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What do we mean by What do we mean by ““technologytechnology””??

Telephone and Mobile TelephonyTelephone and Mobile Telephony
Information Technologies / Internet Information Technologies / Internet 
Video GamesVideo Games
MP3 / CD / DVDMP3 / CD / DVD



And what do people do with these And what do people do with these 
tools?tools?

Text messaging, instant messaging, Text messaging, instant messaging, 
skypeskype and and vonagevonage
Social networking Social networking –– myspacemyspace, , 
facebookfacebook
Playing Playing ““LifeLife”” -- secondlifesecondlife
Web camera / video conferencingWeb camera / video conferencing
PodcastingPodcasting



Its About AccessIts About Access

50% of the individuals using the 50% of the individuals using the 
EITC system are coming via the web EITC system are coming via the web 
from from ““other locationsother locations””
““MM--bankingbanking”” –– financial services for financial services for 
the poorthe poor
““micromicro--enterpriseenterprise”” –– selling phone selling phone 
callscalls



ItIt’’s not just the Internets not just the Internet

Cell phones Cell phones –– 90% adoption rates90% adoption rates
MP3 players MP3 players –– podcastingpodcasting and videoand video
CD/DVD players CD/DVD players -- videovideo
Text Messaging/IM (POS) Text Messaging/IM (POS) ––
community organizingcommunity organizing



1994 Study

“Frustrations of 
Ping-Ponging”

Efforts to obtain 
services for a 
client took a 
caseworker to 41 
agencies and 
required 35 hours

Harris, R.M. & Dewdney, P. (1994). Barriers to information: how formal 
help systems fail battered women. Westport, CT: Greenwood Press.



Legal aid online circa 1996Legal aid online circa 1996

Source: Internet Archive 
WayBack Machine



Fast forward to 2007Fast forward to 2007



Who is going online? Who is going online? 

•• Internet penetration has reached 73% Internet penetration has reached 73% 
for all American adults for all American adults (Pew Internet and (Pew Internet and 
American Life Project, April 2006)American Life Project, April 2006)

•• 36% of households with incomes less 36% of households with incomes less 
than $25,000 have access to the than $25,000 have access to the 
Internet Internet (Pew Internet and American Life Project, May (Pew Internet and American Life Project, May 
2005)2005)

•• 40% of adults with less than a high 40% of adults with less than a high 
school education use the Internet school education use the Internet (Pew (Pew 
Internet and American Life Project, April 2006)Internet and American Life Project, April 2006)



Who is going online? Who is going online? 

Differences do exist across demographic Differences do exist across demographic 
dimensions:dimensions:
•• Income Income 
•• RaceRace
•• EducationEducation
•• Rural vs. urban and suburban (with notable Rural vs. urban and suburban (with notable 

exceptions)exceptions)
•• Young vs. oldYoung vs. old

But overall, the gaps are closingBut overall, the gaps are closing





US Census Bureau – Computer and Internet Use in 
the United States: 2003, issued October 2005



How are low income people How are low income people 
using the web?using the web?

Low income people tend to use Low income people tend to use 
Internet for Internet for ““selfself--bettermentbetterment”” (jobs, (jobs, 
school) and expanding networks and school) and expanding networks and 
information. information. 

(Source: The Children(Source: The Children’’s Partnership, s Partnership, Online Content for Low Online Content for Low 
Income and Underserved AmericansIncome and Underserved Americans))



How are low income people How are low income people 
using the web?using the web?

$15K $15K -- $20K$20K $60K $60K -- $75K$75K

School School 
assignmentsassignments

15.6 %15.6 % 10.3 %10.3 %

Take a course Take a course 
onlineonline

7.4 %7.4 % 5.7 %5.7 %

News, weather or News, weather or 
sports sports 
informationinformation

57.6 %57.6 % 68.6 %68.6 %

Telephone callsTelephone calls 4.0 %4.0 % 3.7 %3.7 %

Information on Information on 
health services health services 
or practicesor practices

38.5 %38.5 % 45.0 %45.0 %

Information on Information on 
government government 
services or services or 
agenciesagencies

30.1 %30.1 % 37.7 %37.7 %

Search for a jobSearch for a job 23.0 %23.0 % 17.9 %17.9 %

Source: U.S. 
Census Bureau, 
Current 
Population 
Survey, October 
2003.



