should yield ‘two- tvpes of;products-none which relates
‘directly; solvi g problems in ‘your professionalzenvironment, and
another whic :

tions fof. problems. Specificall,, when this exercise is: completed
you.: should ‘be“able. to.

» "W

-

Systematically employ a process to- iden
" oin your'profe881onal act1vit1es-whﬁ%hsmay inhibit or faci- )
¢ litate atta inment ofyspecified objectives;:

Effectively e“ploy force-field -analysis ‘and brainstorming
techniques‘ etermine 1nformation~requirements fon N
decision-making. - :

‘ Design an .evaluation Which wiil provide ‘the necessary
o information for both- formative: and summative purposes.

tify those factors

When you. have eompleted this exercise, you -8hould: have -a-well de=
fined plan. of ‘action for one or- moré of 'your own program-obfectives
an evalustion plan- for

¢
" »

.assessing attainment of that objective.

‘.

Ag a member of. the total group, you will have an opportunity to

‘Practice a force-field -dnalysis procedure and .the: development*of ‘an

action ‘plan for a pre-determined problem. Subsequently, ‘éach person

will adopt " one -of the following roles: in randomly: ‘formed. triads:

Communicator (analysis), Listener (clarifier), Observer (evaluator)
H : . !

‘The task confronting the analyist is to- define a problem related -
to the concept unéer dis
lieves e exists,
saurces ‘or factors

problem as well as factors which will inhibit effecting a solution to-
the problem..

the. present status -of work-on. the problem ‘and: re-_

l

“ -
. - ) (SN . <
e i

hgprov1des “you with~skrlls to “be: emplo ed,in seeking .solu=

cussion.r’He describes the p;oblem, ‘why he be- ¢

+ ¥

of your -own. _program. objbctives and

%hich may be employed in seeking a reésoldtion to the

v
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T R . T The clarifier (listener) listens to the analysist, paraphrase e '
S o -+ where necessary: -and- repeats comments made by the analyist té bettéer - :
< . clarify them.' He; should -ask: prot ng: questions’about the e aning ‘of ;
Co v :statements ‘thade- by the«analyist. He‘may, if approgriate, add ‘hew M
v i . ., infbrmation t&* the analysis from: “his:olin experiences. ) . - _—
T - * B ’ £ . » g
i o ’ 3
T - However, his task: is. not ‘oné ofaperforming an. analysis, but rather
S . ;to insure:the clarity ands communica ity oth he - analysis.. Generally,
2 s the clarifier,should 'dé; the following- o : .- P
J . ) . . *n‘ ‘ ,
) Restate -what he ‘has:” heard in-his own Words,. _ . §
S Ask ‘the analyist for confirmat1on~--has ‘he ‘heard: correctly’ A
4 . vAsk the analyist for illus‘”atioﬁs .or examples ‘as’ an €x- ) iy
Ll ‘pansion;: flthe analysi @g o N S
W d ’ When necessar ja -ask for a definition of o z
ot . - L - 6 ¥ms ¢ g . 5
o ) % mean to you o y i
oV ’ . |
1w - ‘The-: observer\notes the interactionioetwe'n the«analyist and the &
SRR clarifie nd ‘subsequent] process. Specific. elements to’ ;
L ) sted ,Athehobserver guidevsheets., Whenvthe=analysis, i
= 2 ® and its critique=of,one problem ;area: is: complete, the ‘membérs of the :
A ] grotip. change Tolés and‘r“f; ;the ‘process on-another’ proble -area;. i
S critical incident ;or-objective; When the- ‘exercise is cofiplete; each i
ST p participant should have functioned a"nanvanalyist for his own. "critical*- é
: i . g
$ § . project objectives, respectively. : LN
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)“Iﬁmteningkraraphrase Instractions° - T, 0
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_The' discuSSion is to be unstructured for about .4 minutes except .
that before the: listener responds «to' the. spéaker; ‘he must £irst .
pa aphrase, in’ his own ‘words- and without notes; what--has been

id ‘by the speaker (analyst) . v

If the listener extends- the discussion, then: the speaker, in ‘turn,
is obliged to. paraphrase ‘the rémarks,. Examples of paraphrasing
Anclude: . "1 -heard you- say..."' -and "Did ¥ou-mean.-to say..." If-
‘his. paraphrasing is.-thought to-.be inaccurate ‘the speaker or the
observer ig free to’ clear up ‘any - aisunderstanding.

Participant A. begins .as speaker on- the- topic of his- -own obJective.
,Partieipant B will begin as listener and Participant C as_observer.

After about Sseven minutes.of discussion, have the observer initiate
a brief critique -of ‘the- experience ‘for 3 pinutes. He should give
“his: -own- observations ‘to.-the questions- How did it go’mrDid each .
discussant paraphrase° Then ‘there should ‘be: -an. undirected group
discussion for 4. minutes using Cycle*l ‘quéstions on the processing

- After discussing the experierce, each participant sbould write

down ‘questions he. has regardingzthe obJective Just. discussed

These ﬁuestions may. ‘be used later, soathey should be: saved K
fThe session recycles with B ay’ speaker, C as listener, and-A as ) -
'observer. After- 7 minutes -of discussion, observer gives reactions and:
a4 minute undirected discussion using Cycle 2aquestions takes

place; followed by - participants writing down their questions -about

“ .the obJective just discussed

4 n

The- session recycles a third time with C as ‘speaker, A-as listener -

‘and- B. 46 observer, The- debriefing may be shortened t6 4 to 5 minutes,

v

-’ N -t A “
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: o OBSERVER .GUIDE (Obser ‘the analyéist): .: '
. - - ° “ ! . * \ i
. = L A4 ’ . L4 i
' - ’ . A ‘
. . ) == 1Is he béing clear? . ' . ¥

SO =="'Does he take time to flarify? R .

B . s . N . 7 I s S A ‘ P . t " - ) -
- 1Is he*‘-‘31118»‘101:ds a‘n’d' ,t:énns’ that are undérstood? o -
o < . < e o ‘ ’ « '- x“ - . : hd
. S E - *Is he being direcc/and -to the’ point:? B . - ‘ .
. A e - W_.,, N . R

@

‘. . S 13 he- CheCkins t7(/ see: wha!: the. ther person has hearci? - N G

i . ) S L } [ S L . . . B
L o P - Whgt;,“nppve:bgl_ /;:lues, is-he:giving? . . . . .
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What verﬁalg
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Is he asking the analyist to repeat?
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‘ - OBSERVER GUIDE (Obseyve interaction between analyist and clarifier)
; % .- . . )
, == Are they really following each other?
. . == _Are they x;eally lipégnihg-? ) ' .
. ~=. Arxe cheyrmintaining the continuit)t or jumping from
. one -thing to another? . 3 ,
'+ == What Kinds of nonverbal clues. are ‘being -éommunicated?
. ‘a o . . . . -
: ' <e Are they .checking: for understanding? T
* : ) ) *’ t .,
) . -~ Are ‘they doing the Job of clarifying the problen A
n:atements xas aaked? (
- ._ | N e“ 7_ . -y% R . N / P
- Otler Observations: - A :
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. v . CLARIFIER GUIDE (Generally, the clarifier should): Ve
[ . . (1) Restate what he has heard in his own ,words : )
. . (paraphrase) , - .
- »(2) Ask the analyst for confirmation; Has he "h‘eard correctly?
" .o S
' 3) Ask the analyst for 1llus‘trations or examples as an’
. " ‘expansion‘of. the analysis. .o o ne .
I} - ' g :
(4) . When necessary, or appropriate, .ask the analyst for a I
e v definition of terms. Or as&, "What do you mean?' . . .
3 ol . B L. - j . . \! s. . N -
. & I [N t
- R R
. { . x = : ' L
R PROCESSING GUIDE. - : : -
- s L3
ka i ‘ # , e .
- < - C}'CiAe 1 - ‘| - - ‘ )
l,' Did you: find: that you had difficulty in listening during
. o the exercise? Explain. ) ‘ .
"2, Did you have difficulty in getting across what you wanted - '
to say? . oy
s o Cycle 2 . ) '
: 3.‘ What was. your experience in formulating your thoughts )
and listening at' the sametime?. .
) ) a. pid' you forget what you y_ere going to say? -
v -b. Did yoy not listen to others? -
° c. Did you rehearse your response? )
' L . A
. Cycle 3 '
4. Did the mann~r of.presentation by others affect your .
listening ability? How? e )
. 5. o1d you observe paraphrasing during the prOcessing sessio%
™~ T
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4918tions -are ‘intentions, actions,ﬁand efFect.

motives: -of which Jou are: unaware.*«zor example, people often -8ay., after J

FOUR
e A -
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: Tt TnEuINTERPERSONAL GAP . ’ -

*
- . .
D

¥ . e [ Y

You cannot hat'e your owa way a11 -the time. lour ‘best i'lte'xt’ions
will 'ometimes end in disaeter. _At ,ocher *imes, you will receive
credit\ for .desirablé outcomes ygu ‘dida'e inteng In short} what youw
- acconiplish is rot always whatd'you hoped ‘ , . .

..The most basic and recurring ﬁblem in. social life i!s the' re-
1ation betwven ‘tthat you intead.and %e effect of your-: actio'ts on others.
The- key ‘terms we-use in attemptmg to make ‘sense of’ interpersonal re-
Inte*oersop 1 gap. refers. .-
to- the degree‘ of ¢ongruerice: between ‘one: person' s* intentioas: and- the - .7
effect produced in, anolh-,.- If\the effect is what was in e*ded ‘the ™ o
8ap- has been- bndged If “the: effect is the opp051te of w it was: in- -, h
~-tended, the gap . ‘has . Jbecome greater. Vo 5 SN ;

0"'«. .
i

desires, -fears that’
Intentions do not refex :to. Lnderiying

\

£ Tt
s * .

Intentions ‘mean. the wishes, warts, hopes,
‘give: rise to your actirdns.

-an ‘action. has prodx.s:ed ‘Some: areSt.lt, "Tha" wasr:'t what " I- mear,t to do
or;. "Yes, ‘that 's ‘wkat I hosed. Would. hagpen." We look. at the social

outcomE and’ decide whether iz is- what we 41tended Au“arentlj, ‘we i
‘can :compare what 'we wished: prior to acting with the’ outcope aftér k'we »
have -acted::and " determine wnet.r-er they ‘mitch; . S :

Here are so~ne examples of interperscnal i“te-xt:ions.

", "I'want him. -to.-like me."‘ ;‘. ) : - .
., "I wanthim to obey ‘me4 " ™ { : . . -
"1 want him. to-redlize that know angreat deal about :
~this subject."
S "I don t -want her to know that 1 am ar.gry with ‘her "
. .don't want to talk with him," . , )
wish ‘he” would ‘tell me what to do.' L

.
. 3

' Inten ions however may also ‘be mixed~ T
I | want him to. know I like- him; but I don't want .
to be embarraosed M
- "I want him to tell -me I 'm doing a good- Job, but I
dori't want. to ask for it." ~ o
"I would like him to know'kow aijry it makes me.when L—
he does that; but I don't want to loue histriendship."

. e
Intentions are pr ivate and- are known direct,ly only to the one who

éxperiences ‘thém. I Know my’ own intentiovs, but I must infer yours, - ) .
You know your own intentions, but -you must infer mine, - . -

.
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A

o . T Effect refers to a person's inner responsé to the=ictions of another.
e T ‘We may describe another's effect by ozexly stating what feelings are

. - aroused by ‘his dctions. However, we are often unaware of our own ‘feelings,
as feelings. ‘When'this happens our feelings influence how we see" another

e o - L, person. We label him or his acfions in a way that expresses«-ot.r feelixgs
T . even though we are unaware o" them. X ) -z .
;: > ‘} i * ) N ‘- _'-. . RS . . ) - s
SR T R S SN N
Ve - ) A's Actions - Effect in ‘B How B pay ‘talk about - -
CLo . B L . R .. the ef‘ect of A' s'Actions , T

A lectures to’ B, s . Describing‘his feelings:
‘Interrupts ‘B, sdoe’s __-)_ B. feels hurte, -__)"When ‘A’acts like that I

£

. not. ‘respond to B' f~put down, angry. ‘feéel inferior and I re- -
) * conmments,. Y ._:; : - .sent feehng this way - L
o . ' . T I_ uwypressing hig, ‘feelings by ) ”
e L ~ : --\labeling A: YA is shug and -
. / - . * . T arrogant " .
R « -f / - . . ©
- R A Here are so-ne other examples show‘:ag how the same eSfect may be
£ talked abou,t as -a description .0of one's own -eelr'xg or by labeling the . N
s : other -as an indirect ‘Jay of expressing oue! s feeling. ) N
4 ; —--—Descr:.bing feelings: ‘ "'v)ha* ke did makes me feel angry .o
’ ‘ ) . witk him." . . .
Tt e - by- labeling anothez" T Mjje'sg sel‘-centered. ‘(i-le’ganted . ’ i
- to ‘hurt me.” .. -
‘:,.,7; 5 _' o r—Describiang feelings: -"khat he Just did makes me feel T
e B . _ . closer and more friendly towards
’ . " E~ R e = him.“ . N . e e,
- . _Exprgssing feelings . ~~ : e . .
S - £ - by labeling another: "He's certainly a warm, under- " /
: 5 ‘ N standing person." - . =
g Describing‘ feelings- . ‘,'Nhen he-acts, 1ike that I feal )
o E- - 7 embar i‘*azssfgi:and ill-at-ease."-_ )
T ;_ __E)rpre-ssing Feelings R .
’ - by labeling another: ~ "He's crude and Uisgusting." . - .
‘:‘." : . : o -"‘r- ’ . . c. ‘ )
‘ " In contrast ;to ':ir‘xtefpersonal intentions and, effects which are private, .,
P ‘ : actions are public and observable. - They may be verbal (good morning!)
s ) -or non=verbal/(looking -away when pas$ing another), bpief (a touch on the
W shoulder), or extended (taking a peison out to dinner)
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Interjarsonal actions are communicative. .They include attempts by
the sender to convey a message, whether or not: ;twisf eceived; as well
as-%qtions‘théﬁ{éhg.réchivér:réspond§'tp*as messages, \whether 6r not the
- sender intended them that way, Here is a schematic sul
personal gap: . .

e e s
'1.0,.
5

!
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F A L PR
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.

