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CHAPTER 1

BACKGROUND AND DEVELOPMENT
OF THE SERVICE

Introduction

The purpose of this study was to determine the
relative effectiveness of the Great Falls Information and
Referral Service (I & R) during the period February, 1969
to March, 1970. This study has been undertaken at the
request of the Information and Referral Service, an agency
organized by the State Department of Health to provide
information to anyone needing data relative to a mentally
or physically-handicapping condition. The I & R requested
that a sémple be taken from persons whom it had helped to
determine the areas of assistance which merited continuance
or improvement. This paper constitutes an in-depth study of
the vérious facets of the Service and an appraisal of its
effectiveness.

The I & R was established April 1, 1968 in Great
Falls, Montana, by the State Department of Health. Origin-
ally the purpose of the I & R was to provide a regional
agency to which persons could appeal for information rela-
tive to handicapped children. Since its inception it has

been expanded to include information relative to health,

1
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education, personal and family adjustment, group activities,
leisure, employment and financial difficulties, legal aid,
and vocational training. See Appendix I,

The I & R provides no direct assistance, but rather
refers those persons to the appropriate agency which may
have facilities to provide direct assistance, Mr. Arthur F,
Kussman, past administrator of the I & R, has provided an
evaluation questionnaire which asked for information which
he felt would be useful to the improvement of the Service,
For the purpose of an objective evaluation of the I & R, a
more direct approach and more pertinent questions were
asked without losing the opportunity of obtaining the infor-
mation which the I & R desired, The similarities may be
noted by comparing the two questionnalires, Appendixes II
and 1II,

The results from each question of the survey were
correlated with each other to provide data by type of
service rendered, This type of correlation reflects the
over-all effectiveness of the I & R and particularly in

rather well-defined areas,

Objectives of the Program

The Information and Referral Service was established
to provide a regional information referral center in Great

Falls, Montana, for handicapped children to demonstrate its
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feasibility in serving a large, predominantly rural area.
The project objectives were as followss (a) to counsel
parents of handicapped children concerning the needs of

the child for short and long term service and the proper
sources of service:1 (b) to effect better utilization of
scarce professional persons within the region by more
accurate referral; (¢) to investigate and catalog all
sources pertinent to handicapped children in Great Falls
and the counties of the region; (d) to make available to
professionals and agencies information relative to sources
of service for handicapped children; (e) to identify needs
for service not presently existing in the region; (f) to
encourage the development of new types of service needed in
theMregion; and (g) education of the public and profes-
sionals concerning the need for maximum efficiency in the

use of the several sources of service in the region.

Discussion of the Need for

Service Implementation

The population distribution of the State of Montana
is characterized by a few scattered urban centers surrounded
by vast areas which are sparsely populated. The region:
served by the I & R Center is roughly a triangular area in

the central portion of the state. 1Its base, approximately

I"Source of service" is a term coined by the I & R
to identify various agencies or individuals who could be of
service.
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320 miles in length, lies along the Canadian border, its
side lies along the Continental Divide, and the apex of the
triangle lies at the northern border of Madison County,
Montana. 7The population of the region according to the
1963 Census estimate, and thought to be the same now, was

218,000, almost one-third of the population of the state.

Great Falls, the principal city of the region, is
centrally located and is the hub of North Central Montana.
It is a trade, medical, and educational center. While some
services which would benefit handicapped children were
available in Great Falls, it was apparent that these were
not always used to the best advantage by either parents or
professionals. In some cases the available services were
poorly understood by those trying to help handicapped
children. In some instances lack of knowledge as to where
to start to seek help for a handicapped child stood in the

way of early and effective care.

The  patient and the parents living in the more
remote parts of the region had to contend with the factor
of distance. While the obstacle of distance cannot be
completely overcome in Montana, at least the knowledge and
use of services which may exist in other areas as in Great
Falls could be helpful. In some cases services which may
not be available in Montana are sought outside the state in

centers such as Minneapolis and Seattle.
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Interest in better use of existing facilities and
provision of presently unavailable facilities has been
growing in Montana. Many deficiencies in services available
to the mentally retarded were uncovered by a Mental Retarda-
tion survey2 which was completed in the state. A committee
was founded to act upon the findings of that survey in this
area. The committee concluded that it would be better to
consider the whole area of service to handicapped.children
rather than to focus on one handicapping condition alone.

In view of the fact that the mentally retarded may have
multipie handicaps, it was considered logical to extend the
area of concern to include all handicapping conditions. The
I & R Center was regarded by the committee as a means to
discover what additional services in the referral area were
needed while it was fulfilling its role with handicapped

children.