How are low income people using How are low income people using 
the web?the web?

Spotlight on health informationSpotlight on health information--seeking:seeking:

77% of low77% of low--income Internet users have income Internet users have 
searched online for at least one health searched online for at least one health 
topic.topic.
8% of all Internet users report having 8% of all Internet users report having 
searched online for information about searched online for information about 
domestic violence.domestic violence.

Source: Pew Internet and American Life Project: Health InformatiSource: Pew Internet and American Life Project: Health Information Online on Online 
(May 2005)(May 2005)



What is the impact of online What is the impact of online 
information access?information access?

7 of 10 Internet users, across all 7 of 10 Internet users, across all 
incomes, report:incomes, report:
•• Better health information  Better health information  
•• Better health services Better health services 
•• Different (but not always better) Different (but not always better) 

relationships with their doctors.relationships with their doctors.

Source: Pew Internet and American Life Project: Health InformatiSource: Pew Internet and American Life Project: Health Information Online on Online 
(May 2005)(May 2005)



What is the impact of online What is the impact of online 
information access?information access?

Number of people who said the Internet played a Number of people who said the Internet played a 
crucial or important role in the following areas:crucial or important role in the following areas:

perusing more education or training for their perusing more education or training for their 
career career 
•• 21 million people21 million people

helping another person cope with a serious illnesshelping another person cope with a serious illness
•• 16 million16 million

helping themselves cope with a major illness:helping themselves cope with a major illness:
•• 7 million7 million

Source: Pew Internet and American Life ProjectSource: Pew Internet and American Life Project



Potential implications for Potential implications for 
our community and our clients?our community and our clients?

Better informed about Better informed about 
information, services information, services 
and optionsand options
Improved access to Improved access to 
most relevant most relevant 
servicesservices
Expanded partnership Expanded partnership 
opportunities for opportunities for 
information deliveryinformation delivery
Other ideas?Other ideas?

From “Frustrations of Ping-Ponging”…
To:

Harris, R.M. & Dewdney, P. (1994). Barriers to information: how formal help systems 
fail battered women. Westport, CT: Greenwood Press.



Mehrabian, A. (1980)Mehrabian, A. (1980)

Technology & CommunicationTechnology & Communication
Accessing information through technology increases the significaAccessing information through technology increases the significance of nce of 

the words we chose. the words we chose. 

Face to Face Face to Face 
Communication is: Communication is: 

7% of communication 7% of communication 
is the words we use is the words we use 
93% of communication 93% of communication 
is non verbal is non verbal 
•• tone, pitch, rate or tone, pitch, rate or 

pacing, volume of voicepacing, volume of voice
•• facial expressionfacial expression
•• body languagebody language

Telephone Telephone 
communicationcommunication

18% word use 18% word use 

82% tone, pitch, 82% tone, pitch, 
volume, rate or pacevolume, rate or pace



Telephone Services and Your Telephone Services and Your 
ClientsClients

Clients outdistancing staff in adoption Clients outdistancing staff in adoption 
ratesrates
•• Text messaging, and instant chat Text messaging, and instant chat 

abbreviations are new languageabbreviations are new language

How you setup your intake system How you setup your intake system 
impacts your clients impacts your clients 
•• Review your agencyReview your agency’’s phone scripts phone script
•• The words in your script will set the tone for The words in your script will set the tone for 

your client relationshipyour client relationship
•• Many client relationships will be technology Many client relationships will be technology 

based, and will never result in a face to face based, and will never result in a face to face 
meetingmeeting



Walker, Anne G. (1999) Handbook Walker, Anne G. (1999) Handbook 
on Questioning Childrenon Questioning Children 2121

Technology & CommunicationTechnology & Communication
Reframe the NegativeReframe the Negative

Awareness of Negative words: Awareness of Negative words: 
Use of a negative word in a question reduces the Use of a negative word in a question reduces the 
accuracy of the answer by 50%accuracy of the answer by 50%
The same question without a negative has 70% The same question without a negative has 70% --
100% more correct answers. 100% more correct answers. 
Types of negativesTypes of negatives
•• Syntactic:  no, not,  no moreSyntactic:  no, not,  no more
•• Semantic:  forget, deny, unless, except Semantic:  forget, deny, unless, except 
•• Morphological: unhappy, impoliteMorphological: unhappy, impolite