A L ire A's ~ | PRIVATE-
t - 7 ) . 3
INTENTIONS.» Jr<&rans fortied>~ \OBSERVABLE }—g ransformed>-~ EFFECTS
bl g 4 b el ‘ ACTIONS \into IN B-

- S ‘
Thg_ihterpe:boqql.gép,coﬂtains two iran§£p;métions. Thes~ steps are
called coding and déco&jﬁé,oﬁéfationgg A'e actionis are-a coded expresion
of his inner state.” B's inner response is a résult of the way he decodes
- A's -actions, .-If B-decodes™A's behavior in.the same-way that A has coded
it, A will have produced: the effect he inténded. - . : .
To be -specific; let's imdgine that I feel warm;and friendly toward
you.- I pat you on the shoulder: Theé: pat is an -action code for my friendly

feeling. “You -decode ‘this; however, as an act Of:ébﬁdésteﬁéi@n, The ef-
fect of my bekavior, then, is.that jou feel put down, inférior, and annoyed
hi;hzme:“;My“systgmxof coding déesfnptjmaccﬁ ycuf Sigtéﬁiqf'déciding, ’
The interpersonal -gap; ébhééqqgntly, is-dif iéﬁlt:to’bridgg. A more
complete picture of Ehe*inté?persohalfgap‘pa appesr as:follows:

A's ' Als .,  Effect
" Intentions A ~ Actions . enB

‘_':PriGatég : g Public, ‘ -| Private
kiiown to : ~ Jbservable ~! known to
A only. - ) by anybody - B .only

’
'
System of .
encoding
v _Must be - T s Y s Musebe
inferred . : ’ - inferred
" by Bv . _ : by A. -

.-You may not be aware of the ways you ‘code. your intentions and decode
others' actions. In fact, you may have been:-unaware that indeed you do.
One of the important objegtives of any “study-of interpersonali relations
is to help you become aware of the silent assumptions that influencé how
you code and decode. If'jou;ggg avare of your own encodinggbﬁgration,-
Jou canaccurately describe how you-typically act when you feel angry,
affectionate, threaténeéd, uneasy, . :

.
N 4

.
!

* .




2

w
 wema e B I P

P

1 S 4 .
If you are: -aware of’your own method ofédecoding the behavior of ‘others,
you .can accurately deséribe‘thé kinds-of distortions or- misreadings of
others which- you typically -make., Some people, for example, _respond to
gestires . of affection as ‘if they vere :attempts to limit their- autonomy.
Some respond to- offers to help as if they ‘vere: bcing put down. Some;
misread enthusiabm as . anger. : )

e S

<
A’\"( .-

Because different people use,different codes, actions have no-unique

and constant meaning, but are- substitutable. “The diagram ‘below shows ~that: -

an ection may express different intentions. . The same. 1ntention may give’
rise to'different actions. Different actions ‘may produceAthe same effect’,
Different effects may be -produceéd by the same kind .of ‘action, '

E,
"1
' . =
—
\ 2 =~
E )
3 2
R The ssne:intention may be expréssed by different.actions:
Intention - :.': : Actions
To* show affection* ----- e———- 6--4----)’take them'dut to’dinner.
) P-°-1‘r-*%--------’ buy them a gift. . )
------ »------------) show interest in what they say.
- T T R » don't interrupt -them when- they

S ' : A are. busy and preoccupied



Act;on

, take them out to dinner.

o, ; To sweeten up a business. de/al--.--xg?-f---,---
3 t . & : ) -
f To repay a/social obligatitn-e«-secaes
K i N P -
4 | - To get closer to the other=ee=secssee /
é To impress 't'hé-other’-/----:---'-,----x'-‘ﬁ--‘ o )
> ‘ ‘ o o .
: . T e v
o i The same.-action may-lead 'té different effects: i
e H 4 ' . / ) B ) o \ B . - o
.. % Action- i , i ‘ : -'Ef*'ééi:s . ]
Ty " ', A takes Bg/&/mt ‘to dinnergs-=-es-=--=--p B feels uneasy, thinks, "I.wonder
‘ i ' A g ’ what A- really wants. of me"" .
4 e ) '
: ; ~isesam-==-]p B enjoys it, ;h:lnks, YA really
o . . . " likes me,"
P . ) KL
ot = ~ecee----0p B feels 'scornful, thinks, "A is
T > ) . ttying to ‘impress me,"
1 . < '
’ 1 , b o beareaa-lp B feels uncomfortable, ashamed;
‘ o o thmks, "1 never did anything
1 s - ‘ . 13_;<e this. for A" , o
' _§“ i . /s . . ) ) , « . // .
’ { . Different sctions may lead to the same éffect“: ~ . 7
' /ff Act‘ions IR . .- = Effect = -
“ % o -~
, 5 A tells B he showed B's report ©+ .+ B feels proud happy ~- thinks,
VA . to top ddministration-eeeseeeeee “A recognizes my competence.
v i ~and ability." :
A ! A tells B he has been doing .
, an excell-ent: job----------;------- " ,
%
; K
i A asks B for advice----'---'----'---
. § A gives B a Faigé~mmemmmonianead - ‘ o
(; 4 . »
ii i a -
i , ’
i ;E - *
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‘ It should be obvious ‘that uhen>you and I»interact, each of us views s

- 'his-ownand the -other's actions in-a different frame o£~reference. "Each
- of us: sees his. own intentions. But e see the other 8 actions in ‘the : :
light of the effect they have on us,. This*is the- principle of. partial ) ¢

) information.’. ‘Each- party to. aneinteraction has different and’ partial in~- - - el
" formation. about :the- interpersonal gap. Bridging the 1nterpersonal gap . a:f
requires that each:-peérson, uiiderstand. “how the other sees the interaction. | i
] . . ©
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o 'PERCEPTUAL ANALYSIS: . DYAD AND GROUP: , o
.g = . o ‘ vx. ‘ ' ) . L. ‘ . . 3
< 5' N " . . o , ) R . - § . N
o Any spoken statemeént can convey féelings, Even the factual report, L
. "It's three o'clock" can be said iso that iti expresses. anger or ) P
v “However, it is not' the words: that convey :theé: feelings. Thé. statement NP
L ‘may. be perceived: as.a factual repoit of as. a-méssdge of anger of dis- v
T appointment. ‘This is deterfiined by .the: speaker's: tone, enphasis,.‘ges- i
o tures, posture-and facial éxpression. Feelings are conveyed'by: t
Commanidé....."Get oatl™ "§hut Gpt™ , . - ;
: - Questions:...!"Is ‘it safe to drive this fast? . ', : R
! Accusations.."You only think about yourselfl" ., . i
b Judgments....,"You'ré a wonderful petson.". “'You' re.too bossy." :
b .~ Notice, however, thit :although the: above: ;g’xé'pj;‘iigg;ébnvéy, 1 Fong ¢
S feeling not one: of the ‘stateménts say what the feeling is. . In fact, none 3
o < of the sentences: even reZers to the .speaker -or what ‘Ee is feeling. ;
. v c'ppt:raé't, the emotional state of the ,spé‘akg/r"\ié Ehé -contént of ? '
some genterices. Such Sentences will be Called."descriptions. of feeling". o
They ‘corvey feeling by namifig or identifying what’ the speaker feels. 1 ; ‘
A "I' am-disappointéd.” "I am furiously angryl" "1'm afraid going-this ’ e ey
: fast!" "I feel discouraged." P A - g
e ) A description of feelings coaveys' 'maxiuiup{ information -about ‘what f
{ you feel "in-a way that will probably be less Hurt£ul ‘than commands, e
1 . questions, accusations, ‘and Judgments,. Thus, when you want to commu- ;
} ‘nicate your feelings more- accurately you will fbe able to avoid using . :
Lo cogngénds,y questions, accusation$. or judgments. .~ !
‘ ) : The following :anigient may serve as’a case example for discussion !
A - and_analysis., The participant(s) is however encouraged to supply.ex- ]
' amples from his own experience ‘either as .critical incidents or .as case ;
' . studies, , . . L.
! Jane hadn't .seen Tom Laird .sincé they wére. together at Brookwood S
} " School. - When she found. that she would be.attending a-conference in e
Do Tom's city she wiote to ask if she could visit them.:.Tom'and his wife, oo
4 Marge, whom Jane had- néver met, invitéd her to stay with. thém ‘for the ;
. = three days of the confereace., - = ° . .. R ) ‘
L s . <
t ”
s .
» LY
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'After dinner the first night Jane -was “the ‘ones:who suggested that : g

. they clean -up the dishes ‘so they- could °ettle down for -an evening- of ¥ . :
talk.. She vas feel’ing varm &nd- friendly to,both of the Lairds .and- - , :

ao grateful for their hospitality that ehe vanted to please them in ‘Some ‘

Hay.‘ As ‘sher‘began carrying the dishes to the kitchen, Marge' and Tom

. - @t firat proteated but when ghe- continued cleaning oap they fnegan to

T 'help.u In “the:- kitchen Jane took- over, on]y allowing Marge ‘and-Tom’ to’ ’ \

. help in little ~WoYys and to*tell her ‘where: to find or stox:e things ‘ ;

When they had finished in the kitchenf Jane commented "There
. 'now, that‘ didn't take.-‘ ng: and everything s spic:and span." Marge
. —.responded* R Ca vas very, helpful ‘of you. Thank"‘you." . - :

o s

When Tom and Marge iwere - preparizgf for bed later that: «evening, ' ..
Tom*Was: -Stertled to-hesr :Marge.burst:out with "I, vag- so himiliated. * A
IsJuat” resent ‘her>go: much ‘T canz,hardly stand it LI . )

"Youfmean Jane? What .d1d.-she- do that upset you- so? e ]
T ¢ "The “vay: she took over. She! ,s certainly a: ,pushy, dominating
’ peraon. Lo. come intouny home :88 a visitor and then the. ,moment dinner
:ts over organize the whole clean-up. It's easy to tell that she N
thinks I'mnot. s g6od-h usékeeper., At rirst I felt insdeguste /
. -a0d ‘then I felt aix S I11 >;<eep<house -anyvey I, 1ike, Whq is she to
V. * . Bhow.me;up? After all gHe's a guest and you‘d think she'd ‘be grate-
. :ful for:our:; putting ‘her- up. We .

v, (h ar e A A, P b d hart bt A

.
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"Aw/ 'mon, Marge, Jane was Just trying to be helpful " . -
"Vell it wasn't helpful‘ It vas humiliating. It's.going ‘to > L

be hard for me to- -beé nide- to her for three days." .

\‘ ) <
-

N _ . = L e e B _ . L

JANE SR : | ” MARGE =
L. \ . Intent'ion ) T i\ ’
I T ) : ‘ o
IJame 'e intention: . Jsrne initiates end - - Effect on Marge: >
. "T vent them to organize kitchen "ML feel inadequate -
know 1 like them and clean-up. T resent her."

i ~am :graterul to them. . ’ .
{ / . . ‘Merge's inference ° . .
- ’ Co B about -Jené ‘and-Jane 's’
intentions. "She's
o —pushy. She looks

Jané's 1nference . o s downcon my -housekdeping."

» 8bout the effect on” - <

Marge: ""She knows .Marge said: "Thenk Merge 's intention: N

I am/gra'ceful. #Sher - | you.ﬂg: It was help-- “I don't want™her to s
appreciates ny ges- ful *of you." : ' know I feel inadequate

ture. . " and that I resent her,'

LY

-
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v Note the gap between "Jane's intention and Marge's inference
about Jane's:intention: They do not match. In fact, “they are al-
most opposités. Note -also. the gap-bétiieen- the effect of Jane's action
on Marge ard Jane's-infereénce about the effect on Marge. Again they
-are- almost .opposite,- . ’ ’ . S

[}
-

“

.
&

| Howéver; within 'eacli person the zsiépat;ip}l,’ is ~ba)1a't_icéd, JJane's
.intention is ‘corigruent with the effect -she ‘believes: occurred in. Marge.
Likewise, the inferences Margé makes about Jane fit with her feelings

s [y

~

@8- a result of Jane's action. ~ . : o

- The action code that Jane used to.convey her friéndly feelings
was/decoded. qiite differently by Matge.. Why did Marge tell Jane she-
.'had"been helpful if she.really resented 1t? T e
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Pe"ceptaal AnaLYsis Instn.ctions- S B & o

‘The goal of this.exercise is\to help you. recognize when you areé’

o

Firsts

N,
ex:e :

tm————
..——“-

e

[,

'describing your feelings -and-whén: ‘you -are conveying feelings without
'describzng -them, Trying £0 describe what you axe feeling is a help-

- ful way to becomé .more aware -of - what it is you do feel,. This exercise
.does’ ‘not deal with the onverbal ways we -convey feelings. It focuses
on the. kinds of verbsl statéments we use to communicate feelings.

»

Examine*ltem l on next page "Perceptual ‘Item Analysis." In
‘the. get; each sentence conveéys feeling and. each ‘sertence

-'could have: been spoken by the: same- ‘person in,the :same
* .situation. Each sentence, however, may- ‘be: -either of two
- di-rerent ways o< communicating feelings by wo:ds.

: {Place a D‘before the sentence that conveys feeling by

;describing the ‘speaker's- feeling. . . *

Place-a: ho ‘before the sentence ‘that -conveys-: feeling but .
does gg describe what it is.

3

Compare your responses to Item 1 with those of the other
membérs--of your triad Discuss ‘the teasons for any
dif.erences. . Co .

Turn to %the key pages titled "Perceptual Analysis Re=~

. suanse."

~

Exahine Item 2 and‘reoeat .helprocess desctibed. above.
Then Continue this processyin. turn for each item
~until you have completed -all ten items..

13
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Item 1, ‘.( )
Item 2. (. .)
()
A a0 |
< .

Item 3. () a.
(D)
Item a. (____)

! \ .

Item 5. (er ).
) (L.).
()
Item 6. .( . )
I -
(__.)
 Item 7.7 (- )
. )

Item 8,

Itel; 9.

Perceptual'Itém'Analyais:

. Ulm really annoycd that you Just. said.

fCan t you see- I'm busy? .
“I'm beginning ‘to’ reseft your frequent.. interruptions.
. You, ‘have no- consideration for anybody 's feelings.® , .

a. . I feel discouraged because of some things that -

“" »
~This ‘has been -an- ‘awful - day. Kl
.
You re. a ‘wondezful ‘person. o

*Shut upl ot anot er -word out. of. youl .

©

-

4

2 %

Don' t you have eyes?

You're completely selfish.

e
» mé?; .
s *d
< ao e e B
v . 7
Y -

happened ‘today..

* x

1 really respect your opinion...you re 80 well-read,

T ) ) R .: ' . %
"I feel ‘comfortable’ and free -to be: myself when )
I'm -around. you. f ‘ .

We all-feel you're a wonderful person. -

Everybod; Likes ‘you,
'n ‘ ’<‘ p‘ Tos %

I'11 look, )

1f things Gon't improve around here, I
for -a new job,” - ‘e

Did you é&ver -hear. of such a lousy place to work?
I m afraid to adnit that I need help with my, work.

° .
a

This is a very poor .exercise,
I feel this is-a very poor exercise.