The Basic Operation of the Service

The initial effort was directed toward preparing a
complete file of all sources of services for handicapped
children throughout the region. Contact was made with offi-

cial and voluntary agencies and professional organizations

2Montana Mental Retardation Planning Committee,
New Hope for Montana's Mentally Retarded (State Board of
Health, December, 1965).
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know to have programs or activities related to the needs
of handicapped children or their parents. The object of

those contacts was threefold:

1. To acquaint the agency with the purpose of the I & R
Center and to relate the 1 & R's function to that of

the agency.

2. ''o obtain from the agency a detailed statement of its
program elements pertinent to the'handicapped child.
The statement included, in addition to what was being
done, all other matters which were needed to facilitate

accurate referral.

3. To obtain from agencies known to be providing service
information about other groups or individuals who could

provide some element of service to the handicavped child.

A central file of information relative to all
providers of service was compiled and maintained current.
The location, means of access, and type of information the
file contained was explained to professionals, agencies, and
groups which related to the handicapped. The program then
called for a serious effort to be made to insure wide
dissemination of knowledge of the I & R Center within the
region so that all who might even be remotely concerned with

handicapped children would know of it. It was anticipated

that the information gathering phase would involve the
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I & R staff for the first six to twelve months of the
project., Referral services would begin toward the end of
the first year, 1968, as progress allowed, It was antici-
pated that requests for referral of patients for sources

of service would come from schools, welfare departments,
courts, professionals such as famlly physiclians, lawyers,
nurses, and clergy, and from parents of patients, In some
cases these requests for referral would not be specific
enough as first presented to allow for accurate referral to
be made, Such requests would initially be evaluated by a
Public Health Nurse (PHN)/Social Worker team of the Center
which would work with family physiclans or other profes-
sionals and the parents of the patient to effect an accurate
referral, This, or course, necessitated some travel through-
out the region, It was foreseen that decisions concerning
accurate referral would be difficult, There would be times
when the PEN/Social Worker team would not be able to decide
as to the proper referral to make,

Misguided referrals, of course, would benefit no
one., Therefore, in order to be as accurate as possible, and
in order to best utilize the scarce professional personnel
in the region, the I & R Center provided team consultation
for different cases, Consultant services of a pediatrician,
orthopedic physician, psychiatrist, psychologist, or other

professional personnel needed were arranged for by the
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I & R Center. These professional persons together with
the I & R Center personnel constituted a team which studied
the referral needs of individual puzzling cases.

- The primary interpretation was not that a complete
diagnostic study would bé provided by the Center. The
intent of the Service was to make referrals as speedily and
as accurately as was possible. One of the initial objec-
tives of the Service was to provide an accurate record for
requests for referrals which came to the Cénferg. it‘was
deemed ﬂeoassaf;rto identifj»thosé,gapéwiﬁiﬁgr;iéé thrbﬁgh

the inability to refer certain types of requests.

An Extract of the Program
Staff Requirements

The I & R Center funotions under the general super-
vision of an advisory board. The Director of the City/
'County Health Department in Great Falls serves as Project
Director and as a consultantlto the board. In this capacity
he is available to give general guidance to the I & R Center
staff. The present director of the.City/County Health
Department is John A. Googins, M.D., M.P.H. boctor Googins
has served in this capacity since 1964, |

The initial staff in the I & R Center was an admin-
istrator, a public health nurse, a social worker, and a

clerk~stenographer, Initial pfepequis;tes for the staff

Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.



were a8 followss

The administrator of the Center will be an
individual who has had training or experience in
administration, It is desired that the administra-
tor have some knowledge of the problems and needs
of handicapped children, be aware of the general
sources of service within a community, and that he
have a sincere desire to help parents of handlcapped
children to locate the type of assistance needed,
The administrator will work under the direction of
the City/County Health Department and the advisory
board. He will direct and coordinate preparation
and maintenance of the file of sources of servioce,
screen requests for referral and make the proper
disposition of them, coordinate activities of other
staff members, and direct the necessary affairs of
the Center as it relates to the State Board of
Health, He will be responsible for public relations
functions of the Center and for explaining needs for
additional services to the public, The Public
Health Nurse will be a PHN 2, She will become known
to the Public Health Nurses throughout the region
and will serve as a source for them, It is expected
that she will be active in case findings, She will
counsel with parents relative to sources avalilable
and will be a lliason between the family and the
source of service, A soclal worker will be on the
Center staff. The staff member will act as a con-
sultant to professionals in cases where personal,
soclal, or economic factors may have a bearing on
the patient!s condition or the parent's inability
to provide the care needed to assure that his child
reaches his maximum potential. She will assist in
determining financial ability of the wvarious sources
of service, Consultation to the professional staff
of the Center will be available from the State Board
of Health, The clerk-stenographer will be of the
Clerk-Steno II level, In addition to performing the
normal office functions she will be competent to
deal with queries that come to the Center in_the
absence of the other personnel of the staff,’