Montana Legal Services Montana Legal Services 
Helpline Voice MailHelpline Voice Mail

Original VersionOriginal Version
Thank you for calling the Thank you for calling the 

helpline.  Ihelpline.  I’’m m sorrysorry
we are we are notnot able to able to 
take you call as our take you call as our 
staff are busy with staff are busy with 
other callers at this other callers at this 
time.  The Helpline time.  The Helpline 
hours are from 9 a.m. hours are from 9 a.m. 
to 4 p.m. Monday to 4 p.m. Monday 
through Friday.  Due through Friday.  Due 
to the high volume of to the high volume of 
calls we will be calls we will be 
unableunable to return your to return your 
call call …

Current VersionCurrent Version
Thank you for calling the Thank you for calling the 

helpline.  We take helpline.  We take 
calls from 9 a.m. to 4 calls from 9 a.m. to 4 
p.m. Mon p.m. Mon –– Fri.  We Fri.  We 
would like to talk with would like to talk with 
you in person, so if you in person, so if 
possible please try possible please try 
calling back in a few calling back in a few 
minutes.  Right now minutes.  Right now 
our staff is with other our staff is with other 
callerscallers……

…



Future Clients
DIGITAL NATIVES:DIGITAL NATIVES:
How todayHow today’’s youth are different s youth are different 
from their from their ‘‘digital immigrantdigital immigrant’’ elders elders 
and what that means for librariesand what that means for libraries

10.27.06 10.27.06 -- Lee Lee RainieRainie --PI&ALPPI&ALP
Metro Metro –– NY Library CouncilNY Library Council
Brooklyn Museum of ArtBrooklyn Museum of Art



Digital native Digital native –– Born 1985Born 1985

Personal computers arePersonal computers are
10 years old 10 years old 



Digital native Digital native –– Kindergarten Kindergarten 
1990 1990 

Tim BernersTim Berners--Lee Lee 
writes World Wide writes World Wide 

Web programWeb program



Digital native Digital native –– Middle School Middle School 
19961996

Palm Pilot goes Palm Pilot goes 
on the marketon the market



Digital Native Digital Native –– High School High School 
19991999

Sean Fanning Sean Fanning 
creates Napstercreates Napster



Digital Native Digital Native –– Graduates High Graduates High 
School 2003School 2003

iPod iPod -- 20022002



Digital native Digital native –– Late Teens Late Teens --
Early 20sEarly 20s

Blogs Blogs -- 19971997



Digital native Digital native –– Late Teens Late Teens --
Early 20sEarly 20s

Wikipedia Wikipedia -- 20012001



Digital native Digital native –– Late Teens Late Teens --
Early 20sEarly 20s

Del.icio.us Del.icio.us -- 20032003



Digital native Digital native –– Late Teens Late Teens --
Early 20sEarly 20s

Skype Skype -- 20032003



Digital native Digital native –– Late Teens Late Teens --
Early 20sEarly 20s

Podcasts Podcasts –– 20042004



Digital native Digital native –– Late Teens Late Teens --
Early 20sEarly 20s

YouTube YouTube ––20052005



Reality 1Reality 1

Media and gadgets are Media and gadgets are 
ubiquitous parts of ubiquitous parts of 

everyday lifeeveryday life



Reality 2Reality 2

New gadgets allow New gadgets allow DNDN’’ss
to enjoy media and to enjoy media and 

carry on communication carry on communication 
anywhereanywhere



Reality 3Reality 3

The Internet is at the The Internet is at the 
center of the center of the 

revolutionrevolution



Reality 4Reality 4

MultiMulti--tasking is a way of tasking is a way of 
life life –– and people live in and people live in 
a state of a state of ““continuous continuous 

partial attentionpartial attention””
------ Linda StoneLinda Stone



Reality 5Reality 5

Ordinary citizens have a Ordinary citizens have a 
chance to be publishers, chance to be publishers, 
movie makers, artists, movie makers, artists, 

song creators, and story song creators, and story 
tellerstellers



Reality 6Reality 6

Everything will change Everything will change 
even moreeven more in coming in coming 

yearsyears
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