—

I feel inadequate to contribute anything to this group.
1" am inadequate to contribute anything in this group..

SRS

I am a failure « 1'1l never -amount to anythiné.
That teacher is awful - he ¢ didn't teach me anything.
I'm depressed because I dfd 80 poorly on that test,

’

I feel lonely ana isalated in my _gToup.

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 ‘carés whether I'm
there or not. .

e sl




Item 1: a...No. Commands .such as these -convey strong emotjon’ but do

Item 47 . a...No. This value-degment reveals positive feélings. ‘about

%
2 4

Perceptual'Anélysisakesponse}ﬁ DO ) , S Y
%P il . _

.
- - - .
- L] \

] not ‘nameé what feeling prompted. them. . .o . o A S,
a ~'b...D. Speaker says he feels’arnoyed

.-

Iteme: a,%.No. Questions express strong feeling without naming ie.

»bs..Di , Speakér says he feels resentment’
c...No. Accusations -convey. strong negative feelings.‘ Because
+ the feelings ‘are: not’ naried we do not, know whether the accusations -
stemmed~from anger, disappointment, Rurt, or- ‘what.
Item 3¢ a;..D.. Spesker 8ay$ he" ‘féels discouraged - ' ' .
b...No® The statemént apnears to- describe What kino of day it
was, In- fsct it expresses theaspeaker 8. negative feeélings
without’ 'saying- whether ‘he feelszdepressed fannoyed lonely,
‘humiliated rejected, or. what* N S , R

b

Speaker like the -other, tespect him; en*oy him, admire hi
love him, -or what?
) b..,D, The speaker describes his positive feeling as respect,

"the-other- but does: not describe what thiey are. Does: thc!:\%:Eg

Item 5: a;,,D. A clear description -of how the speaker feels when
with ‘the other.. :
b...No. TFirst, the speaker does not speak for himself but
. hides -behind the: -phragse, "We feel", Second, Myou're a.wonderful .
~person!' is a value=judgment and rot a feeling:name.‘ .
c.:.No: The statement, does name: a_ feelirng (likes), ‘But the .
speaker attributes it to everybody and doés not make clear that \
the fee 'ing is within him.—~ A description “of feeling must contain
"1, "me; "my", -or "mine" to make.clear that the feelings
e are the peaker s own, and aré within him. ,
Does. it seem more affectionate for -a Person to tell you, o |

_— like you." or "Everybody likes you"?

»

Item 6: a...No. Conveys negative feelings by talking about the con- = ° )

dition of th;ngs in. this organization. Does not say what the
speaker's inner state is.-
b...No. A questioq ‘expresses a negative value-judgment about
‘the organization. It .does .not describe what the speaker is feeling.
c...D. A:clear description of how the speaker feels in relation
" to his job. He feels afraid\, ‘

Expressions a2 snd b .are criticisms of the organization that could come from
the kind_ of fear described in () . ’

-

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, dissppointment, or lonelinees, .
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; .;l‘, . Item 7: 8. JNow A negative value-Judgment conveys .negative feelings
. o but does not .say what kind they are.

I ) . b.". .No. Although the speaker begi"s by saying, "I feel..."
i 1 he ‘does not name what he is: feeling. Instead h.e makes d neg- —

ative value-Judgment. Note ‘that -merely tacking the words "I

feel" on- the front 6f a .statement does.not-make it a descripa
: tion of feeling. Peoole often say I feel' when .they mean
= BT think" or:"I bélieéve". . For -example, "I, feel the Yankees

will win," "I feel jou don' t like mes »

Many persons say they are unaware of what they . feel, or say - .
. . _-they.don't have any feelings ‘about . somethirg, ‘Habitually, '
i hewever rhey do ‘state value-~udgments w*ttou récognizing that
i : ‘ this 1s the way their positive -or. negative ‘eelirgs get expressed

= )
H . - Yoe

[ . a The speakexr could have -said that he felt confused or frustrated
or -annoyed. ‘He would ‘then have -been.describing his. feelings
without evaluating the exercisenitsel

s o Many arguments could be: avoided- if we weze careful tq-déscribe
’ our feelings instead- of éxpressing. them- through»value-Judgments. ‘ .
- 'For example, if Joe-says the exercise‘is roor and Fred' sajs it
T "7 is -good;. they" may argue about whié¢h it "really' is. - Jowever,
— if Joe ‘says:‘he ‘was frustrated by ‘the exercise and Fred. says. he
’ was interested and stimulated by it, no- arguments: should follow.
‘Each person's- feelings ‘are: what they are. 0Zf course, discussing
- what it means that each feeéls as he does mzy brovide .helpful-
. information about each person apd about the exercise itself

3
4

Item 8: a.;.D. Speakgr'Says'he“feels inadequate., .

‘be..No. Carefull This soufids much the same as the previous
statement, However, it says that .the speaker actudlly is
inadequate, not that he just currently feels this way. “The

. speakér his evaluvatéd himself. He has passed a negative value
Judgment -on himself, and has labeled himself as in adequate.

%

This- subtle difference was introduced because many people con=~

fuse feeling -and being, "A person may feel inadequate .to,con- -
"tribute in a -group and yet make helpful contr-butions. Likewise,

he may feel adequate and yet perform*very inadequately. A person

may- feel hopeless about a situation that turns out not to be

hopeless. - ) N L.

3
One sign of emotional-maturity is -that a person does not confuse
what he feels with the nature of the sitvation-around him.. -Such
A a person knows he can perform adequately even though he feels
. inadequate to the 'task. He does' not let his feelings keep ep him
from doing 'his best because- he ‘knows - the difference between

- feelings and- performance. The two do not- always match.
: 14

'Y




Item 9%

_ 4 g

- .
. N . \ N L R,

a...No.: The speaker-has evaluated -himself. ‘He has passed ‘a
negative judgment on himself, and labeled himself a failure,

: b...No. Instead df ‘labeling himself s failure the spéaker

blames the teacher. This is another value-judgment and not
a description of - feelings. . ) ] s -

w2
-
- : ¢

c...D. The speaker. says‘he feels depressed ’ .o
Statements a and'c illustrate the ‘important difFerence between
passing Judgment -on oneself and describing -one's feelings.
Feelings can and do. change. To say that I am row depressed

does not imply that I will or, must always feel the same., However,

if 1 labelamyself -as a,failure. if 1 truiy think of myself as

a failvré, I will- increase the probability that I will act, like
a failure. .

(R L |

One: woman stated this important insight for- herself in this

~way: "I have ‘alvays thought I-was ‘a-shy person. Many new -

‘:;

things I really would have’ liked to ‘d6 I avoideéd. 1I'd tell
myself I was too  shy. Now I have discovered that I am not shy

althodgh at times I feel shy." - i T .
Many of us avoid trying‘new things and thus learning whén we
- label ourselves. "I'm not artistic "' "I'm not creative." :
"I'm not articclate " "I can't speak in groups.” If we re-

Item 10;

cognize: what our feeling is beneath .Such -statemernts, we would
be more willing to risk doing things we .aré somewhat fearful of, -

a,..D. The speaker says he feels lonely and isolated,

»

 b...No. Conveys negative .feelings but' does not say whether he

‘feels angry, lonely,. disappointed ‘hurt, or what.

c...No. Instead of "I feel" the’ speaker should have said "I
believe'', The 1last part of the statement really tells what
the, speaker believes others feel about him and not what he feels,

Expressions ¢ and a relate to each other as follOWS’ "Because
I believe that nobody in my group cares whether I am there ‘or
not, I feel lonely and isolated."

o



* DESCRIBING- EMOTIONS ms:rn‘hcnons T

* 0‘0 -
S . . . -

T Geals: S . s T RN

. T l) to_assess participant skills in describing feelings ‘ k
2) to aid: participants ‘to “differentiate accurately between varieus — TR e

‘ o expressed feelings - -and know when they are des ribing feelings and Yo :

'when they are convexing feelings thhout~descr1bing them.

Materials Reguired . \‘ T

3

"The Helping Relationship" :
-

Specific Instructions;" -
. v . .
ACTIVITY -

Allow about 10 minutes for‘
these discussions and allow
-questions at conclusion, !

R

-expressed verbally

L .
'

sUGGi:S‘TED’-NARizAr'Iong :
"To -help-you:: develop your skill "
in. describing feelings, your “will ¢

* have an- opportunity: to try dut.’

your §kills in describing feelxnor
rcugh the
following éxercises™ ¥ ' .

""Now ‘e, will atrempt to apply the
ivformation.

groupszof six."" ~§

?lease get juto, -

"Think back during this institute. )

Each persoh»will then déscribe

in turn"to your group when_you

exhibited -emotional- behaviors
similar to those you haye eramined
andgwhat/they were,"

[
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DESCRIBING BEHAVIOR INSTRUCTIONS .

°

Goals: i

) 1 to assess paxn ticioant skills in descr1bing bebavior

2) , to ernable na*tluiga:ts to differentiate betweer actual behavioral
- descriptions and 1:ferences, evaluative stateme.ats, etc.

.
. . _
- po .,

. i
Materials Required:

»
w

.
1)

“Ire Zelping Relationship"

Grou> size: -Variable ,

L -

SUGGESTED NARRATION

S »  "Ta help find- out your -skill in.des-
s/ ’ cribirg bebaviof‘we have a quick roie-
[/i play sitvaticn arranged. Please write

statenients i list foxm during. the

'roléeglay4wﬂéch describe what is
kappening. Make whatever statements.

- 4

Rolé Play 1 - two staff members

role play an appropriate conflict
"sitzacion - -elevant to’ participant
‘interests - that allows vpportunity
£for a number of differences of
opirniorn, infereices, etc. to emerge.
(Allow abouf 5 minates.)

Have o artic»pants aralyze statements
in their notes from role play.l on a
sheet of paper under the folldwing

: beadzng--be :avior description,

irferenge, evaluative statements,
etc. (allow aboat 10 minutes).

"Role Play 2 - have two staZf members .
role plsy another conflict situation.
Once again have participants take L

notes-which describe what is happening.-

Contrast these rotes with those of
role tlay 1 and discuss as desirable.

seem abpxgpriate to you."

3
ES
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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 under feet. .Walk ardund the room and try to be awa.e of sensory.
perceptions. Stop:- what emotion are you experiencing right now? Can
you put a name to it? Tell it _to_someone? -Did you make-it ¥ore pdsi-

. tive when you communicated it? .

o LN . ¢ .
WILLINGNESS TO REVEAL ONE'S SELF: Choose a partner. Tell him about
yourself,i%mt in terms of facts, but in térms 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?

JHOW MUCH SPACE' DO YOU NEED‘ Break-into a group., Mill ground with your - <
eyes closed.” Now “find yourself a position. that is comfortable for you.
Reach 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 endugh
to be comfortable, Open your. eyes, Would you like to move your ‘position?

BASIC TRUST: Form a circle. ‘Examine the person on your right. Do you
trusf h [m] Would you*loan him money? Would you trust himwith your
safety? (Tell him so, ‘9r not) Do falling backwards exercise-

AUTHORITARIAN COMPLIANCE: Make an asgignment to group members - that each
person hold his left earlobe with his .right hand. Do not instruct ‘them
to let go until someone protests: . Tl 8 -
GAMES PEOPLE g}AY Discusé oindividual ways of .turning others off and .
turning them on. Have each “member name _the most effectlve game he plays.

~

e ~

PHYSiqAL PERCEPTIONS ¢ Have one member  stay in the center of the group
with™his eyes'closed. Choose one member from the circle to go in and
shake his hand. Have center member respond to the impressions from the
handshake. ‘

_Have “members go around circle and tell the person on his right whac
perception he has-from the other's pdsture.

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 dq with the money and time. No response:
from designated memker. At end of exercise talk about whether others
perceived ycu as you perceive yourself.

’ \
. |
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-GROUP ON GROUP: One member observes the behavior of on€é group member.
Form one group and observer recounts his perceptions of the member he
observed. Reverse procedure but this time with.a task to choose a
.leader of the group.
. ,
PERCEPTIQN OF OTHERS: Choose a partner. One tries-to -communicate a
feeling with his facjal expression. Other tries to tell how he perceives
‘the commuynication. Reverse, :

2

'~ FEELINGS ABOUT TOUCH: Milling around, -”ich a partner and with eyes
closed try to have ‘a conversation with your hands, Have a fight. Make...

up, Now touch his face and see if your feelings about him change. Doe¥:
this make you féel as’ through you know him better? Do. you. think this is

¥ -

HONESTY: Pick a partner. ﬁbll him something that you are foost afra1d
of. Tell him some secrét about yourself ; '

3 -

A

Tell him something about’ himself Ask him a persona1 question, something
‘that you have wondered about. Did you te11 ‘the truth? Why not?

. Yoo
COUNSELING LEADS

\

- »

1've lost one Job after, another.‘ The last one was my big chance and
I muffed it again. '11 never have another chance like that one, ‘ﬁ

I grew 'up in a Jew1sh neighborhood\and know how those people-are--
money hungry, pushy, loud=--I\d gladly see” them all* in-a gas chamber.

€~

Now that I'm crippled I'll\never get rwrried.

It seems that everything I did was wrong. .Nothing I could do would
ple~se them. My parents never dig@iove me. ,

Did you ever notice that you can't depend on blacks? They're lazy
and dirty, -and if one moved into my neighborhood he'd be sorry he pushed
where he doesn't belong. : N\

E : \

I couldn't stop myself. I knew I'd be, sorry but when the boss told

mé to go to hell I smashed him.

~ The~other fellows found out I was gay. I'could feel them looking
at me as if I were some kind of freak, I can't 'go through that again.

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

I'm afraid to take another job.,
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) I kept hoping the inv1tation would come but when it did I got all
tight ingide. I wanted to go to the party, but then I changed my mind.
I wished-all evening I hadn't been invited.

Y
'-

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

Silence,
I don't know where to begin,

I don t have any friends. I try to makeé friends with other pzople
but they' Te nice to mé and then they turn away. I'm just not like other
people. e . ‘

//-

Now they're. talking about a minimum incomé--you get 'paid for doing
nothing, for being useless, 1If those people would do an honest day's

/work ‘they'd get paid: for it like everybody else.. Why. should we give -
Some people a. free ride, - —.

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

B

% [}

* "He keeps telling me he loves me but I start to wonder about it as
soon 4s he. leaves for work., And it .gets worse as the-day goes on. I
keep wondering if he is reaily at the office.or if he has someone else,
By the time he get's home I'm s6 depressed -and irritable. If-I try to.
ask him*anything he gets mad and storms out.