3great Falls Information and Referral Service,
Narrative Presentation of Project Plan, 1968,
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The Location and Reason for

Site Selection

It was not anticipated that the I & R would be
visited by parents or patients to any significant degree,
therefore, the initlial location was a four-room office on
Tenth Avenue South, Great Falls, Subsequently, the I & R
took more modest quarters at the Great Falls Easter Seal
Rehablilitation Center, due to a reduction in funds from the

State Department of Health,

Dlscussion of the Methods the Service Utilizes
to Determine Project Effectiveness

It was anticipated that the Center staff would
develop evaluation procedures, The following type of infor-
mation was to be gathered and used for evaluation purposes:
1, Number of requests for referral by

a, time period
b. category of individual or agency making request
¢. geographic source of request
2. Information relative to case finding activity
a, age of patients
b. location of patients
c. type of handicap
d., newly discovered case or old case

e. how case was brought to contact with the I & R Center
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3. Information relative to source of service
a. number of referrals received by type of agency
b. distance traveled by recipient to sources of
service
c. cross-referrals between agencies concerning
patients brought to service by the I & R Center
de new services for handicapped added both to existing

agencies and by newly created agencies in the region

L, Information relative to staff activities of an educa-
tional or promotional nature
a. extent of distribution of information concerning
I & R Center
b. number of requests for staff services to promote
interest in service for the handicapped child
¢« number of persons exposed directly to educational

or promotional activities of the staff

5. Periodic sampling to obtain opinions as to whether or

not the I & R Center is fulfilling a useful function.

Originally it was determined that these persons would be
sought from parents of handicapped children, physicians,
and others.

The purpose of the study was to determine from the
basis of a sample if those to whom the I & R had provided

information felt that the help received was a useful service.
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was used to obtain and evaluate those opinions will Dbe

described in detail in Chapter II,
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CHAPTER I1I

METHODOLOGY OF DETERMINING
SERVICE EFFECTIVENESS

Fundamentals of the Survey Development

In response to the request of the Information and
Referral Service, it was first decided to study the back-
ground, the nature of the I & R Service, and what it had
done to improve the condition of the individuals it pro-
posed to help,

The Information and Referral Service statistical
summary, February, 1969 through March, 1970, was used as a
basis for determining those areas of service which would be
studied (Appendix III), As can be seen from the exhibit,
there were 1,059 initilal contacts during the period composed
of 648 telephone contacts, 342 office visits, and 60 pieces
of correspondence, It is significant to note that contrary
to the original expectation and plan prior to the inception
of the I & R there would not be a significant number of
individuals visiting the I & R Center, nearly one-third of
the total contacts were a result of office visits,
Corroboratory to that fact is that the source of inquiry
"self" numbered 333 individuals,

13

Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.



14

The age span of the 1,059 individuals served is as
listed in Appendix IV. There appears to be no significance
to the numbers which are found in the various zge brackets
with the exception of that portion which falls into the
unknown category. Since the age bracket of more than one-
third of those served is unknown some difficulty with the
information gathering capability of the Service with
respect to accurately determining specific referral needs
is indicated.

The I & R has to a large extent adopted requirements
for information and referral in areas other than those for
which it was originally established by the State Department
of Health. Areas of economic need, education, personal and
family adjustment, recreation and leisure, volunteer services,
and miscellaneous other areas have been included. See
Appendix I. The expansion of services in those areas is
a natural outgrowth of the basic referral procedure. Areas
other than health may be an integral portion of the handi-
capping condition and merit information in addition to that
provided for the basic problem. The location of the initial
contact or source of inquiry is shown in the last portion
of the statistical summary chart. Cascade County had the
bulk of initial contacts, however, this was not unexpected
due to the population differential of Cascade County com-

pared to the rest of the region.
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The I & R made disposition on 1,311 different
services needed. This did not correspond to the initial
contacts due to the fact that more than one need may have
been required in individual cases., In other words, the
individual may have associated needs in addition to the
main problem. The significant item under disposition was
that service was not provided in 113 cases. This amounts

to nearly 10 ver cent of the total initial contacts.

