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The Urban Jntor~ation Svstens Project at ·the Jniversity 
o f L a 1 i f o r n i a , 1 r v i n e i s :: o n d J c t i n Cl s e v e r d I ri a t i ~' r-i - 1...i i ; 1 e 
s t u d i e s t o P r o v i d e p o l 1 c y - r e I e 11 e n t u n cj e r s t a n cj 1 n q t 21 h e I D a u 1 o e 
the effective use of com~uter tPch1olo)y 1n local ~overn~ents. 

Uurinq the first year of the Project we unrlert:)ok SP.ver~l 

exoloratory case stud1es to 1rticulate the SAlierit l~sues 
surround1nq oart1cular 1'"lfJrnation syste'Tls i'I local 
rJOVernrnents .. i-1hiJe these Studies AlerP Undertaken :Jf'l113r1Jy to 
h e 1 D r e f i n ~ t h e m o r e s y s t e 11 a t i c H n ~J c o '"' t..~ r e h e n s ; v e n r 0 j e c t 
s t u (j i e s , t h e y a l so P r o v 1 CJ e =3 n a 1 y t i c an ~i n i:::I r r n t i v e a : c ::> u n t s 0 f 
i n ·i e o e ride n t v a I u e .. I h i s re => o r t ;j es c r i be s s o 1~ e ::> f t r e 
ad~inistrative issues that m~y arise in devel~oin~ and 
operating an 1ntor~ation systen iesigne1 to help coordin~tP a 
disparate array of welfare H~e1cies. 
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During the last decade, wel fdre ar~encies l n 

St .3t es have experi·'Tlented with variety of political arH1 

administrative reforms. Many :>f the oolitical such 

as .developin9 ci tzens ac1v i so ry ooaros, nave rece1v~d 

substantial attention while Tiany of the ad~~nistartive retor~s 

have oeen I ess ql amorous l e s s s t u ·1 1 e d • I~ ever t h P l P. s s , 

w h i I e 'Tl a n y o t t ti e po I i t i c a l r e t o r m s ; n i t 1 a t e ~·1 i 11 t h e b 0 s have 

oroven weak and been aoa,doned, ~any of the ad~inistrative 

strateg1es, such as ottices and using 

computer-based infor~ation systeTis sti I I oersevere in the /Os. 

This paper articulates s~me of the issues that arise when a 

diverse array of welfare agencies atte~ot to coordinate their 

activities witn an automated ;,forTiation system. 

This oaoer describes the health and welfare inf~r11ation 

and referral system in i.<iverville. The system has received 

consider~ble press coverage since 1970 as an example of ho~ 9n 

auto'Tlated information systeTI TiaY ~elp increase the etficiP.ncv 

and imorove the quality of service of a highly decentralilea 

urban ·welfare system .. I t is one of the very few aJtornated 

systems that was (Jesiqne:i and imol emented to keep trac1< of the 

kinds ot 

clients. 

service suqgested tor anrl receivea bY injividual 

Si"l'lilar 

develooment 

auto~ated systeTIS 

in ~ontra Costa 

are 

Coi.Jnty, 

reported to oe under 

California; 

County, Texas, Chatano~ya, Louisville, and Des 

riicJaloo 

'v1oines .. 



Several states, includ1ng Georgia, Ma1ne, .Arizona, Fl0ridr,,, 

Connecticut, and South Dakota are reaorted to De actively 

olanning and develooing sucn information and referral systems 

for their state welfare ieoartTients .. Holl'lever, tne r<ivervllle 

system ; s the most comoletely i ITlPl emente(j system in the 

country, serving as a orot:.:>type for these other systems .. 

Thus, the imoacts of the ~i vervi 11 e system on its we I fare 

agencies and the issues that arise in understanding i t s role 

in a~ency operations provide a, em~irical basis for ~rerl1ct1ng 

the likely impacts of these otner syste~s on the ooerations of 

welfare agencies .. 

ln adcJition, the Riverville c3se may helP hi:;1hli·;-Jht the 

ways in whicn local qovernne'1t ~]encies use coT1puter systP'"PS 

to supoort direct services to :itizens .. Most 1oca1 oovernment 

comoutin~ supoorts indirect services sue ri as accountinQ, 

equipment inventories, or ol3n1ing analyses. They :1irectly 

oenefi t the citizenry only i1sofar as they render ~overn~ent 

operations cheaoer,smoother, or "Tio re etfective." Un those 

relatively few occasions that citizens comp into contact witt1 

a co~puter sytstem, it is ofte1 to PAY a oi I 1 or tone located 

for an arrest warrent .. CoTlP\Jt i na is rarely proclA1med to 

serve cHizens directlv. 

Lastly, the case of Riverville may help inform us more 

carefu 11 v of the role snarej form81 records play in helpinq 

integrate similar functions across or9~nizational b:;uriJaries. 