My boss asked mé to stay late again last night -1 really didn't
mind it, ° -

It's always 'Brian this and Brian that!' 1'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 knew -it was wrong to throw that rock through the window,

The other counselor didn't spend so much-time with me., I feel as
though 1 can tell you anything. . : 3

) The other coun°elor«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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PROBLB{ IDENTIFICATION AND SOLUTION -~

Au anslysis of the field" of force affecting organization provlems
will help in mgking issues more concrete, 'will help determine most appro-
priate goals s aub~goala snd will produce cluer sbout required skills
missing or needing improvement. Such’ disgnoses should help to mske action
more product ive toward the so]aut ion of skills problema in organizations

Proceeding tovard problem resolution without diagnosis of 8 field of
forces may lead to unnecessary trisl éhd error. It may slso sl leviate
symptons while the problem remains and any movement .tOward goals staya
blocﬁ - N . S p -

The importance of identifying.and analyzing a Pield of .forces liea in
its-wide applicap ility. Force field enslysis may be spplied dver snd over.
For -exsmple, applying the tdols of force. field analysis %o the _problen- of
lesrning 8 new skill is an important sspect:of the inservice {nstruct ional
system,

In problem situations a typicsl response is to jump directly from the
problem situstion to considering a plan of action. The real problem in
this case is thst severdl steps in the problem-solving procnss ar left out,

i

Problem Ident ificetion: = . . -

A provblém is a falling short of -an idesl state. It is a block to the
schievement of a.gool., Probiem ident ificetion snd problem solving is in-
tegrally connected to goal ard goal achievement, For example:

7
‘The horizontal 1ine
represents movement s
toward the goal

The vertical line represents the present con-
dition, o problem, & barrier to movement
towsrd the gosl. -

In the development of organiZational pstterns, solving problems so they
stay solved requires thst the problem statement be as concrete 238 possible
and sastisfy the following criteric:

1. .Who is causing thé orgsnizstion problem?
‘2. Who is affected by the iproblem of the organization?

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

%

- 4, Whst is the nature of the problem?

a. Self: Conflict sbout values, sttitudes;
lack of skills; inability to ex-
press feelings; a different perception.

v
. >
¥ habe
P AN - ’
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b. Other: Lack of understanding, nct willing to
use his resonrees; lack of s¥ills . . .
.7 conflict about values, a:t‘tudes. d
T N c. ‘Org'enizetign; Lack of communication chann213;. lack . ’ i
' ° * ] . 2 scheduled tire end rosources, lack e ¥
’ / - of clsrit‘r sboyt membership roles and ‘ ) ,
. norag; péuer- conflicts in dec*sion-_ ! D
. ’ . ; makinb, lack of support for innovation. '

’ , . d. Societv: Ccmmunity values in conflict with organi-.
L g o ¢ zgtion values, lack ‘of clérity .sbout .
‘ : o . L. gonls; othsr ‘strncturas.-in conflict- with
. : : . organizatio’: structures;, /
b T e. Q‘ﬁe_r&ceg_: « . - C i : =

} . ' ) : 5. What elsp 'r.eeds to be kncwn about drganizstional develop-
) ment in o"der to clearly define the problem’ ) M

-~

o

a. Organizgtlonal‘ theory o ‘ .- R
\ *  b» .Resesrca findings - .

. . , ¢, BExisting -inacestions ) > . -

. , S'.:atement’ of 'Gbal': . ) ' . / o

k N . ) ‘ - < .

1 ) The horizogtal dizension, movemen+ toward a goal, must be stated ‘i ’

. . . operational terms. The goel stutement containf' 8 description of 8 condition

) vhich should exist, ar of hov things will 'vé differeht The wey the geal N

statement is writt en helps determine the nature of .svbgosls, both proxi:nal

] + and more distant "'Jb-6cals. Action taksn depends cn the final outcome being
sought. A gool -ststement must mect the following criteria: e

LS .
& . 1. Is it messureble (hov will you know you have arrived;

c . heve you indiecsted acceptable givens and conditions; what
‘e are your crr:eria ‘for measuring mcvement tcwa d- the goal)?

, . . ' 2. W’nat is its signif icance (~w 11 it ve’ warth its cest in
. ) tiit, money, endrgy, etc.)? . i

3. In vast daws'in or dameings ez it be. identd?ied? A . -

8. °Cognitive (whot is known) ’ . '
b, Attitudinel (what is felt and valued)
¢, Behaviorsl (what is done)

[

- sa ) X Py
k, C‘cnmunicab,ility - ‘

Goal Dimension

5 ’
-

Problen Dimension . B

The process of identifying problens (or goal) should also consider causal
féctors, that is, force flelds., Frem physics the concept of equilibriwm is
borrowed, which is & state of balancc between oppesing forces, end gpplied

} it to problem analysic-disgnosis. A problem exists in & field of forces.

The present condition or problem stays in eguilibrium becsuse of s set of ’ §
opposing forces,

A -

Aruitoxt provided by Eic:

ERIC - LT o -
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Faciliteting ’ . Restroining

o ' ' forces —i——>) {—— . forces

i . Molcrement i ( )

oward gosl Fo X
s A i -
A Co. R RN o
IR N "Present copdition
) Yoot e oh provler

“

-t

«

One. tesk is torident ify end list those farces which facilitate movemeut
. towerd the gosl, thus:

Faciliteting A L

. forces ——— 5 .~ s X oo . Gosl

- -

b 4

.

£ O -

-

>
po

Ancither tesk is to idcntify and list those forces x\‘nich sre restrainig
movement toward the goal, thus. . R .

$ .
Restraining forces B )
Gosl
‘\ .
Y * 4
. 1.
2. .
3. _—
L, . y
* New we. have identified en arrey of -farces.which both help end hinder K

- continued movement toward the gosl. It is impcrtan"' t6 keep in rind thet
’ movement toward, e gosl can be impeded et any point along the wqy Every
time this happens the situation- which-ceused it mekes goel schievement
problematical and% therefore, makes the identificetion- oLsnppcu:ting/ nd
. blocking forces imporfant. ,

L4

Rankihg,end Rating Forces: ;

The equilibrium, or condition blocking movement towerd the gosl, can
be chenged by adding f}Qiliteting forces or by increéssing the strength of
these facilitating force%end/or by reducing, or ignoring, or changing
restraining forces. In meny instasnces the tendency .of problem solvers is
to 2dd. to or increase the strength of feciliteting forces, perhsps csusing
en incressed push or. counter drive from the restrzining forces. A more
effective epprosch mey beto work to reduce or chenge the restrsining farces
first.

-

The anelysis is not complete until disgnostic techniques have been ap-
plied to the forces, Forces need-to be submitted to evelustion and scrutiny:
sre they velid? 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?
wvhet will help or hinder in an esttempt to chenge them? The following are
criteris in the steps for en esnslysis of e field of forces. .

123
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- Step One - The criteria of step, one is IMPORTANGE “ N ' .
‘ a. If ‘the force (helping or hlndering) is chenggd, movement b
“would result ‘WhiichH of these forceo are most importent s
- . for gosl schiévement? : o
- b. Rauk order all the forces the most 1mportant being - R
.. number one; ‘ . : .
o : S - '
Step TWO - Rating may be done on thfee dimensions: STRENGTH CLARITY,
snd WORKABILITY.
L a. trength - How resistant to change is each force?
a . How easy or hard would it’ be to change the force?
@
Rate each force as to strengt
. ¥ - . T,
a8 . A . 1 ‘ NPT . )
) Easy . Medium’ Hard ‘ -
b. Clarity 4;How clear is it to me that it is 8 force?
°  What &Vvidetricé do I have?
- L — 7 .
. Cles> . - - Partly Unclesr _ d
: ' : Clear \
9;‘ ﬁorkability To what extent can I dc something about
changing the force”
--Weigh each farce for workabiIity, using & ' plus (+) .
or a minus (-). .An arbitrary humber rating may slso ’ o~
(b ; be used (1,-2, 3).- '
- - --Informatlon yielded in this way will show degree of
, workability for esch force. -
Note: It may be negesssry to do another force field adalysis on the farce - T _
or forces selected in order to more accurately determine the skill: o

y needing practyce. . ] -
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PROBLEM SOLVING:. = . L : \ ‘ '

Problems exist nowhere but in the minds of people,\nor would they exist
at all if people knew gll that was needed to s&lve them, Such a staterent

“ is only partislly true in that each of us "knows" more ;bout any given sit-

uation than seems to be applicable to the problem st hand, Esch intelligent
being is constantly gathering, and processing dats which pertsin to his .
environment. The force field disgnostic technique csn heib in the organiza-
tion and selection of data whlch‘will comtribute to gosl achlevement

.Cther tnan one's self", our grestest.potentisl for effebiive problem

-soiwing is "others". Those with whom we work and associate ﬁave sccess to

8 uveelth of 1nformat10n and skill Wthh if applied to our pnoblnm, could
give strong positive movement towarad Lhe goal. Skill is needed in both
the giving, end recéiving of help. Team building skill exercises are

- designed to facilitate both giving and receiving with s heav1er emphasis
.on reteiving help ulnce that is the ares which our ciilture hao effectively
“discouraged. )

s
In sdditiom to the prob]em solving help whlch is immediately .available
to us frém ourselves, and others, much informetion on similasr and related
problems haeg ‘been recorded, end is avsilsble in both published and unpub-
lished msterisl. The professional journsls frequently contain {Fports of
studies which give - data germane to your interest. B

. Collectijg Informaeion for Probiem Solvi;g, i —“\Lb :
When 2 roblem requires disgnosls w1th1n its own setting,\but defies

understand;ng from observgtion alone, methods of collecting significant

data must be obtained.' THare are many prepared instruments for situational
diagnosis, and the representatives of most.publishing companies mey be help-
ful in selecting an appropriate insturment. Many. times ‘problemsare so
uniqite to & particular setting or group that a special instrument must be
prepéred. The particular use and statistiecal treatment, if any, to be used
with the data will determine the qualifications of those who will prepare
the instrument.

Before collectlng data, one should refine his' force field to a. position
from which he and one or two others as helperS»can sélect that force ‘which
can, best be changed. From the selectéd force, one should select 2 first
action step (also with the help of others) then do ‘another force field on
the .forces for and against taking the first actién.step. . When selecting
tools for data collection, one should examine the functional specifications °

. of available tools, and match those functions with the ranklng 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 snd procedures for,brainstopming can produce a
number of slternstives for considerstion:
' 1. The sossidn will be more productivn'of ideos if you refrain from
. evelusting them or discussing them st the time they are propésed.
Educsation and experience have trained most of us to think Judicially

y
'

1
!
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rather than crestively. By de*‘erring Judgment on our idess,
we can think up fer more slternstives from which lster to choose.

2. Group productdon of idess ‘can be more productive than ~separate,
individusl production of idéas. Experiments in groyp thinking
have demonstrasted thst the aversge participent in this kind of
crestive 'collsborstion can think up twice as msny possible

i solut ions as when working slone. /\L
3. The more idess we- think up the better. In problem-solving of .slmost . N
sny type, we are-far mare likely to choose the right psth towsrd
.. solution if we think WJp 10 idess by wsy of possible alternatives

. } :instead of only two or three.
Thereuare two phases to the bralnstorming process. In the first, .
quantity is more :importsnt than quality. The factaor of quality consider- :
ations inhibits-the spontaneity so0 necesssary to the flow of idess. {

First Phase: BRAINSTORM the problem sccording to the: following rules: )

8. All criticsl judgment is ruled out, We seek idess, not criticsl
snalysis. ) . . '
| | .. . ;
' b. Wild idess sre expected in the spontsneity which comes when we .
\ suspend judgment. Practicsl- consJ.derations sre not of importance
st this point.

.

c. Quantity of ideas counts here not quality.

d. Build on the idess of other brainstormers when possible, Pool
your wildness. —-

Second’ Phase: ‘N_ow CRITICAL JUDGMENT is spplied:
8. Meu.“ers should reviewi the idess by applying their best Judgment.

; b. Members should be urged to seek for clues to samething sound in
the wildest. ides. )

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

LR

1, The first step in'the process of, problem solving is to identify.the

problem you wish to work on. (Describe your problem 88 you now see
- "it. You may useé the crit 1ca1)1ncident(s) which you provided, or .

any other which you may have in hmd (When this asssigmment is -
group oriented, o consensus will have to resch on one ‘problem for
"anslysis)., , : .

2. :Most problem situstions cen be understood in terms of .the forces
vhich push toward' .impriovement au:] the forces vhich resist improvement--
in other wards, driving force snd restrainim farces,

. -
%

GOAL STATEMENT:

A

Driving Forces Restraining Forc‘es -

3..*Now review the driving forces and restraining forcés, and’ list below
the three of each which seem to be the most ‘important right now, and
which you think you might be_ sble to affect constructively, w»

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

1

Driving Forces - Restraining Forces .

s

- —_———

A, . A.

B. . : B.




.y

Y

. GROUP PERCEPTIONS INSTRUCTIONS

Materials:

"“The Helping Relationship"
"Group Perceptions Survey"

, G?dgg.cizezi St

Variable ’

Specific Instructions: -

ACTIVITY

Al - ' .,

Hand out "Group Perception Survey."

.

AllowﬂgrquﬁsAto_re%ferm.

[

P

Allow all to complete

Allow all to cé&p}ete. ¥

N

Allow all to complete, /

<

Allow participants to discuss the
results,

1‘ [N

- -

Gmal To establish intragrcup feedback about behavior and feelings.

DT

- -

SUGGESTED NARRATION

"Before advarcing to new
activities it is-sometimes
"uséful to check where indivi-
.duals 'are' in groups, and .

2~ whether the group is 'with’
you, The 'Group Perception
Survey' provides a means to - .
that end," - - ~

"Please assemble into groeps .
of six each," ’
"On the survey form, please.
complete-the odd numbered

items answering 'ye§' or 'né!i"

"Wow go back to the even num¢
bered items and estimate the

number in the group--including
yourself~-who answered as you.
did. Place that figure in the

"« space provided.,"

"Now, poll the group to obtain
the tota% number of 'yes' and
'no' responses for each item,
Place the figures in the ’Total

yes/no' column,"

"Now, fill in the 'Total marking
as you did' column from the
:Total yes/no' columm, Substract
that figure from your estimate

to check your®perceptions with
those. of other group members."
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. ‘ . GROUP PERCEPTION SURVEY

. y ‘ diﬁ'(___)--(__)

5. Did you'tune-out, withdraw int¢ your YES‘( ) )
own thoughts, stop listening at any NO ()
time without -telling the group?

: ~  YES () . Mo (_)

6. Estimate how many < (counting yourself) '
mafked question % th same way you”d;d.........( = )

Q

7. Did you feel irritated or impatient YES (__) ‘
o .8bout something that happened in ‘NO () )
{ the,group without openly telling .
’ ** thed group?

, “. . C¥ES (L) N () )\\ .