The Service devised a method of card records which
were maintained on each individual case and annotated with
the information that has been depicted on the statistiﬁal
summary as well as other information pertinent to any parti-
cular case. It was from these cards that the list of

individuals who would be polled was prepared.

The evaluation questionnaire and the information
sought from the various questions is analyzed in this
section. It was mentioned above that the I & R provided a
questionnaire which was felt might yield biased opinions as
to the type of service provided. Lo give the Service both
those items desired and to determine the true effectiveness
of the service provided, the evaluation questionnaire shown
in Appendix II was developed. The questionnaire which was
used was intended to be straightforward, concise yet simple

so that it could be answered by individuals who might not be
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able to understand the various ramifications of the ques-
tionnaire. ‘'he basic yes or no type of response, wording

which 1s uncluttered, simple and not lengthy was used.

A Discussion of Each of the

Survey Questions

In question number one, *"Did your request result
in securing the help that was actually needed?" yes or no,
the purvose was to get at the very crux of individuals'
feelings about the effectiveness of the I & R. It was
felt that this question would cause the individual respond-
ing to decide immediately as to whether or not he had act-
yally been effectively helved by the Service. Question
eight was used as a cross-check of the guestionnaire and

this relationship will be discussed below in greater detail.

“If the needed help was not vprovided, would you
want the I & R to locate other sources of help for your
problem?” Question two again gives an inkling as to whether
or not the interviewee had actually received the type of
effective service for which the I & R was originally
designed. If he felt that he had not been helped and
did not wish the I & R to locate other sources of help it
might indicate some lack of confidence in the effectiveness

of the Service to provide help.
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Question threes "Did you contact other agencies
before contacting the I & R?" +he response to this ques-
tion was quite significant to the 1 % R because if it were
the first agency to be contacted and did provide help it
becomes important to» the understanding of the effective-
ness of the Service. Likewise, if the individuals did
contact other agencies before contacting the I & R and then
subsequently received adequate help from the Service it
may orove the ability of the Service to provide satisfac-
tory information.

Question four follows the outline of question three:
"If you did contact other agencies, did you feel that I & R
was more effective in providing the correct information for
you?" In this question the determination of the Service's
effectiveness is being reverified. It is logical to assume
that if question one were answered positively by someone
who had contacted other agencies first, then that indivi-

dual should also answer question four affirmatively.

Question five does not determine the effectiveness
of providing a source to which the various individuals might
apply but rather whether the sources which have been deter-

mined to be fundamental references for the Service are
providing the type of satisfactory answers to the problems

of those peonle to whom they were referred.
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The answers obtailned to question six indicate what
may be an acceptable means of reaching respondents to best
describe the Service, to publicize it, and to appeal to
those individuals who should know that the I & R exists.,

It can be seen that the answers listed such individuals as
frlends, relatives, the telephone book, public groups, and
professionals such as doctors, lawyers, and others, Of
course, doctors within the area should be intimately
familiar with the function of the I & R since the I & k was
basically designed to provide help to the medically handi-
capped, The answer, "other!'", was listed to allow some
option other than those listed,

The area of help in which the respondents felt that
information was desired was sought in question seven, On
the card file that the I & R maintained the area of help
that the Service felt was beilng requested was listed, A
comparison was then made to determine if the staff was
correctly assessing individuals' needs and requirements
for service, This determination was fundamental to the
referral process,

question eight, as was mentioned above, was included
as a cross-check of the questionnaire, If question one
were answered positively it was anticipated that question
elght would also be answered positively, If it were not

answered the same as question one the entire questionnaire
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regardless of content, was discaided, Only in those cases
where the answers to questions one and eight matched was
the questionnaire considered valid. This was modified to
the extent that if one or the other of those two questions
were not answered, the questionnaire was not eliminated,
This procedure did prove to be an effectlve means of dis-
criminating those questionnaires which were invalid. In the
analysis of the questionnaires which were invalidated, it
was found that when questions one and eight did not compare
that the individuals had not answered any of the other
questions, that they had added other information which was
completely extraneous to the intent of the question being
- asked, or that they had made comments which were not con-
sidered worthy of discussion within the purview of this
paper,

Question nine was included at the request of the
I & R to provide an idea of how the individuals felt with
respect to the severity of the problems they brought to
the Service, It was placed in the questionnaire to
determine whether or not the respondents felt they really
did have a problem, It would be of serious consequences if
a high percentage of answers stated that there was no
problem and it was just a matter of curlosity that caused
them to contact the I & R,