Such concerns have oeen the f ::>CU S of tnree corite11:Jorary 



groups. First, soTie c~nteTioorary orqanizational 

theorists ll0,18J argue th1t orqanizational activity tol lows 

the flow of i n for rn at i on arid i12.~o. ia.c..t..o the rnove11ent (") t 

information across orq9nizatjonal oounddries helos i~tporate 

a d rn i n i s t r a t ; v e 1 y <i i s t i n c t u n i t s .. Secondly, tl l1evy 

adrni ni strati on theorists aid ~ractit1oners h~ve oegun t 0 

implement shared record syste~s . oases that cross agency 

boundaries i n several l'.\merican Finally, 

integratinq social service a~e~cies in particular has 0een the 

concern of certain orofessio;als who work i n such 

settings ltJ. Members each these qroups view the 

oroble111s of coordinating or~anizational units as a major 

oractical anj theoretical issue. E~ch of- these grouos vi ev. s 

str·ategies of sharing intornation as an instrument that would 

enhance coordination. lhus, eacn group would expect the 

auto'Tiated information syst~m describe1 here to enhance th~ 

coordination and thus the auality of welfore SP.rvices arovided 

in Riverv1lle .. 

Rivervi I le's informatio~ and referr~l system rec e i v e c-J a 

number of 

and oooular magazines. ~e began oJr study to find ans~ers to 

the following questions: 

l • H o w 1j o a u t o rn a t e j i n f o r m ~ t 1 o n s y s t e m s h e l p '' i n t e ~ r a t P. " 

decentralized organizatio1s 1 

2. rlow can auto~atea i;t~r~ation systems inflJe~ce the 
oro~ision of a set of sJcial services airectly to a 
grouo of peoole ( 



3. Nhat kinds of intorTiati~n ~ust ~ case f~l lowing 

4. 

infor~ation system :or;tain to be of qenuine use to· 
case workers anj intake w~rKers ! 

Nhat relationshio would 
puolicizecj ar;d actual 
syste'Tl 't 

thP.re oe 
chnrdcter1stics 

bet..Je~n 

of suc!i 
the 

a 

This paoer is based on fielj ~ork in kivervi I le conjucted 

in the Fal I, 1974. l :onsJlte1 ~ith ooth city e~ployees and 

social worKers in non-~u~icioal 3qencies about t h e o J e r a t l o r1 

an<i utility of the inforTiation 3nd reterral syste11 .. I his 

study was enhanced by the cooperation of the municioal staff 

and their assistance 1n sett1r;g up interviews and orovi01ng 

r e l e v a l"'t t doc u m e n t s UH J • 

This oaoer orovides a sketch Jf the kiverville welfare 

system and_ describes how the municipal information and 

referral syste~ operates in that context. Then the :>tticial 

cJesi :Jn ~oals of the au t ::>mat e d 1 n format i o.n sys t e ,n are 

contrasted w1th its actual performance. 

Riverville ;s an in:justrial t:>wn of 170,000 which servp,s 

as a reg;onal center f ~r several rural c:>unties. 

Aoproximately 20% of the families live belo~ poverty 1eve1 • 

Tne ~ejian family income is $72UO ana ~b% of the poo~lat1on is 

;jlack: The needy, t; I a c k a '1Ci tiJ hit e serven by 

aopro:it i 11at e 1 y l~O orivate, : i t y, cou~ty, state anj federal 



agenc;es .. Tnese aqencies cover var1ety ot 

areas within and around Rivervil le. so~e a~encies focus on d 

neighborhood, others on a se:tor of th~ city, an~ sti I l others 

accept clients who res i .-j e ~nywhere 1 n the c1tv .. 

~ q enc i es or o vi \le a var i et y of h P. al th an j we I t d re s ~ r vi ::: es such 

as emerqency rent, unemp16ynent monies, medical anj aental 

c a r e , d a y c a r e f o r c h i I d re ri , j ob c o u n s e I I i n q a n (j t r a i n i n :.:i , an d 

foster h orne s .. Tnese ~gencies serve a nurnber 

anybody (foster homes), the ooor Ce .. a., ~ivervi I le 

:::>f ]roups: 

-iureau of 

Relief); memoers of a oarticular religious or ethnic group 

(Jewish ~eltare Federation)Jet: .. 

In Novembe~ 19b6, Hiverville ~as notifieo by rlousinq and 

Urban Development that it haj oeen selected as a particioant 

in the Pi lot 1\Jeighoorhoo:J Service :>roqrarn .. Hii s 9rant was t (J 

subsidize outstandinq examoles of neighoorhoou service centers 

in soecific geograohic areas .. In 'v1arch, 1 c:; 6 7, 

Progress Inc. was charterej by state. 

·directors #as composed ot the execJtive heaJs of 

oubl;c and private agencies in the city. 

