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VWhat denvesmeaniey (EChReIoeN -7

¢ lelephoene and Mobile Telephony.

¢ Information Technologies / Intermet
¢ Video Games

« MP3 / CD / DVD



ARdWihat cdereEepIECeAVIIFNESE
100IS?

¢ Text messaging, Instant messaging,
skype and vonage

¢ Soclal networking — myspace,
facebook

¢ Playing “Life” - secondlife
¢+ Web camera / video conferencing
+ Podcasting



Its About Access

¢ 50%0 of the individuals' using the
EINNC system are coming via the web
from “other locations™

¢+ “‘M-banking™ — financial services for
the poor

¢ “micro-enterprise” — selling phone
calls



[i"S netjust el ntermet

¢ Cell phones — 90%, adoption rates
¢+ MP3 players — podcasting and Video
¢+ CD/DVD players - video

¢ Text Messaging/IM (POS) —
community erganizing



1994 Study

“Frustrations of
Ping-Ponging”

Efforts to obtain
services for a
client took a
caseworker to 41
agencies and
required 35 hours
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Harris, R.M. & Dewdney, P. (1994). Barriers to information: how formal
help systems fail battered women. Westport, CT: Greenwood Press.



Fegalfaid enline cCiricer 986

Pine Tree Legal
Assistance

Pine Tree Legal Assistance is a non-profit corporation providing legal assist:
to people in the State of Maine whose income is one hundred twenty-five per
of the federal income poverty guidelines or less.

Legal Services Corporation

n Hon

» What's new at our websi
s About Pine Tree Legal Assistance

« About Pine Tree's Funding

s Pine Tree's Eligibility Guidelines
s Offices

« More Information

s Client Education Materials

+ Volunteer Opportunities

o Other Leral Resous
» Pme Tree Legal nce 1996 Annual Report

Source: Internet Archive
WayBack Machine
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" . B . Advanced Search
Google |what is the meaning of life? ﬂl U

Tur OFF Personalized Search (Beta) for these results

Web Fersonalized Results 1 - 100 of about 80,600,000 for what is the meaning of life?. (0.34 seconds]

Wieb definitions for Meaning of life Sponsored Links
c "What is the meaning of life? is probably the most-asked philosophical question by humanity at large, though we
“ will probably never find the answer, far whatever reason. Common answers include; happiness or flourishing; love; The Meaning of Life
compassion; pleasare; reproduction; power, 42; knowledge, understanding, or wisdom; and being blessed, or The Definitive Angwer,
achieving union with God or the divine; ar simply that there is no meaning to life. .. Really.
en.wikipedia. argfwikiMdeaning_of_life - Definition in context wpiri eaning-of-life.info

The Meaning of Life

Why do you want to know the meaning of life? Often people ask this question when they
really want the angwer to some other guestion. ...

wnneiy, aristotle. neti~diogenes/meaning? htm - 3k - Cached - Similar pages

The Meaning of Life (1953)
The Meaning of Life on IMDb: Movies, TV, Celebs, and mare...
s imdb. com/title/ 00955 - bk - Cached - Similar pages

FAQ about the Meaning of Life

Real, non-cryptic, intelligent, satisfying answers you haven't heard. Our place in the cosmos,
aur successors, Al goal systems, and why to get up in the ...

sysopmind. comftmol-fag/meaningoflife html - 15k - Cached - Similar pages

Meaning of life - Wikipedia, the free encyclopedia
3.2 Gene-centric view of evolution and the meaning of life ... The question "what is the
meaning of life?" can also be simplified to say "why live at all? ...




WHGHS GeING CRIINE?

e [nternet penetration has reached! 73%

for all American adults ew Internet and
American Life Project, April 2006)

e 36%0 of households with Incomes less

than $25,000 have access to the

Internet (pew Internet and American Life Project, May
2005)

= 40% of adults withi less than a high

school education use the Internet eew
Internet and American Life Project, April 2006)



VWHGHS GeING CRIINE?