Question ten asked how well respondents felt they
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were helped by the I & B, The I & R believed this would
give a better indication of how the individual felt about
the manner in which the I & R handled his particular
problem, This question was not used as any type of cross-
check to service effectiveness but only as a guide to
determine where they felt the I & R fell in their own
opinion,

Question eleven was included in the survey strioctly
at the request of the I & R, It can be noticed that it
corrqsponda exactly with question five of the original
questionnaire, See Appendixes II and IV, The only modi-
ficatlion which was made was to delete the answer "other"
and add "I don't feel the I & R needs improvement,"

Question twelve again has determined how effectively
respondents felt their problem was handled, In this case
it was asked if they had another problem would they contact
the I & B again for information.

Question thirteen was placed in the questionnaire
at the request of the I & B, Information which may be of
some use to the Service through those comments has been
obtained.,

It may be seen from the questionnaire that the
primary questions which will determine the actual effec-
tiveness of the I & B are those answered in questions one,

two, eight, and twelve, It was mentioned above thét
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questions three and four relate to one another. It was
also mentioned that where questions one and eight did not
hatch with respect to the answers received that the ques-

tionnalre was discarded.,

Procedure Used to Mall the Questionnaire

and Determine Identity of Respondents

The success of a survey of this type lies in part
in the number of replies which are received from the ques-
tionnglre as 1t was sent out, The first mailing of the
questionnaire was on November 6, 1970, Results of the first
mailing in terms of gross numbers returned were excellent,
The questionnaire was malled to one hundred seventy
persons, As was mentioned above, thls was the total
number of names and addresses that the I & R could provide,
The undeliverable returns numbered eighteen and a positive
response was received from sixty-four, The following data

depict the results of that first malling:

170 QUESTIONNAIRES

HBesult Number Percentage
Undeliverable 18 10,58
Answered Questionnaire 64 37.64
Did not reply _88 51,78
Total 170 100,00
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Although the 37,64 per cent who answered the
original questionnaire was an acceptable percentage return,
it is more significant to look at the 152 questionnaires
which could have been answered; that 1s, the 170 sent out
less the eighteen which were returned as undeliverable,

Data for those 152 questionnaires are as follows:

152 QUESTIONNAIRES

Result Number Percentage

Answered 64 k2.1

Did not reply _88 _57.9
Total 152 100,0

The second mailing to the eighty-eight persons who
did not answer the first questionnaire took place on

December 4, 1970, The results of that mailing were as

follows:

88 QUESTIONNAIRES

Total Total

Result Number Number Percentage
Answered 15 79 51.9
Not answered 13 23 _u8,1
Total 88 152 100,0

The first questionnaire was mailed under the cover
letter, Appendix V, dated November 1, 1970, The second
took place using the cover letter dated December 1, 1970
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as shown in Appendix VI, The only difference between the
two letters was the wording that they had previously been
appealed to and had not returned the completed question-

naire requested,

Throughout the study of the I & R it was of primary
concern to maintain the confidential status of the informa-
tion received from the individuals who had been served by
the I & R, There of course had been no mention of
individuals'! names, dates of service, and location of
1nd}v1duals except in composite statistical terms, For
the purpose of analysis, however, it was necessary to know
the identity of those who returned the questionnaire. To
accomplish that, a return address coding system was
developed, The code consisted of a number, a letter, and
another number, i,e,, 11B4, The first number identified a
format from Table I, name line (Appendix VII), The letter
identified a format from Table II, street address line,

The final number identified format from Table III, city,
state, and zip code lines, There were eleven name formats,
four street address formats, and four ocity, state, and zip
code formats, An example of a complete address using the
code 11B4 was as follows:

W. A. Moore (See Table I, code 11)

1908 11th sw (See Table II, code B)

Gt Falls Mont (See Table III, code &)
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To verify the identity of each individual answering the
questionnaire it was imperative that each line of the
address be typed exactly as it appeared in the table of
coded information as identified by the code attached to
each individual's name. The use of this coding system
provided for 176 different complete addresses. The survey
was sent to 170 individuals. By using the coding system
described it was possible to readily identify those indivi-

duals who answered the questionnaire on each mailing.