- 8. Estimate how many (counting yourself)
\ marked question 7 the same way you did

.9. Did you feeél huff, embarrassed or YES (__J)

) put down by somebody without telling NO ( ) -
u/ the other? ’
i YES () NO (__) . ‘

TRTRE S O

) L Actual Total Bycount -
N Yes/No
. Total Over or
: - . marking as under
! ) you did estimate
1. Are you saﬁisfied with the attention YES (_ )
and consideration the group gave NO“ ()
* your comments? o .
YES (_ ) NO () .
2. Estimate how many (counting yourself) \
marked question 1 the -same way ‘you did.........g__)--(___) .= g__} 1
3. Did you agree ﬁi;h or like somethiné YES .(__) .
) "that happened in the group without NO ()
' - openly letting the gtoup know?
om0
4. Estimate how many (counting. yourself) fg‘
, marked question 3 the same way you

() 6

() 8




10.

12,

Estimate how many (counting
yourself) marked question 9

‘the same way you didecsceeseneccanaass( )--( )

"11, Vas what you got out of this - YES ( )
session worth the time and

Estimate how many (counting
yourself) ‘marked question 11
the Same “ay you didoooo.o.....o.o...o ).-

Total
marking{aa

you did’
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L 5. Novw review the list of action alternatives ond resources on the - -
. L \ previous page, and think about how they might fit into o compréhensive
action plan. Elimindte thosc which do not seem to fit into the over-
8ll 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 {n~this problem-solving process is for you to plan
@ way of evaluating the effectiveness cf Your action program as -
it is implemented. Think ebout this .noy, and describe the evsluation

procedures you, will use. Begin by listing the purposes for' your
: evelustion plen, ° . )
} . - o .

i

»é

o

EI{IC . ‘ .

- i
P o
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When media are orchestrated around an issue, it becomes easier to preci-
p pitate an ever widening involvement of people in the commurity and in studying
- the need fer change. For example, in any library campai,;n for community edu-
cation about an issue, there are at least three levels of p- ogram development.,
: At first® it is necessary to introduce the tovic and the 1i brary's relationship
to it, Such techniques as dlsplay and "take-homes" help to accomplish this
initial orlentation.

-~

At the next level of deve]opment, seleetlve dlsseminatlon of 1nfornation
"helps to open up the topic for various ublics. 'Mailing lists are organized," -
for example, around the characteristicé of the audienccs to be reached Speakers~
and films can be selected to accompligh ir programs for smaller group what
readers advisory and reference servides can do for the individual. -

Fipa ly, on the Widest level f all, the mass media can create an aware-

ness in the public at large-of th¢ issue of concern to the ronnanity. . - -
A partlcular issue, can be simulfaneously introduced on television, radio and .
newspapers ard pursued by them #i a nuiiber of variations in an, effort to reach
groups whenever convénlent for them, and wherever tbey may hanpen to be. Com-~,
mentary on £he issues which have been iutroduced, and greater depth of presen-

. tation can be effected through magazines, newspaper artlcles and program planning.

\ . ‘ 4
Program Development : R . l\' .

Media -utilization presupposes an audience assembled in cne place at one
. time. Of course, this does not entirely rule out a one-persgn audience, but
’ such a situation is not as frequent nor serves the primary purpose of media °
) transmissions, Consequently, group methods are mardatory, and add a dimension
| to library service that may be a w°rthwhile counterbalance to the over~indivi-
~

. dualization of reading. \

Fitting technique. to purpose is required because some plan and order is
necessary in group activity in ‘order to ensure purposeful communlcation. 1f
meaning is allowed to occur ‘hapha~ardly, .it may at a later date have to be cor-
rected, Efficiency in communication is accomplished by fitting approprlate
technique to the specific purposes sought. Purposes can range over those
which reach for information, for understanding, for problem-SOIV1ng, or skill
development, - .

1f information is sought in the communications sitvation, 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--particularly
. . a film, a video tape, or a slide presentation that can carry an integ
. ‘ messagg. For a smaller group, the working paper can serve’as a satis
substitute, When the panel used is of a symposium fo¥mat, information can be
communicated .directly and fairly effectively. «

s

ERIC - ~

Aruitoxt provided by Eic:
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. s, Lf.understanding is the purpose of the structured cormunication, then
soﬂe;hing more than the speakér, the film or the working psaper is.needed. These
information stechniques may be used as a brief introduction, but they should be
supplemented by the panel discussion, role Play and :sltraight discussion. Ip
these techniques, understanding is betuer ‘achieved because infermation is shared
and considered from different points of view,
+ I'f problem-solving is the goal of the cormunications sitvation, thi= any .
. of the techniques for information and understanding may be used ¢ /de ine the
. - problem, Once defined and analyzed, it is ccemmontly eXpected Ebafpsom\ action
! Maill develop. In order to promote action, a soluticn must_be waorked J%t through
/ the technique of a meeting strycture. Concensus®should b€ reached at pach step [
/ of the agenda or else no final agreement is ever likely to occur,

. \.
7 1f the development of a skill is the objdctive of the cc wnunication or the .
' learning enterprise, then any cachniqug/cﬁﬁizsgréanabove can be vsed asjtlong
as it leads to involvement," When ‘a Killiisfdevgloped, habit ratterns g%e
usually changed or new ones fo;medf<§Céqsequéntly, involvemént in the skill-
producing activity is of primary imﬁ%rtance,.ana is induced most direc;lﬁ
through technique3’sugh’a§ the case study, and extended_practice periods, ¢
’ N - '

Starting with an idéa:'thérehéppears to be two major|ways, of introducing
8 program--either with an idea or with an authority. Whep starting with zn
idea, the issue to be started with should be analyzed intp its constituent
topics. In such instances, the librrrian puts to work h;s understanding of
selection-principles by identifying the main topic,. the secordary and related
topics. . , .

: , YN
The idea should be an "original" -onre to stdrt with, for unless the issue
is important, it is difficult to create a. situatien wherefthq.skills of credtive
and criticdl thinking ¢an be employed, - Issues surrounding the idea should be .
identified; pro ‘and. con, with which participants and the audience can agree
or not. TIf this is not the case, it is difficult to give substance to any
listening, viéwing or reading experiences, Certainly if, in addjtion, the
idea can be visualized, greater impact and depth of meaning is likely_gg.
§ occur, ) ' T

e S it

Some consideration should be giver .as to the applications to QEEZB the
ided may be put, that is, what purposes is the program designed to achieve and

. with whom? The consumer should’ be carefully delineated, ihdicating i1ow the idea

. : will appedl, and in what degree, to the audience selected. The stbject, or /

main idea, should be timely or its timeljness®be made epident by relating it

to other items in the news. If the subject is.suffiziéntly interesting,and its

presentation timely, any audience can be expected to have questions. As many -

questions as.possible should be anticipated, perhaps under some such structure

as the following: (a) points requiring, {uller treatment; (b) points of dis-

agreement; (c) points not covered. { '

a—

. - . H
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- wR A RAUL pPraAlliLllily Vigdlllallly, c:mnzwﬁm\ aid directing their work. , ) . r. .
4, How is comminication made from one level to mumnrmn.w How do various Questions s : ) 1, , l ] . . * -
\ recipients respond to communications made to them? - ° ’ . \ , i . | 4, . . | .
. . N 1. Would you like ,no,zonm for him? \ : y i - ) . / ) o N . ‘
5. How are rules made? ., How aré they changed? What about metarules? . , y hi \ ) . { D, . . . ‘ " . ; 5 .
- . .x. - . . \ . . ; . . | . | -~ \
° . - ek 2, Are you like ? In ays? erent? . ! - . .
6. 1s it an open or closed system? Are individual differences viewed . y uw s&?, In what ways? 1In what ways are you different? . . . 5., ) _ ) . . -
CQQ\W ) - ) ¢ ’ - w. : - N ~ |
. as a threat or are nrmM val , 3. 1Is he a good wcvownawsmnmw ' . ; . : ) ‘ ) . . A .
. 2 _ ’ : - * . m‘ A
7. t an effective operation? In what ways is it not? - . - . ) m\ ) . . . . . )
7. In what ways is 4 P - A - 4, How do you imagine his behavior it planning meetings with peers? . : )k . . ’ 6. . . o . . .
describe it? ) ’ / : NP ’ ) N . . ' : : . 2 ° , .
8. H»mn.mw,\m gbstyactions that ri ‘" 5. In what kinds of situvations would such a supervisor excel? . . °o . . . N |
. ) T ° . S~ 2y - °. . ’ ' ) - .ﬂ \
¥ © 9. e ember plays. - m . ; . ) 7 . > ¢ — y
¥ © 9. Name a role that each member play : : » Is it relevant to know the calibre of people under him. Above him? 2 v T. ~ _ o .
. 'He s lems. solved? ) - . . . : | ‘ ‘ ‘ .
10.. 'How do tasks get done or vnM.o - . , . , 7. What if he is the only one who knows how to do this gperation? , 6 - ) . . )
. . . .‘.. ~ - . . . s . . i~ — ) . m
11. Think of ways in which the system operates politically: mustering . . <. .- ~8. H —_ . . - . N . . . o
* X . . . . ow do you imagine his superior? . : o ’ . .
+ allies; waging war, vying for Hmmamnmrwmu ssubversion, going to Lo - doy & peri . . . ) ) | 8. _ - . . X . . .
1 . s an'! - : - . . . . ° .
top .administration". M - > 9. Do you see room for change and growth in the ‘system under him? e el : ) . . i , . . m
. ‘ - - M v . 7 \\\ - ‘ . . . . \Cn; . .
3 t i i about people under which the . . o ) ) . \ 9. N . . i
12. %nhat are he @mmwo mwmgvnwosm about peop ‘ 10. Change involves risk. Do you see him as willing to risk?’ . ) . 9 R . .
system functioms? . ) N . . 85 . . - i . _ .
- - - ‘ ! ‘ ‘. . : : . .
e . 11. Any thoughts about his family iife? - . : . : o ‘ m
13. What kinds of support does the system provide? When does it . . S & ] y . . i Y \ E . & . . 10 ' .
. Py 3 B i . . N . & Py .
. withdraw support? | . . c ~12. Do his subordinates like him? . . R 2 s & 0 : . - )
. e X -~ . - . . ¢ N
\ . . . . - . .
\ 14, How is authority challenged, actively or passively? Repeat the . . . . \ . . . . . . y
oL exercise using your work situatbn as a system to be ‘observed., ) N L . 10. N - . ‘ -
,/ Then add the foliowing questions and try to mumsmwm them: ’ . i L . . . . . . . . . .
£ 4 -
- t .
! » . | . . - , : : :
. . = . * ’ ) . ~ ° . . - ! ) ' . .
ﬂ A . . o N * ) -, . | . e - ! ' N ~ ) s
. i \m ) .// «. " / - B ‘ Q
. - . : ) -
' - M LI . -u . pl N . “ . - . . .
N, ' . - - 3 .
- -~ w\ - . [ \~ e . loO\
- . . i . - . A‘ !;H' R
¢ ) v i i l - - w . .« £ . - s ’ -\n - - .
< \ ~ - . ' \ K .
. he .- .,H.-. 53 um‘\ ) N ) * ; . ! .
. , \ T @ .y . . " . \ . m x
N e . . ) . s ! . !
t.. -\\.l- - . ~ — b
. . ~ ) . . : » . ) - . mw “ -
by * N 79 - . . N . . . . B - 2 . . .
. . . < L3 H. - - ’ °
. ] . L . . 4 = . . . . . mo . ) m . -, . mN .
N . - _ - . - . { . , - - - ¥ ‘ » .
) . . ’ B Program Planning: . . . N . _ = - - . P/ .
, As is typical in cay library sponsored program, Zfurther learning is en- 5 - | L . . « Provision of leadership includes leadership training courses (whén . . i Recognize that recruiting should be as deceniralized as possible. : : ) 4.
couraged in order to deepen and to prolong the attentivn getting iritial . "I need help." This short phrase is familiar to librarians every- . -make phone calls to local organization program chairmen. - . . the library is unable to provide training, the best service possible . ) - - / It is mmch easier td carry out your responsibilites to the membership
interest. Take-homes are _h\m..hmu._v~ availasble, such-as srecially prepared reading ‘ where. Across the desks and over the telephone people turn to m:m library. ) i . | . . | - might be locating leadership. training opportunities in the community V committee and to the jorganization as a whole by working in your own
+ lists; or, circulated services cam be made available fer materials or related The requests that follow these three aomam vary endlessly, ranging from N .} .advertise the service via newspaper, radio, television. and outside the community - such as, the state university). Locating ' neighborhood, social circle or business firm. There you have prestige, Y, 3.
u..nuﬁmﬁmmn. Qm.mmuu.mm\mnw on the spot. Other Hu.'UHm.,H,.dn sexvices such as reference and - N "y an a program chairman of ﬁmﬂﬂ- Mothers® Club and.I have no uwhmmm how to ® = . . . natural Hmmmmﬂmrwﬁ includes Hmﬂﬂn.—.u‘vnu.v—..—m leaders from staff and commu- . and your enthusiastic endorsement of the OHWN&—WNNHHO.D carries gmu.'muun. .
i . N | - . . 1" "o~ s s 3 i ' — . . . Y . N :
readers advisory may be brought to the attention of the audience. Programs begin planning a program, “no Our study mnomu Hm wnmmnmm.mma in learning . .sendout letters, postals to club presidents and program . nity who have béen trained and active as leaders in other groups. ‘ Names of pqtential members should be parceled out to members of the “
sponsored by other .agencies in the community may be referrec to, ard thus, ;  the background of-the present Suez conflict."” The librarian smwon_ﬁmm ) chairmen . : - ) - -~ T membership committee, as well as to others in the organization, on the ~ . :
. H y - £ 3 i - oo. PR 1 » : : - - - . .
discharged by the library's.function as a clearinghouse. -, these queries; they are the confident expression of the community's ) . Recurit membership and keeping in mind the group's purposes; we - basis of related interests. The foreign-policy chairman, for example, . .
: ' ) : r ; awareness of the library and its services. _ . LIBRARY~SPONSORED GROUPS: . - recruite membership nsno:ms"m ‘ . : . i will be a more successful recruiter of others interested insforeisn l ’
} - P - N - ~ 3 . . . -
Starting with an authority: the usual alternative to starting with an . { N . ~ ! - affairs than will che finance chairian. ] a - SEETIRC
idea is to begin the program.with an authority who has been carefully selected - ) What kinds-of Help will the librarian be calied upon to give? . S Library-sponsored groups provide ways in which people are able to come . . ) .personal contacts (over-the-desk, interviews, oveér-the- . v & . W
from the community resource file, as one who is so familiar:witn his spbject, - . . ] . \ together in the library to get informstion, to explore and to exchange ' telephone, etc.) - : ! Be aware that personal contact is the best approach. No method ‘ hat ha
that he talks quite frezely about it. In mos:t instances. such as a resource - “ Provide materials such as books, pamphlets, recordings, charts, \ ideas about a common concern. The library may take the initiative and ; : o has been more effective than a face-to-face one. Your personal con- . ooamomo
person will possess or have access to materials that will enrich his presenta- maps, films, mwwanmnnwvmu\.mwwn._mmu for progzam oommmnnu.vﬁomﬁma BWncoa, . \ sponsor a forum, a group discussion, a film series, etc., in response to .notices (in church bulletins, descriptive notes in pay . victior abodt an organization is evident in the tone of your jvoice, show?
tion. These resources may'be visuals, or valuable suggestions, as to other commit tee work, panel discussions, exhibits, reading lists, speakers, . i S an expressed need by community members or as the result of its own dis- . . “envelopes, etc.) ~\ . . your facial expression. %o:nior?womm_émlaow&m.; You can adapt your sales ) ) m%nmﬁ.n
specialists who could be inférviewed abovt the tosic of concern. . . film and book vmm/ma discussions. It is also necessary to copsider re- i N .covery of needs in the community which are not being met adequately by . ) X : : talk " to the response of your prospect, You can move him to immediate ' ) ¢ipatio
. ~ ferring people to other sources of information, such as: other agencies and organizations. . ) . . .personal appearances before groups (laboy groups, civic o ) action. Therefore, if you can, telephone a potential member and ask for . ‘ vmoEOmm‘
" - A - . . . i - ’
The aulhority selected should have anjurhurried and sincere manner. An £ . d ial .M A\ . organizations, etc.) @ personal interview. ) Mwww Mx
i . - : . . L . - . ‘- |
informal and relaxed person is usually personable a.d interesting to talk to. g -agencies (Health Dept., etc.) for information an materials. What are some of the situations which might prompt a library to sponsor & . . - _ : « - : o .  in nmma
Good looks, or beauty may be important buti these assets, in themselves, are . . . 2 program? -mailings (alumni lists, voting lists, etc.) . , Apprraching the Prospective Member: 1f ‘a personal contact is impossible, et |
not enough to carry a program to successfu] completion. -film sources (churches, schools, commercial outlets). . . ' there are other metheds of approach. Always be sensitive to the feelings A
. A . .discovery of a problem which needs exploration and 2iring - such Publicize wmopcamm publicity before, during and after the group £ of tne ‘person you are trying to attract, .Know his interests, “likes and ’ val n
In recruiting an authority around wihem one exsects to build a program, .other organizations (League of Women Voters, etc.) for as, consideration of the problems created in a ogwﬂ_c:u..n% by a activity through every possible zppropriateé channel, often through dislikes, friends and foes, msﬂw act accordingly. . m:mm:wwh
some cautiows are in orcer., The person shculd not be selected simply out of ’ . moterials and speakers. ' . sudden, rather large growth in population. . the same channels used f{or NQKE, itment. . - : . 4 . w mmw.w,
a feeling of obligation because of awﬁr hosrs devoted to ¢omnjttee work either ) ¢ Coll Universities. etc.) for . . ’ / : , L. Invite the prospective member to ome or no, several meetings. , -
for the library or for any other szgenov, DPMeither shenld the avthority be one . . onsmunwzmnw E.wmsm:.mom Mmmwws ,5M<mwwwnw » &6 w . - or - RECRUITING VOLUNTEERS : - ’ . “ W
wvho has few assets other than the fact of his status as tre head of a depart~ . : materials, resource peop P : Y » ’ ) , - 1f possible, call up and ask him to attend with you . - S .m:
ment or even an agency, and this does not exclude librarv department heads. ’ to 1ndividual for s mmwmnm discussion leaders, consultants : .identifying problems anticipated by the comirg of a new airport. The following principles may be useful to you il you are working on i ~personally. . . .
Because of the press of duties ani other impe:atives, such sersons often do not : . " resource people Pg? ’ . ’ ’ ) ’ - recur ting members. Know what kinds of members you are looking for and in ) ) ] Wl
\vm<m the time to be spontaneous and mav have Lo use excessive notes or resort o A people. . - or - . what approximate proportion will they be to the general membership. If, : zrws :m. prrives at the jmeeting, ~see that he mests many others W
to memorization. Such limitations will have 3 detrimental effect v.con the L staff skills for i ) . . for exampl you need more young people, you awmsn.oosnmsnnmnm on alumni and he has a pleasant impression of ‘the organization. o
quality of tHe subsequent program in which they participate, ) g ) . ) -consideration of a national or international problem of per- Lists; cenBus lists, young "marrieds" known to business firms, housing pro- st . , a o=, .
; : | Leiz . o N sonal concern to everyone ~ such as, the conservation of our jects or real estate firms as having recently purchased homes; or parents 2, 1f possible, fa.iliarize the prospective member with other types “ W.Z
! . ; . -advisorye service oa . . ehi 2 : svie 3 ’ i i ) s i A LR
Preparing the materials: mnmnﬁ.bm with an idea, oN\spéaker, does not Y & : natural resources or the international control of atomic energy. ) of kindergarten children. 1f you want menbers <interested in civic affairs, . of activity in ¢ ¢ onmmSHNm;ws. Examples of such activity i