¢ Differences do exist across demographic
dimensions:
e |[ncome
e Race

= Education
e Rural vs. urban and suburban; (with notable
exceptions)

e Young vs. old
¢ But overall, the gaps are cloesing



Percentage of U.S. Adults Online
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Source: Pew Intarnet & American Life Project Surveys, March 2000-April 2006, All surveys prior to March 2000
were conducted by the Pew Research Center for People & the Press. For 1995, internet users include those who
aver use a home, work or school computer and modem to connect to computer bulletin boards, information
services such as CompuServe or Prodigy, or computers at other locations. For 1996 to 1998, internet users include
those who ever use a home, work or school computer and modem to connact with computers over the internet,
the World Wide Web, or with information services such as America Online or Prodigy. For 2000 to 2004, internet
users include persons who ever go onling to access the Internet or World Wide Web or to send and recsive email.
For 2005, internet users include those who at least occasionally use the internet or send and raceive email.




Figure 5.
Computer Use at Homme and School Among Children Enrolled in Grades K-12 by Family

Income, Race and Hispanic Origin, and Type of School: 2003

iIn percent)
Computer use by family incomne”
— 016 [Mmore than $100,000
88.1 [[]s75,000 to 599,999

Home use 84
[67.2 | [ ]$50,000 to §74,999
[]525.000 to 549,999

[l =55 than 525,000

School use

Total use

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




IHOW are oWARNCOME PECRIE
USIRG thenwen?z

¢+ Low Income people tend to use
Internet for “self-betterment” (Jobs,
school) and expanding netwoerks and
Information.

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



IHOW are i oWAINCOME PECRIE
USTRG tHEWEID?Z

$15K - $20K $60K - $75K
School 15.6 % 10.3' %
assignments
Take a course 7.4 % 5.7 %
online
News, weather or 57.6 % 68.6 %
Ssports
information
Telephone calls 4.0 9% 3.7 %
Information on 38.5 % 45.0 9%
health services
or practices
Information on 30.1 9% 37.7 %
government
Services or
agencies

Search for a job 23.0 % 17.9 %

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



HeW are leWAIRCemME PEGPIENUSING
HENWEIDZ

Spotlight on health infermation-seeking:

s /7% of low-Income Internet users have
searched online for at least one health
topic.

¢+ 8% of all Internet users report having
searched online for information about
domestic violence.

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



VWhakisitieNmpaciheirenine
IRTOHMALIGNRI CCESS

o 7 Of 10 Internet users, across all
INCOMES, report:

e Better health information
e Better health services

e Different (but not always better)
relationships with their doctors.

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



VWhakisitieNmpaciheirenine
IRTOHMALIGNRI CCESS

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

¢ perusing more education or training for thelr
career
e 21 million people

¢+ helping another person cope with a serious Iliness
e 16 million

¢+ helping themselves cope withi a major Illiness:
e 7 million

Source: Pew Internet and American Life Project



PoeieRiaiNmplicatieRsHior
OUIF cOmmUuRI/ 2RcreUiFcliEnts?

From “Frustrations of Ping-Ponging”...

To:

s Better informed about
Information, SErVICES
and eptiens

¢+ |Improved access to

most relevant
services

¢+ Expanded partnership
oppertunities for
Information delivery

¢ Other ideas?

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



EChNGIeoN & CommunIcalion

ACCessing Iniermauenlineugnitechnelegy IRCIeaSES e SIGNIICARCE 0]
e Woerdshwe: chose:

Face to Face Tlelephoene
Communication Is: communication

o /% of communication + 18% word use
IS the words we use

¢ 93% of communication
IS non verbal

o tone, pitch, rate or
pacing, volume of voice

 facial expression
* pody language

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

Mehrabian, A. (1980)



llelephene SENICES aneYeul
Clients

¢ Clients outdistancing stafifi in adeption
rates
o Text messaging, and instant chat
abbreviations are new language
¢ How you setup your intake system
Impacts your clients
e Review your agency’s phone script

e The words in your script will set the tone for
your client relationship

o Many client relationships will be technology.
based, and will never result in a face to face
meeting



echinolegy & Communicalion

Reframer e Negative

Awareness of Negative words:

¢+ Use of a negative word In a guestion reduces the
accuracy of the answer by 50%

¢ he same gquestion without a negative has 70% ) -
100% more correct answers.