Utilization of Questionnaire Results

The population considered consisted of 1,059 indi-
~viduals, however, as only 170 names and addresses could be
provided by the I & R, a sample population consisting of
those 170 persons was used for sampling purposes. A ques-
tionnaire was sent to each of the 170 persons who could be
identified by name and address and since no discrimination
was made between persons of any particular age group, type
of problem, or from any particular area of the region, the

sample population was assumed to be a simple random sample
for evaluation purposes.

Of the seventy-nine answered questionnaires received
there were ten rejected. Each of these was rejected on the

basis of incompatible answers to questions one and eight.

The actual tabulation of the data accumulated was accomplished
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through the use of a computer. The tabulation provided a
cross-comparison of the answer to each question to each
answer to all other questions. The totals of answers is

as shown in Appendix VIII. It may be noted that the number
69, which is the number of accepted questionnaires, pre-
dominates. However, in the case of question four there
were 70 answers, question six--71, question seven--117,

and question eleven--73 total answers. The reason for the
differences in these numbers of answers is strictly due to
the possibility of multiple answers to those particular
questiéns. For example, in question seven, which had the
largest total, the answer *health®" and "economic need" both
could have been answered and still have been entirely
acceptable with respect to the validity of the question-
naire.

Three basic tasks were accomplished by the computer
analysis. Invalid questionnaires were rejected, the gross
number of answers to each question was compiled and the
data comparison of the answer to each question was made.
That last step in the analysis cycle was to compare the
answers to the various questions with each other answer in
each questionnaire. For example, question one was not
answered by eight of the sample population. It was answered
affirmatively by forty and negatively by twenty-one of the
sample population. In the case of those who answered ques-

tion one "yes," a comparison was made to determine how that
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individual answered all other questions, two through twelve.
These data were then compiled and it was revealed that of
those forty persons who answered "yes" to question one that,
as indicated by their response to question ten, twenty-
seven felt their problem was handled excellently, ten felt
it was good, three considered it average, and none felt it
was poor. The same steps were taken for each answer within

the questionnaire.
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CHAPTER III
RESULTS AND THEIR EVALUATION

A Discussion of Each Question and

the Significance of Results

The information obtained from the questionnaire

data was summarized by analysis of each qQquestion as follows;

Question One: "Did your request to the I & R result in
secﬁring the help that was actually needed?"

Nearly 60 per cent of those answering the question-
naire indicated they were helped by the I & R. Of the
twenty-one persons who felt they were not helped, thirteen
indicated by their answer to question two that they still
would desire the services of the I & R, This indicated a
confidence factor of about 76 per cent when the positive
responses to questions one and two are summed, The compari-
son of results to questions one and seven indicated the
I & R had reached the persons for whom it was designed. Of
the forty answering question one affirmatively, nineteen
replied in question seven fhat their problem was in fact a
health problem, Twenty-one answered question number one

negatively and twelve of those indicated that their problem

27
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was a health problem. Therefore, thirty-one of the sixty-
one answering question one had a health problem and of the
thirty-four persons who indicated by their response to ques-
tion seven that they had a health problem, nineteen, or in

excess of 50 per cent, felt they were helped by the I & R.

Quegtion Twos *“If the needed help was not provided, would
you want the I & R to locate other sources of help for
your problem?*

As in the first question, nearly 60 per cent of the
answers to this question were positive. This indicated
that those persons served by the I & R had confidence in

the ability of the Service to locate the desired help.

Question Threes "Did you contact other agencies before
contacting the I & R?"

Answers to this question were nearly equally divided
between yes and no. This tended to indicate that the
publicity program which had been conducted had gained the
attention of those persons who needed or knew of persons who
needed the services of the I & Re The utilization of news-
paper articles, radio and television, and presentation of
informational material at public meetings effectively

accomplishes the purpose of publicizing the I & R Service.

Question Fours “If you contacted other agencies first, do

you feel the I & R was more effective in providing the
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correct information to you?"

Of those persons who contacted other agencies before
contacting the I & R, seventeen felt the Service was more
effective, but sixteen felt it was not more effective. Of
the seventeen who felt it was more effective, fourteen
answered question one affirmatively, that is, they did
receive the needed help. It was interesting to note that
of the sixteen who felt the Service was less effective, four
answered question one "yes" they received the needed helpe.
The answers to this question when coupled with the responses
to question one indicated the Service was effective in
providing satisfactory information to the majority of those

it served.