- k program planning process you would turp to voting lis ‘s, members of public-affairs organizations, might be:

M g 2 ’ . . h . .
mean $toppi: g there, particularlyjon television. One shoidld not underdstimate program methods y o in ressonse to i wa L . . . N a—

Gusunrm need §~- e . wWial a5 wpeaking What i6 gseen qe an dmamstant gx =
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Keep-an up-to-date cefisus of indjividual members.
.By keeping data of member's activities,.intérestsr
time, "etc., on i membership card. . -

.By keeping gecbrds of participation up-to-date.

.By semi-annudl interview with individual members.

~
~ ~—

Provide opportunities for participation. in planning programs, in
doing special jobs, in working on committees, in making report
(even though not a chairman), in small group discussions,

Provide opportunities for developing skii}s using discussion
techniques, group participation, public speaking.

Recogn%ze members for\their accomplishments in the organization
ir local news reports,'in house orgar/, at general meetings, by
promotion in responsibility,

Plan for xeview of organization's activities by all members
at least once a year through small group meetings of total
membership. . -

Relate policy and program to meet needs of members through

wide opportunity for participation within organization structure, »

dues within members reach, money raising not too burdensome,
committee structure effective, election procedures democratic.

WORK WITH OLDER ADULTS:
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SN ‘ .considering the needs of the aged person as an individual : . All needs have to me met through the educational process. What other
| (selection of materials and referrals to other agencies) 'way is there in a democracv? Even where a marked need, such as for Ameri-
- . . . canization classes, is turned ovVer to a specific agency, such as the pub-
. : lic schools, the schools will probably have to educate the general public

.plans for retirement.
i ‘ to understand why money and time should be spent.on such a project., Us-

.information for the volunteer who helps with community ' . ually, though, the solution to a problem is not so apparent, Thus, al-
activities for the aging. ’ . B /though 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 lzaders have to understand possible solutioms and know

.books with large print.
. how to develop a plan - of action, which in 1tse1f will require education ,

.referrals to services to the blind. [ . : . ‘; of the public. . . . s
&
¢ - »
.material foz/the professlonal worker who serves the aging, ' i The only formila for determining an educational need which caf be
3 " "social work rs, ministers, superintendents of nursing homes, ' ) . - devised is a series of questions to ask about any need -- who needs to
5 comunity recrgatlon leaders, librarians. ] ’ 3 ~ know what abgut this? If anyone needs to know anythlng, some educational
. . .. agency has a responsibility. With these selected needs, the committee
! -ESGViding group services to the aging ' could explore the educational implications and the existing resources
i/ . ‘ one by one. Thus, if one outstanding need required a month's digging, and

T .through -ooperation with other agencies providing . . . revealed a myriad of possible actions, they might decide to stop right
\\ o : there for the time being. 1In setting priorities among such needs the

suclh serwvices,
' \ planning committee might select them on some agreed upon basis, such as:
¥

‘.through library~sponsored book r¢views, discussion groups, \

local history group, hobby clubs, etc. \ .those for:which the most evident .exists.

. . ' .those which affect the.Basic iife of the community (sconomic, .

How can the library go about helping the community identify the
(intercultural, etc,) '

\ needs of the aging? . ,

.create a committee (of which the library is a member) representing . .those for which the fewest resources seem to exist,

local governuent to explore the problem of the older adults in
the community, : . _ : . * .those which touch the greatest number of individuals,

c' .
What_are the responsibilities of the committee? An educational need can be one of the several kinds the direct
! 2 £

e g
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.impact of new\population on a community --revealed by population ,
breakdowns, iptkrviews, etc.

.national and state.decisions --revealed by lack of resources for
: information and discussion.

y -lag in the development of good intercultural-relation’s -- revealed
! by population breakdowns, interviews, newspapers, etc. :

.the lack of any training opportunities such as those- listed above.
e
The need for education in good citizenship practices, such as: |
A%
.observance of safety rules -- revealed by accident death rate, .etc.

.intelligent votlng -~ revealed by low voting rate, votes for a
service and against the bond issue to support it.

.civic; neatness -J revealed by olbservation, other agency concern,
- newspapers, etc, ) .

v
?

The need for elucation to meet perscnal problems resultlng from community

sltuatlons

. £ -

. .low. income level may suggest education on other job opportunltles,

] vocational retraining, building and repair skills, low-cost menu

A planning, money management, etc, . '
.crovded schools may suggest parent education on giving chlldren
experience background, encouraging’ home readings, training in
human relations, etc, .

How to Teach Adults:

~

l. The nature of learning

) -Changed behavior is the logical aim of learrding.
-Many programs fail because of emphasis on knowing facts, instead
of-the application of facts to the solution of a problem, .
.Tra1n1ng programs place emphasis on knowledge, attitudes and skilis.

How can a traininé program develop knowledge, attitudes, and skill:.
.Knowledge usually can be infused most cfficiently by reading
assignments or lectures, . i

.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. :



.. S \ ~ oo E s mERERERAy RetdUllolcd ploglams in
conformity with goals rather than in-tegns of the needs and concerns of real

“people. \Like other social professicns librarians have been challenged by.a

n;w set o? im?eratives~which require an enhanced awareness of the independence
ol communication media in maximizing learning. *

. g The research'done in learniné\énd communications theoxr
ciple of reinforcement in the learning situation, and suggests a more perceéptual
ap?goach to an understanding of communication than either linear logic or tﬁe
st1mu¥us response approach to meaning is able to suapiy. Be this as it ma
certain factors become findamental elements in the brocess of .library pla N
to meet the newer social imperatives, ‘ ? proTnEng
P .
Analyze your library agency in order to understand why it is inéere;ted in
certain publics. Consideration of resources and sérvicés offered by the
library are -important, but also of particular significance are thosé available »
. ‘ from ot?er social, educatjional and Cdommiunications agencies. No single other*’
agency in the community is in a favorable a position‘as'the library to ﬁié&har e
the responsibilities of coordinating structure, ’

y support the prin-

. A library study is also, to an’extent, an analysis of the libréry's.image. »

For example, the book may predominate in this library in all its stuffy splendor,

. or the librarians in that library may be oriented towakds a more open-ended

learning experi?nce for all people. 1In the latter in tance, media will pre-
1 _ 7dom;gatg-inglud1ng a wide range of materials and equipment, :
' . ' ’3'
_In event, when librarians are aware of today's‘§6r1d thére is an
awarenes, that the level of expectancy has changed for the p;pulg ion at
larg? from print td audio and vhsual instruments., Youth, especiaily operates
O within this frame“of expectancy, Thoseoyouth, particularly, “who gr;duate

~from media centered high [
r 4 gh schools are often shocked because they find
in the public and college libraries. ‘ & Hind only books

( . .
, .

89 )

2. The Psychological Factors Underlying Learning. The main psycho-
logical féFtors that strongly influence learning are: T

.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 learaing situation. - - ) -

" -Reaction -~ When thinking takes place in a learning situation. )
Is very important 'in terms of preservation of .learning.

.Organization ~- The pulling of pieces together to es:%blish
relationships. Often neglected. N L,

.Comprehension -- is the perception of meanings and implication
of material studied. ‘ ' i

-Repetition -- considered the greatest perservative of learning.

/

3. Applying the Principles -of Learning
‘s . .Motivation -- motivate students by directing instruction toward
- . the job or situation that is impoftant to the students.
. .Concentrated Attentien -- The instructor must hold attention
through use of illustration, applications, humor, enthi m,
and gquestions. ' ) /
| -Reaction -- The instructor should stimulate mental activity by
‘the use of questions, problem situations, discussions, .case
. ' studies, tryout situations, etc. :
.Organization -- is very important, Outlines are hélpful to student.
-Comprehension -- is a must. Use practical illustrations and ’
;) , applications. Utilize student suggestions. . .
E l(j / -Repetition -- Use reviews, tests, posters, summaries, and_guestions
e to promote mental repetition.




' - result,of a community study, interests and concerns will be identifiled, and ~
emerge as characteristics under which people can be grouped, and programs de-

‘veloped in order to catch an¢ hold’'their attention. Such utilizaiion of
motivational planning is necessary, because mearing emerges only when infor-

] mation becomes kinetic, i.e. reiated to real-life interests.

Y . t

. ot

Aralyze vour rescurces in order to determine whether thq resources and the
materials available are pertinent to the interests and abilities of ;he publics
‘to be reached. 1In addition, it is important to havﬁfresources in sufficient -
‘duplication., When a specific title is ment fbned on ‘a mads 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 Zor materials that
are likely to occur. to ) .

a

’ Beyond the library, many other resovrces exist in the commqnit;\which.cduld )
be utilized were they identified and organized for use. Avdiocisua{ and printed v
materials), as well as persons with special capabilities are available and could

8 be given wider exrosure. When resource persons are-identified, tiey can be made
available to others, through ong of the library's reference tools known as a
comﬁunity resource file., Another reference tool, the community calendar, identi-
fies the programs and other organized activities of groups, 'and lists them for

wide perusal, - o .

Campaign planning is a method used by libraries to focus attention upon an '
objective and a varticular public to be reached.¢ Just to program without re-
ference to a target group, is to disperse one's efforts and‘to scatter one's
effectiveness in a wasteful misuse of resource potential. The "Friends" of
the library is an example 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 kand.