¢ Types of negatives
¢ Syntactic: no, not, no more
« Semantic: forget, deny, unless, except
 Morphological: unhappy, Impolite

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

21



Vientaner EEGaIFSENICES
Helpliner\Veice lviail

¢+ Original Version
Thank you for calling the Thank yeu fer calling the

helpline. I'm sorry
we are not able to
take you call as our
staff are busy with
other callers at this
time. The Helpline
hours are from 9 a.m.
to 4 p.m. Monday
through Friday. Due
to the high volume of
calls we will be
unable to return your
call ...

¢ Current VVersion

helpline. We take
calls firem 9 a.m. te 4
p.m. Moen — Eri. We
would' like te talk with
you In person, so If
possible please try
calling back In a fiew
minutes. Right now
our staffi Is with ether
callers...



Future Clients

DIGITAL NATIVES:

IHoW, teday/ s yeuin are difierent
rem thelr digital inmmigrani: elders
and what that means e leEnes

10.27.06 - Lee Rainie -PlI&ALR
Metro — NY Library Counclil
Brooklyn Museun of Art



DigiaRave=Iseiro65

B e O

Persenall computers are
10 years old



D)fejitzll pleii)er — Linlelafejzifisn
1996

Iim Berners-Lee
wirites World Wide
Wel pregram
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™

Sean| Fanning
creates Napster
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Last update: Thr

Bleogs - 1997
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Welco

e

Today's featured article In the news

The Relapse

from the other. 7
th ul p

Wikipedia - 2001




DigiaifnabVver=itaieNIcEns
EQANA20S

B del.icio.us
[ | ycial boo

» all your bookmarks in one place
Tags

A tag is simply a word you use to de
bookmark. Unlike folders, you make
. you need thern and you can use as r
» check out what other people are bookmarking like. The result is a better way ta org

bookmarks and a great way to disco
» get started « ihitas enths vioy,

learn mao

hotlist what's hot right now on del.icio.us tags to watch

medical

100 Greatest Films - Part1 -
filrn  culture cinema

Del.icio.us - 2003



D)fejitzll pletilV/er — Eziie Tfeein)s) -
EQANA20S

Skype. The whole world can talk for free

Download Call phones Shop Share Help

With Skype you
can talk to
anyone,
anywhere for

Watch our little

- introduction
free. move

Forever. to Find out more,

Skype 2.5 is free and easy to download, install and use.

Skype is alittle program for making free calls over the Iinternet to anyone else who also has Skype.
fron wpe to o glighi [u} il tl d of th

Skype - 2003



D)fejitzll pletilV/er — Eziie Tfeein)s) -
=zl 203

Podcast Alley Responsible. Honorable. Respectable.

Free the Airwaves

Home | #ddaPodecast | Podcast Software | Podecast Forum | What iz a Podeast? | Allew Blag | About Us

Pod )W and

are coming together in the UK.

2 BT PodShow

ETPodShow.com

open

on any order of
530 or more!

« Domains
= Hosting

=Site
h  Builders

weW! Top 10 for October
The

1. Keith and The

2. PotterCast

3. MuggleCast

4. Nobody Likes Onions

5. Free Talk Live

6. Distorted View
7. Blast the Right

Podcasts — 2004
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Tuhe Broadcast Hello, Irainie
Yourself™ Search for

Home Videos Channels Groups

BUREAL FOR BETTER WALUE
BEEBEVIO.Ccom
—

See More Videos

that occur at palling

Came

b8 8.8 &
i
——————————————————————————————————————————————————————— Welcome, Irainie

Statistics

YoulTune —2005



Realiiy .

Media and gadgets are
ubiguitous parts of
everyday: life



Realliy 2

New gadgets allow DN'S
to enjoy media and
carry on communication
anywhere



Realliy s

The Internet Is at the
center of the
revolution



Really 4

Multi-tasking 1S a way. of
ife — and people live In
a state of “continueus

partial attention™
--- Linda Stene



Realiy s

Ordinary. citizens have a
chance to be publishers,
movie makers, artists,
sSong creators, and story
tellers



Realliy 6

Everything willl change
N coming
years
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