Question Five: *"Did the agency or individual the I & R

referred you to provide a satisfactory answer to the

problem?*

Thirty-five of those answering the questionnaire
felt the referred agency did give the correct answer to
their problem. Seventeen felt they did not get a satisfac-
tory answer to the problem, however, only twelve of those
persons indicated they did not ultimately get the needed
help. This indicated that the Service was accomplishing
its primary goal of providing satisfactory information.
Another seventeen did not answer the question indicating a

non-sampling error. To preclude this type of error the
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answer, "was not referred to another agency or individual,"
could have been included in the questionnaire. This assump-
tion is borne out by the fact that nine, or more than half
of those not answering question five, answered question

three "no" they had not first contacted other agencies.

Question Sixs "How did you first learn there is an I & R?"
Eleven persons were referred by relatives, ten
through public groups, and sixteen from professional
sources. The significant number of twenty-five persons
who answered "other" was unexplainable and indicated other

sources could have been included in the survey.

Question Seven: "Which of the following would you describe
as the area of help in which you desired information?"
Nearly 50 per cent answered that they needed help in
the area of health and an additional one-third indicated the
related problems of economic need, education, and personal
and family adjustment. The primary objective of the
Service, providing information to persons with health-

related problems, had been reached.

Question Eights "Was the information you received from the
I & R correct for your particular problem?"

Question eight is a reverification and cross-check
of question one. The response to the question compares

exactly to question one except that three individuals did
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not answer the question who did answer the first question,

question Nine: "How serious do you feel your problem was
or is?"

This question was included at the request of the
I & R staff and cannot be considered entirely valid due to
the relative opinion value which each person may attach to
the various levels of seriousness, However, of the fifty-
one persons who answered either "very serious" or "serious",
thirty-three answered question one "yes" they did recelve

the required information,

Question Ten: "How well do you feel the problem was
handled by the I & R?"

Eighty-five per cent of those responding felt their
problems were satisfactorily handled, The 15 per cent who
felt thelr problem was not well handled also answered
questions one and eight indicating they did not receive an
answer to their problem, Apparently the staff of the I & R

has handled most of the individual cases well,

Question Eleven: "The I & R could be improved by...."

This question was also included at the request of the
I & R, No significant data can be obtained from the answers
received, Only 40 per cent felt the I & R did not need
improvement, but 33 per cent did not answer the question,

Therefore, no valid conclusion can be drawn from the data.
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Question Twelve: "If you had another problem, would you
contact the I & R agaln for information?"

Fifty-five, or 80 per cent, of those responding
answered they would contact the I & R again for information,
This significant number indicates that regardless of whether
or not they received the needed help, the vast majority

feel the Service is an important source of information.

The Statistical Test of Results Significance

. Any evaluation of the significance attached to per-
centages of the various question responses would be rela-
tively subjective due to the nature of the service being
provided, If the survey had revealed only a small percentage
of those counseled were helped instead of the 60 per cent
rate of success which was indicated, 1t would be naive to
assume the Service had been ineffective, For example, if a
handicapped person were helped by the I & R and this alid
resulted in that person making a greater contribution to
soclety, it would be difficult to assess elther objectively
or quantitatively the ultimate value of the ald the I & R
had provided, On the other hand, the indication from the
data obtalned is that 60 per cent of those served were in
fact adequately helped and objective values of that percen-
tage can be tested to determine its significance as it

relates to the total population,
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The hypothesis that a 60 per cent affirmative
response to question one was significant was tested using a
hypotheslis test of proportions.u The null hypothesis test
assuming the response received followed a binomial distri-
bution was indicated.

The non-re jected response of the sample population,
sixty-nine indlviduals, 1s considered representative of the
total population of 1,059, "Statistical theory tells us
that no matter what the nature of the population or the size
of the simple random sample, the mean of the probability
distribution of the sample mean will equal the mean of the
populatlon."5 The hypothesis tested was that the results of
questionnaire are accurate, Since the probabllity has been
determined to be greater than 95 per cent that the hypothe-
sis 1s correct, the survey is assumed to be valid for the

entire population served by the I & R.

The Information Gathering Problem

During the evaluation period, there was a signifi-
cant problem in the information gathering process of the

I &Rk, Of the 1,059 contacts made by the Service, only 170

uKyohei Sasakli, Statistics for Modern Business
Decision Making (Wadsworth Publlshing Company, 1968), p. 169.