,

”
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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.
P :
6. Demonstration-Performance Method is useful insteaching manual
skills and routine processes.
- o ¢ .
v‘ i ‘_/-
.Plan your demonstration, include objectives./
4 , . . .Choose and prepare equipment,
: A sRehetrse demonstration to self'. N
I ‘Let students try process. e
.Students {nen should advance at own rate, ,
z . " |
> 71 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 relatjons, insights into human behavior, and sensitivity to -
‘ personal contacts. Basic steps of the role playing method (technique)
include: ) . ‘
. .Determine objectfive of thé episode. : T
. : .Structure situatfion to objectives. ‘ ’ /
. .Establish roles,
( .Prepare those to be included.
. .Play the .situation.
] ' } .Analyze the situation. . /
| .Evaluate, summarize, and discuss.
. . i
Q ’ 9. System for Conducting Instruction. Steps that lead to most effective

[ERJ!:( learning include:
P v | '
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11, Préparing a Classroom. Comfortable facilities and adequate
equipment is necessary to insure maximum learning opportunities.

12, Meésﬁ;ing 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
6 ' well the program is producing the desired effect.
.Valid Tests-do the tests measure what they are suprosed to measureg
-Reliable--do tests or instructor give one grade for one gype of worky

¢

-

13. " Principles of Counseling. The purpuse of Eodnselfng is to benefit
the agenéy through helping the student make better progress:

€

.Much tact is necessary.
’ .Avoid making snap judgments,

.Student must feel counselor intends to help; him,

-

e I

Methods of Counseling

.Obtain as much information ss possible before interview.

- .Determine length of interview.by studepfs needs, * .
.Promote cooperative attitude before discussing touchy matters.,
.Encourage student tec solve own problem.

.Keep record of all sounseling.

~—
!
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Library Service to Publics: B . 5
¢

There is an important distinction tg be madé 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, eséablish its purposes and achieve
some behavioral outcomes.” On the: other hand, service to a public is

largely régram planning faqr a oninteractive audience of any size.
o e

The programs planned may be sgquential. If there are as few.as three
progra in a series on one

, then. the sequence is ¢onsidered to
be educational in the broad/sense

)

Service to publics cdhsiders large segments of the ulation ds
a whole which are fairly clearly indeptifiable by demographic, socio-
economic and culturdl characteristics, e.g! labor, disadvantagad, aged.
Once identified, ;helr characteristlcs have to be transformed ‘zto
educational and #nformation needs. Then it is possible to ask the
.seminal questi{p underlying all program development :WHO needs-to
know WHAT abou the aspects of these topics7 o

1. List/the ‘characteristics that segment of the population over
which you are concerned: . .

7
2, Resta*e these characteristics as informational and educational
needs or interests:

’

3., Whe besides your poRulation segment also needs to know about
the needs_and interayts of your segment of the pqsilation:

4. What does each of .thest other segments need to know about
your segment of the population:

3

5. When, where and why will you assemble each of these segments

of the populacion:
3

6. When, where and why will you assemble your segment of the
population ‘

N

w




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”

-On what theories or viewpoints of communication have the public
services bee. developed? What is the role of the librarian in
the communicacicns process?

3. 1s 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 statement 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: 1library 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. 1s 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.

20

7.

What is the significance of the concern to the community? Is
it really vital?

Does it affect the total community .or only a segment of the
population?

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? o

oy

With whom should the library work for resources and for cooperation?

Is this a long or short term problem? If short term, are there
more serious, underlying, intangible factors?

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?

What is the relationship of concerns and problems to each other?

Question in dealing with library priorities:

5.

6.

What are the actual and potential resource backgrounds of the staff?
What special abilities do members of the staff possess?

What changes need to be made:

He

n staff responsibilities?

n materials and purchasing policies?

n staff attitudes toward the community and various groups?

n the approach to extended services?

n developing and focusing publicity?

n staff willingness to take on new responsibilities and try
out new techniques?

He Ho He He e

Can you make a decision on what to do in one or more of the problem
areas?

How can you evaluate what you do in terms of objectives?

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: o
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.

l. What is the educational object/ve 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 materijals?

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? .f 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 room 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 ORJECTIVE
ACTION PLAN

This exercise is exactly the same as the preceding one, except that it
focuses upon one of the objectives from your project.

Objective

Comporient Write down the component parts included within the
objective:
Analysis

(d)

Component From the 1ist of sub-problems generated in Step 2, select
(problvm) that one vhich you feed is most pressing and which is to
Sclection be s?bjccted to the analysis process. Write it in the

- Space provided below:
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ving Forces

Restruining Forces

5. Ranking &

Rating Forces

A. Restraining jorces
Rank Rating
Number Force Strengtl] Clarity ah?l*iy
(o)
b)
(¢}
d)
()
1 Dyivine pdeadot
Ratine
Rank ] Worx-
Nunbor Porce Strengtly Clarity ability |
(2)

b e e L e
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Brainstorm each force for possible causes-of action

which may be

RESTRAINING }FORCES

(a)

(b)

(c)

applied. Do nct evaluate the alterna-

tives--1ist all those you can think of.

Action Alternatives

to rcduce this force:

Action Alternatives

to reduce this force:

.

\3

Action Alternatives

1.

to reduce this force:




DRIVING FORCES
(2)

Action Alternatives to increase this force:

1.

2.

(b)

Action Alternsatives to incresse this force:

lb

2‘

(c)

Aztion Alte tives to inercase this force:
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Review the action alternatives you listed in step 6.
When you have completed the review, select those which
scem most. promising--those which you would predict
might be mosi succossful. Then, for each alternativs
selected Jist all the resources which ere available to
you for implementing the action.

Action . Resources

ERIC
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The Action

Plen

Knowings what resources are available o you, review
your action aliernatives agaoin. Consider how they
might fit into a comprehensive plan and arrange thenm,
i. e., those for which you have few resources would
receive a low pricrity.

Priority ordering of actior alternatives:

(1)

(2)

(3)

(h)

(5)
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Plan

An Evaluation

Now examine each action alternative and using the
analysis skills practiced earlier, 1ist the types
of informaticn which you feel would be necessary
to make @ determination of whether or not the

problem was resolved.

Action Alternatives Indicators

Evaluztion

Dosign

Now tronster your objectives, compofent parts, and
aszociated iudieztors Lo the evaluaxtion design
worksheet (on the next page). When you have completed
this step, you will have completed this exercise,
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SEVEN

COMMIINTICATION AS PERSUASION

Laymen may be extensively trazined in the intensive use of library
resources. They may understand the infrastiructure as well as the
strategies necessary for content data retrival whelher the strategy ic
based on the coordination of terms throurh 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 {he precondition for communication.

If communication is considered to be the process of engendering
meaning in en individual, a group, or a community, some presentation
devices or rather interactive methods will of necessity have to be
employed to ensure that the contcent data soucht or transmitted will have
surprisc valuc to that individual, the group, or the community. Of
course, surprises may continuously srow out of happeriings 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 wjth individuals, groups
and communitics,

In order to facilitate discussion and avoid any bisexual bias as
well as the cumbersome repetition of "individuals, groups and communities",
the phrase adaptive contrel organism (ACO) is used for human systems.

In the same manner, the term adapiive control mechanism (ACM) is used for
non sentient systems such as computers or automata. Motivation is possi-
ble vhen the interpretive system of an ACO is not calibrated wide enough
either to meet some threat to itsclf or take advantage of the some
opportunity. In order Lo do so, information (i.e. data plus intentions)
must be reivicved in a hnrry and incorporated into that ACO's interpretive
system of knowledges, attitudes and skills so that appropriate decisions
can be made.

The surprise value of duta content is rclated to and dependent upon

tht situational context of both the ACO and the ACM. Fach ACO is bom-
barded with the stream of daily events. Mosl of these events are ignored.
To some f'*v events in the total sirecam we pay attention because essentially
vwe are eiihur threatened or we preoceive an opportunity for personal
aggrandiscenent. If the event is either too threatening or calls for
morc cff'ort than we are able or willing to commit to it we suppress
percoeption:
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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 mecbanism®;
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 opposing 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 .o 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

« Tecognize the importance of the problem

+ begin thinking of library materials

. 1identify 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 of
which 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 and
public 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.
discussion of motivation to learn ha

large investment libraries are makin
development.

However,
s become imperative because of the

g in program planning and community
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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

Lo 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

« @ 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 person'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 . kind of prior education
. age . content of learning
. social class . teaching

. level of formal education . 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 lea¥ning motivation, in contrast with the interest of the
individual in attaining a long term goal, which by contrast is the
initial goal'a 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 indepéndent variables and
may be manipulated by either:

. grouping individuals with similar motivational
vectors

. providing differential rewards for change in
effective performance

Principles of Adult I.earning:

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 particula: 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

What is the disorder with which library science is concerned?

Are the disorders psychological, social, intellectual?
Or are they disorders of a behavioral system?

To what sense of order does library science contribute?

What are the problems of social significance that
librarians are called upon solve?

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?

ERIC
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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 backgcound 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?

Aruitoxt provided by Eic:
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.Are your exhibits an effective contribution to reader's advisory
service?

.Are your booklists fresh and attractive?
.Do you distribute vour 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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THINKING ABOUT PERSONAL
COMMUNICATION

Who

Whe 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 the
message rest?

In what channel
(through what

Among the mediums at hand, which is the
most appropriate for this communication
job? Is some combination of communication

med ium) mediums indicated?
Who is my audience? What expectations
To whom does the audience have? How can I pro-

mote two-way communication between me
and my audience?

After what effect?
(with what intended
effect)

What do I want to achieve as a result of
this communication? Do I want to change
behavior? If so, why should my audience
be interested, and what do I “xpect them
to do? .

D




Book Talks:

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 infcrmation 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 scain 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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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 snmnotations. Avoid
flowery language and personal pronouns,

|
i Most common defects in annotation writing are vagueness, pretti-
|

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.

T 7 & e TR
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Human Relations Assignment:

L.

2,

Approach the readers advisory and/or reference librarian
(professional ) of a library.

Confess to, or hint at a certain inability to express
exactly what you want.

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.

Write a brief report of your experience and indicate
how the interview should have been undertaken.

Group Encounter Assignment:

L.

Seek out and participate in a group encounter situation or
a library discussion group or in one being held at some
other social agency.

Begin to play some of the nonfunctional group roles which
come naturally to you when meeting the other folks,

Observe how you are handled, or manipulated, or led away
from these nonfunctional roles into more productive group
building and information flow roles.

Write a brief report of your group encounter experience

indicating both strong and weak methods with ‘shich 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
feelines () perceptions.

ORTENTATION

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 TiE 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 T 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 7% 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 ie attempting to es-

tablish an exact discipline by which reciprocal tra&nsformations 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,
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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 2nd 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-
enices 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 jnformation 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.




II1.

I11.

IV,

V.

VI.

VII.

VIII.

IX.

o
*

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.

Human Relationships and Personal Development
(books on psychology, philosophy, health, retirement). Examples
of Dewey Numbers: 100, 610.

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 implicationms,
some 900's such as This American People.

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.

Religious and Inspirational
200's such books as Gift From The Sea, Lives of Saints and Religious
Leaders,

Cultural Appreciation
(art, music, literature, etc)
Generally in 700 and 800.

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 responsibilitjes,
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.
Scientific and Technological Developments
(Atomic energy, air power, communication and transportation)
Examples: 620's, some 500's, particularly in 530's.
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 l
educational objectives? |

.Governmental, city or county commissions and divisions of
government such as courts, heaith, 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,

1f 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
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.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 educatibnal fanction 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 (hilharmonic 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 ntews 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 vvill 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 communi:ty.

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, recading methods in Teaching Every Child to Read

-programs of spoken or musical recordings interspersed
with commentary (T. S. Eliot's Cocktail Party 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?

w2 divide the responsibility and use the abilities and
skills of all the library staff at various times and for
special purposes

.Wwe 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 INTERPRETATION
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 interprat 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: '"Qutline 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
Community (A.L.A., 1960), p. 18-20.
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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.):

.1s 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 program 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, 1Interviews, 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)
po 36-52 .

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), orgrui-
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

' ERIC

Aruitoxt provided by Eic:




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 ol encourage~
ment may have been overlooked or inadequately served. New
interests constantly emerge as the community, the nation
and the world change.

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 to 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,

An evaluation of the likelihood that a trend actually exists may
be indicated by:

Authority of the source--e.g., (i) census figure against opinion,
(ii) record of a professional agency as against a record of a
membership organization. B

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. 58-6l1.
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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?

’ D. Educational needs and reading interests:
|

"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.

l. <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 collections
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 periodicais

Fxamination and evaluation of new mat.zrials

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 collectiowns 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 oul 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:

l. Write a brief abstract of any given interest you may have.

2, 1In 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?

¢) 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, Library Adult Education,
(ALA,, 1956), p. 149.

I. What is the geographical and historical nature of the County?
What are the geographic, and historical factors in the County
which presently have an effect on the lives of the people?

Who obtains? Sources?
a) Geography

b) History




II.

III.

Iv.

144

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
¢) Racial characteristics
d) Mobility of population
e) Crime and accident rate
f) Hzalth and welfare
i) hospitals
ii) community chest

What is the educational, cultural and recreational 1ife of the
County and how does it compare with the state and the Unjted 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

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
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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 literature, 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 gver 65 are in the employed group?)

C. Cross-tabulating to answer the question "how many in one
category are also represented in another categoxry?" (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 organizationms,
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

l. Open end-~broad, general questions asked of informed
persons; answers taken in notes or on tape

2, Structured--specific, direre questions; answers recorded
o verbatim,.or by checking p. ared lists

3. Group-fairly broad questions asked of groups with common
characteristics; answers discussed by groups, and signi-
ficsuc irlormatiun r2corded in notes




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,




S W

snowAuouy SOTIOoYOITY
Znoo afIulan(

‘aex8oxd Suturexy xaarag

s$S0x) pay
SaTouade 1eIUIWUIBIA0H

satoanyy
sSuoT3ezIUL3I0 Snoraep

147

sXa3ua)
eTDIN pue LxexqlT ‘uoTavuriogurl
spaeoq 1ooyss Launod pue £31)H
12431 100Yds U3TY uo SISSBID AL
§232X33TTIT I0J sasseid AL
uoTsuUaINE LITSIDATUN I23E9IH

£3unoo pue £375 usamiaq

satew Bunok 3o a8pjuadszad ysSiy
93BT BWIXY)

Surseaaour
§T 938X 3JU9pPIOOR ITTQoWOINY
Y31y ST =a3ex aumtan
sSuoTae2iuedac
03 3uoiaq j0u Op oynm
91doad x92unok 30 ooueutwopeag
“#0T7 ST SuTj0A (e TauspISaad

*supxfoxd pup sadanosax
TeuoTaeonps Inoqe UOTIoUIOJUT
30 asnoySuraesid ¢ yo aoussqy
‘MOT ST
SI93uad eIpawt pue Aaeaqri
‘uorjewrogyur yo 3xoddns 1efoueulgy
*L1eaqrt or1qnd aya asn
Jou sd0p dnoxl uUOTIBONPD I3MOT
*sdnoa8 »%e
I3p10 9yl se yonw se Laeaqli
oTiqnd 3y asn jou op oym
a1doad x58unof 3o soupuTwopazg
*SS37 X0 uoTleonpa
apexd yag ue aaey atdoad Jo yg4

uoTaoadsul 185 of - 3oB3

uotaezadoos Jo yveT - SHBTAXDIUL

fvive

fvyILva

teaeqg

93X JUIPTOOR puB AWLXD YIIH

‘uotaendod o3 jo Layxofew
Y3 £q £3711qTsuodsax L3Tunuzaod
T1e~I2A0 3O 3SUIS B JO OB Y

‘3T 03 SaTITIIORF JO pue uolaedsnps
SuTnutTIu0D 03 uotaeIoasdde 30 oet vy

\

A

a1qelIeae
$32anosax L3Tunusuo) III

3oUapIAY I

-
SH@US@U X0

(pusx3) eaxe ywatqoxag I

NOILVITYAYIINI vIVA AGNIS ALINAKWOD ANV AINIgI1

O

Aruitoxt provided by Eic:

[E




148

100Yyos ssaursng
8uTuTeX1 POIITSIASAIP 100YDS
‘wuo) A3Tandag juaherduy
20I3UW0D JO A3CWRYD

*dxo) ausudoisasg Launoy

sdnoad £pnig juaaxeg
snoukuouy SOFIOY0ITVY
saysanyd IyatesH 21T1qng
$S0x) pay

qQnio uorleIISUOWS(Q ouicH
90TAX3S AfTwWeg

$193uU8s ad1ePINY

psuoTjuow L13usnbaiay - smotazajui
100Yyds woxy uoTzenpead xa3ye
Latunwoo SButazoi aidowd Sunogx
s3onpoad wiey 3o sniea Mo7
Y81y 9an313 juswfotdwaup
suoTiednooo Jo 3STT T1BWS  :yIva

*s3tun 3uritamp
uT 2A¥7 30u op uorzeindod Jo %97
(a8eaone
93835 B3 IO 3Byl 2OTIMI)
a1Tqow L1y31y ST uoraeindog
*3utpuedvo
A1prdex st uctierndod 1el0L :vIva

SM9FAXD3UT
23ex 3d2x0ATIp Y31y
s$ased 1xn0) - 30eg

pauorjusw A13usnboxg ~ smataxsjul
paeoq Suruueid £3uno>s
ou 3nq ‘pivoq Buruueid £31H ~ 308y

£3tun3aoddo juswfoidus pue
£I3SNpUT Fo UOTILOTITSISAIP JO oeq

*3110339

p33a0du0s pue 3utuueld {iexsao Suiroe]
‘punoadyorq snousBoaeasy J0 & JTunuuoo
31Tqout ‘Burmoxld 3sey e sI £L3uno) ayg

suoTieiax
A1Twey pue juswisnfpe euosiag

a1doad £3junoo pue £31o usam3sq
uotiexadooo pue Sutpuezsaspun 3o yoeq

afqeiTeae
§32INn0§3x A3TUNURUOY 111

9oudpTAd II

uIsdU0d 10
(pusaxa) eaae woiqoagd I

NOILVITMJYAINI VIVG A0ALS ALINAKKOD GNV AYVIGIT

IC

Aruitoxt provided by Eic:

O

1




3TqeTisAe
3JI8 S32INO0Ss5I HMOOH
ffeuotaey ‘2izas EX-1RE

UO0I3108 A3iunwod sAlz
=2z:s 1o es7Itoulyg °

7 UTM TESD S9T133
-UNuTLOT I9UG0 MCH ¢
nagqoxd syl -

oy

o1doa-qns panerax osye
--f31uny

-Wwod STIqow Juimos8 358 ®
I03 Sutuueld TiBILAC IO %oeg

e~

A31umuwuod syz jo sIapes]

e f27unuod o3 uwayj
273s 01 pue ‘saaias
J3qusy JO UoIjy
B pug qsaxsiug
.

a

= 4>
i
.t

2UaVOD wasdoad

matgoad s

-

-
)

SU0I3eZTUBEID JO sxapes]

S30IN0Sax

Tet2udzod J0 SuUT2STXF "9
Wayq 323w o3

TUZ £5s0C £53Sse 03 sheM ¢
S3I0379

BT128UTrI000 ;O Lpovasy f
ST%A2T TBUOIZED
-%D2 pue ‘eridoos ‘oiwmou
-~003 1i®e 3® o1Tqnd yaia
UOTTESIUNWUOD JO sanblu

149

-us82 pug ssTSToUlId €
Jemis Sxgpurumioo Ag pRuUtw sotdoa-guns passIax osTe
-I238¢ se2 cIiTand ro -- 27 07 SaialTIoR]
S3IS2I31UT pug spasy g2 satouale FUB GOILBONER 2UTNUIAUOD
wsyqoad syy T JO spIeoq pue I3ie3S X037 uoijeiocaxdde Jo xowg

LaBUM rMOUY 03 sSpaau LOUM

uxaduo) ao wavteeas

STEEN TYNOILYONGE CEIJIINAQY - XSS AZINNKKOOD QY XYV¥HIT

IC

Aruitoxt provided by Eic:

O

[E




150

INFORMATION, LIBRARY AND MEDIA CENTER DEVELOPMENT PROJECT:

A checklist in preparing for special services

Locate appropriate materials for
purchase, or to borrow.

Ad just the publicity program for
special emphasis on topics and
recommendations resulting from
the Standards (all types of
libraries)

Confer with all other information,
library and media specialists

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.

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,

Publicize the availability of such
information.

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,

Ready Can do

Must plan




Ready Can do  Must plan

8. 1Inform 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
vell as all types of community
leaders,
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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?
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PIANNING AND EVALUATION:

A progressive information, librsry and medie system plans continuously
based upon & research and development component within the system, Planning
is actually the reverse side of evalustion. Evaluation is @ value judgement
based upon the objeciives of the system. The following outline may serve as
@ guide in the development of cbjectives and in the collection of data for
the evaluation and plenning process,

Service

Why is an informetion, 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 orgenization 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?

Estimete 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 summeries or reviews

.actual information, opinions or date

Discuss how all the possible products of the informeticn, library and medias
services might be used by publics in the community, institution or organi-
zation.

Define the relation of services being develobed to any cooperative activity
with other sguncies 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 .mass media

.agency organization .agency cooperation
.community resource file .epecial groups
.public relations .organizations

.educationsl materisls use .community leaders
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Audience and Market Anslysis

Define precisely the group or groups of users to be served by the
informstion, library and medis service. Will resesrch scientists
and specislists 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 snd
interests,

What publics might be resched that need the service and who are not
presently using information, library and medis services? Who needs
to krow what in terms of service and subjects?

Sub ject and Content Coverage

List the sress and levels of subject metter for which each of these
groups or publics is concerned sbout or interested in,

List types of documents which contain the subject matter required by
the clientele, e.g., journel articles, research reports, patents,
unpublished reports, memoranda, correspondence, tapes, films, maps,
drawing, videotapes.

Estimste the volume of each type of document which will be included in
the system,

Estimste the trsnscience of esch type of document which will be in
the system,

Network Access

Comment on the speed with which each type of user ordinsrily needs each
kind of information, librsry snd medis service, from the time of
question to response in terms of information retrieved or progrem 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

8 computer?

Personnel: PFrofessional and Technical

List the personnel now svsilsble to develop and maintsin an information,
library and medis service for the community, institution or organization.




Where in the administrstive structure of the institution or orgsnization
would the director as chief administretor be placed?

List possible sedditionsl personnel, who might sssume the task of
development or help with the meintenance of the service: specislists;
authors of reports; other users of the literature; lay volunteers and
community resource persons, .

Discuss training of informetion and educational service personnel,
including production snd use of training menuals, and menuals of
operation.

Discuss ways and mesns whereby information, library and medis service
staff can be kept informed of concerns in the community, organizational
plens and changes, or reseasrch activities.

Service Cust

Estimete broadly & probsbly permissible budget for this service in
terms of initisl capitsl cost, and operating costs,

Discuss the present costs of not providing sn informetion, library
and media service for the community, institution or orgenization,

Plan how to get and present data for cost accounting and system
evaluation.

Materisls Production and Acquisition

Discuss priorities of importance and criteria for evaluating various
types of documents for the verious user publics.

Discuss criteris 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 externslly genersted documents which will be in-
corporated into the informetion service, e.g., government reports,
patents, journsl articles, trade publications, computer tapes, video-
tapes.

To what degree sre existing abstracting, indexing and reviewing
services used to identify the existence of this litersture?
To what extent will they be used in the future?

To what extent will "non-documents," e.g., newspaper clippings,
be collected.
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Estimste the number of separate documents to be acquired from
outside the orgsnizstion.

List the types of documents genersted within the institution
or orgsnizatjon vmish will be incorporsted into the informetion
services, i.e. srchivsl materisl, reports, correspondence,
memoranda. List the sources of these documents,

Will 81l these documents be acquired or will only certain ones be
selected? If the latter, whst will be the bssis for inclusion?

How many of these documents have restricted or confidentisl
sccess?

Discuss the adventages and dissdvantages of incorpo . ating back
files of documents in the information service.

Comment on the useful 1life of these documents for informstion
retrieval purposes,

Discuss the possibility of chasnges in the form or formst of

internslly genersted documents to accommodste sn informstion
service,

Msterisls Subject Anslysis

Deseribe any concepts or suhject matter common to all of the docu-
ments to be included in the gystem, or to significant subsets of
the totsl collection.

Stete the various points of view with which these documents will be
approsched by the users of the system.

Which of the documents acquired for the informetion service will be
indexed according to subject content?

Estimste the depth to which these documents should be indexed, or
subject snslyzed so as to cover sil the sspects of subject mstter
considered important by the verious users of the service,

How often do subject interests change within the cammunity, insti-
tution or orgsnizstion? How can these changes be predicted?

In sddition to indexing and subject analysis, should abstrascts be
made of any of the documents? To what use might such abstrscts be
put? How much informstion should the abstracts give?
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Describe the kinds of persons who might oe able to index the docu-
ments, or write sbstrascts of the documents.

Discuss the advantsges and disadvantages of reindexing, recataloging or
reclassifying any litersture (either bsck or current, either externslly
or internslly genersted) which has alresdy been indexed by some other
scheme,

Terminology Control

Discuss the extent to which varistions in terminology exist in the
documents to be included in the service. Whst kinds of terminology
exhibit varistions? What kinds seem to be stsble?

If some standsrdization of terminology should be: imposed, discuss
various mechenisms for its imposition: restricting suthors of
reports in use of terminology; or restricting indexers to a per-
missible terminology. A thessurus or other subject authority msy
have the flexibility sufficient to provide the necesssry cross-
referencing and clustering of terminology.

Describe the kind of person who might be given the task of standardizing
terminology for the collection,

Document snd Index Storapme

List svailable storage devices, shelving, microreproduction, deta
processing. Give specificstion and cost.

Discuss advsntsges snd dissdvantages of centralization.
Discuss provisions for preventing loss of documents.

Discuss security messures for controlling sccess to classsified
documents, or documents reserved for use by perticular publics.

Discuss avsilable mechsnisms beth within the center or its parent
organization and commercislly available mschines for storing indexes
and abstrscts: a hand system versus sn autometed system,

Estimste size of the cataloged and indexed ccllection sfter one year
five yesrs, ten years.

’

Estimete aversge number of index or thessurus terms per document,
Estimate sversge number of index terms per’ question,

Estimate number of questions sfter one yesr, five yesrs, ten years,




Dicscuss advantages of access to the collection in term: of
several gpecialized filer in verious 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 gqualified 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 required speed of response?

Do you anticipate the need for conducting searching in the latest
increment to tﬁé\files on a regular schedule?

4
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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 divicions: 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:

.all 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 decired.

.only the best and most directly relevant references are desired.

Will search output be screened by an intermediary before it goes to
the requestor?

e
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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 compilat%ons such ss 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 appreisal by outsiders. Eval-
ugtion surveys by "outside experts” which do not adequately involve
people result in little improvement. The person who becomes most
deeply involved in evalustion will grow most.

Comparison of achievement with objectives within a program leads to
umore growth than comparison of one program with another. If progress
is being made, repeated evalustion will show increments of growth
toward accepted objectives.

Everyone concerned with the informational and educetional effort
should be involved in evaluation. It can be at any level. The
board evalustes. 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 rerresen-
tatives.

Evaluation offers greate<t 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 snd conferences sttended may
account for time and energy but in *hemselves 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 cepture 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:

L.

10.

11,

12,

13,

14,

15.

16.

Is clerical or technical help provided for keeping all equipment
and materials readily accessible to all staff and partons?

Are there periodic inventories of equipment and materials?

Do you involve staff and patrons in the actual selection of
materials and equipment?

Do you prepare reports for the administration on the status and
needs of audiovisual services?

Is clerical or technical help provided for keeping staff and
patrons informed of new acquisitions, materials, film confirmations,

and pending equipment purchases?

Is there a regular plan for checking equipment and materials to
determine that all items are serviceable and in working order?

Are records maintained on equipment usage and costs?

Who serves the staff and patrons as an audiovisual consultant or
advisor on matters of specifications of materials and equipment?

Is clerical help or techmical help provided for classifying and
cataloguing a wide variety of materials?

Who makes minor repairs, servicing or replacement of parts?

Do you provide training opportunities for patrons, staff and
technical personnel in the operation and care of equipment?

Do you provide facilities and consultative services to patrons
and arrange preview sessions for films, filmstrips, etc?

Do you provide for the acquisition of free and rental materials?

Do you s->rve your administration as an audiovisual consultant_ ... ~: >
or adviscr on matters of impriving physical facilities”Jf class-
rooms in terms of accustics, light control, room darkening or
ventilation?

Do you involve staff and patrons in establishing criteria for
the selection of audiovisual materials and equipment?

Is clerical or teciumical help provided for preparing handbooks
for patrons which describe the services of the AV center?

P




17.

18.

19.

20,

21.

22,

23.

24.

25,
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Do you provide equipment and materials for special prugrams, e.g.
illiteracy, foreign born, unemployed.

Do you make available an extensive selection of audiovisual books
and magazines as a professional !ibrary?

Do you provide facilities and consultative asaistance in the planning
and utilization of materials and equipment?

Is clerical or technical help provided for the regular checking
of audiovisual sources.or indexes?

Do you provide operators for equipment operation in public programs
held at the library?

Do you serve your patrons as an audiovisual consultant or advisor
on matters of program planning?

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?

Do you provide publicity through appropriate media about the
activities and services of the audiovisual center?

Do you provide facilities and consultative assistance to staff and
patrons in the preparation and production of audiovisual materials?