5John Neter and William Wasserman, Fundamental
Statistics for Business and Economics (New York: Allyn
and Bacon, Inc., 1956), p. 286,
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HYPOTHESIS TEST OF QUESTION ONE

n = 61 Results:s 40 positive answers
P =3 21 negative answers
qQ =3z 8 did not answer

Hypotheses: H_  t p = %
H :p)?%
Hypotheses: H_  : u = 30.5
Hy 3 u) 30.5

Decision Rules 5 per cent critical region of upper tall
Critical value of z = 1,65

Computed value of z 1 2 =

40 - % - u - 40 - § - 30,5 = 2.302

c 3.91
where u = np = 61 x ¥ = 30.5
and standard deviationg = ’npq = J61 X 3xX 3=

J15.25 = 3.91

Comparison of critical value of z with z':

Both are poslitive and z' = 2,302 is greater than
z = 1,65, therefore, the hypothesis H  is not

plausible and H1 is accepted,
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names and addresses were made avallable by the I & R and
only 152 of those could be considered valid information
sources as elghteen questionnaires were returned as unde-
liverable by the post office, This figure of 152 amounts

to approximately 14,4 per cent of the total contacts, The

I & R should re-evaluate its information gathering procedure
to obtain a higher percentage of valid information on its
clients, Continuing follow-up of individual case problems
should be considered an integral portion of the I & R
Service as lack of valid case data 1mpalrs the capability

of the I & R to monitor case progress and to determine areas
of additional required information., The problem of informa-
tion gathering is especlally evident when 1t 1is noted that
342 of the initial contacts resulted from office visits by

those desiring service,

The Problem of Cffice Space

The large number of office visits, 342, also indi-
cates a preliminary fallacious assumption that office visits
would be minimal., Nearly 33 per cent of the initial con-
tacts of the Service resulted from office visitation by
patients, parents, and others, I & B staff personnel are
aware of the high percentage of personal visits to the Center,
however, facllity requirements should be re-evaluated to pro-

vide for proper accomodations of persons visiting the Center,
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CHAPTER IV
CONCLUSION

The determination of the true value of the services
provided by the Great Falls Information and Referral Service
can be made only through the subjective evaluation of its
accomplishments, On the other hand, it becomes necessary
to place some significance on the apparent results of the
Service to lend credence to that subjective evaluation., At
the request of the I & R, the Service was evaluated objec-
tively and quantitatively through the compllation of the
opinions of the persons whom the I & R has served, The
fundamental determination of service effectiveness, there-
fore, was related to the opinions of the individuals served
as to whether or not they felt they had received help for
the problem for which they had appealed to the I & K.

The nature of the clientele served by the I & R
dictated a questionnaire which was uncomplicated yet
expliclt enough to allow for a valid determination of ser-
vice effectiveness, It has been determined through the
evaluation of the data resulting from the questionnaire
response that the I & R has reached persons with health
related problems, From that standpoint, the I & R has

36
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achieved its primary purpose of providing information judged
to be useful to persons within the geographical region with
health related problems. It was mentioned above that ques-
tions one, two, eight, and twelve were the primary ques-
tions devised to determine quantitatively the service effec~-
tiveness., The positive response to those four questions

indicates that I & R was providing an effective service.

Although the service which was provided by the I & R
was effective, two basic problems exist which detract from
the over-all performance of the Center. First, the prelim-
inary assumption by the I & R that the office visitations '
would be minimal was in error as nearly one-third of the
contacts made by the Center resulted from office visits. As
a result of that condition, space requirements and location
should be re-evaluated to assure appropriate accomodations
are available for individual case work and counselinge
Second, the information gathering phase of the Service should
be improved. Only about 14 per cent of the initial contacts
made during the evaluation period could be accurately iden-
tified by specific addresses. That condition indicated a
primary weakness of the Service in so far as its ability to
adequately follow-up individual case problems which should

be an integral portion of their service.

The over-all effectiveness of the I & R revealed

that the Center has provided effective service during the
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evaluation period, February, 1969 to March, 1970. The

sample population of 6.5 per cent of the total population
served is deemed sufficient to validate the results of the
questionnaire. Although there were minor non-sampling errors
in the questionnaire they were not of significant impact to
invalidate the over-all results of the sample survey. The
Great Falls Information and Referral Service, therefore,

can be termed an effective and useful service to that por-

tion of the community for which their services are relevant,
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APPENDIX I

INFORMATION AND REFERHAL SERVICE
1812 10th Avenue South
Great Falls, Montana 59401

761-7261

This service is to give information and make refer-
rals to sources of help., It 1s for persons of all ages,
anyone who needs assistance with a problem, whether the
problem relates to health, education, personal and family
ad justment, group activities and leisure, or even employment
and financial difficulties,

The service has the responsibility to give the
information needed or to try to locate it, If a particular
need involves getting help from an agency or other source
of service in