Riverville 

Its 8oarc} of 

As late dS 19bb there was l 1t t I e ad'Tli ni strati ve 

coordination among these various aqencies. Community Action 

Agency suooortea three nei~hoorhooa service ce~ters w t) , c h 

housed both information and referral offices and so~e service 

agencies which were partially funded by the city. 1 11 e c, t y 

govern'Tlent partly or "llholly subsidi2'ed thirty five agencies 

which were clustered under several ad~inistrativP uTiorP.llas 
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anj l.omnuni ty l\ction A:-.;er")Cy .. r_ ac h 

agency maintained its own intake f:>rrns, reportin-:i conve11tions, 

and record-keeping systems. fhis ::>attern of multi:Jle aqenc1es 

servin:.J similar grouos ot oeople with related needs 

in most American cities. 

Rivervi I le Progress servej as a forum tor t h E' 

various i:tgencies to foster cooroi nation 

orev-1 i ls 

statf of 

the i r 

activities .. 

advocated 

The statt of tne neighbornooo service centers 

3f"I outomateti information syste~ as a common 

management t 001 .. They wa,tec1 up-to .. date informi=ltion on 

services 

served .. 

they were renderin~ anj the needs ot the oeo~le they 

They also wanted to ir")crease their capacity to olan 

and schedule a c.1 d i t i o n a I services wherf? there was 

0emonstrateo neeo .. They wante1 to coordinate the i r et torts 

ll'J i th other agencies prov;jt~q si1ni lar services, a~d, thpy 

wanted more hard data ab~ut the ne~ds of individual :lients. 

Rivervil le Progress servea as an 1nstitutional D3SiS for 

oromotinq ~n automaterj inf~rnation system to oe use,:1 DY 

community supoorted weltare a~encie~. l n the lat?. t>O's a 

modest "batch" system was initiateJ 3nd used bv s~rne ot the 

agencies in Riverville an :J i n 1 3 rural count1es in the 

surroundi~q area. 

A new mayor was elected i~ 1971, and he hod ditticult 

t:;,r whicn time learning how much city ti..1nds sp~nt 

services and who was being served. For examole, the city was 

soending ~to,uou oer year o~ rat control. The worklo~d tor 
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t h i s p r o q r a 1n w a s rn on i t o r e d o y · t n e a u t o rn d t e ,J record-Keerd nq 

s y s t e m b y t r e a t i n ·~ " r B t s 1< i 1 l e d " l l k' e " c l i e n t s s e r v e d " .. 

t h e Tl a y o r r e c e 1 v e <1 a •• ""o r k I o a d r e P J r t " s h o w l n 9 t h a t :1 u r i n q t h e 

past a total of SUO rats had oeen extermin3ted, he w~s 

stunned and commented ciryly, "I thou.'.:lht stenk was exoens1ve 

I It . This incident il lustratej the utility of some frequently 

orovided measure ot an a~ency's i/'JOrklor:id to h1m .. At tir~t, he 

suooorted and advocated an o,-line real·tirne reportiny syste~ .. 

He hoped that frequent and a:cJrate reoorting woul~ helo his 

staff manage the a1verse ana comolex array of welfare oroqrams 

suoported oy the c1ty. lhe jevelo~ment of such a system hao 

just begun with seed m~ney fro11 the Community Action A~ency. 

(Details of the system jevelo~ment are described oelow ; n 

Sections IV and V.) 

However, informatio~ alone ~as insufficient. To turth~r 

imorove the control ot social services he consolidated .S'J of 

the 36 city-suoported ayencies into a new "Hum~n Serv1ces 

Division" in December 1 ~ 7 2 .. f riese included the :::>ro2'ra'T'S 

funded through Model Cit1es, :011m,;ni ty ano 

concentrated reemployment. 'These agenciPs wh i:: h ,,,iere 

consol id~tec1 ancJ moved undF~r the jJrisdiction of the 'Tlayor"s 

off ice became the primary users of the ~ivervi I IP's autom~ted 

information and referral svste~. 

rnus, between l9b6 and 1974 t~o u1fferent out co11oatitJle 

strategies were ern~loye:l to i'1teqr21te social service r:i::p-~nc:1es 

in kiverville. A 11 t e ch n i c i=l l s t r ;j t e ~ v" u t i l i le rj an au t o rn -=-it f' u 
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information systen which ~ould tracK the ~ath of ~art1cular 

c 1 i e n t s t h r o u g h t h e 1n a l e o t ~ u o 1 i c a n 'j D r i v a t e .~gene i ':'S .. An 

"adrninistr~t1ve strategy" co""lsolidated all but one of tne city 

SLJPP':>rted agencies into a conmon ajministrative unit .. 

The intake anci referral offices wdhin each of the 

neighborhood service centers t or11 a hub in the TI: . .rnicioal 

wel f3re system .. first, they r~qister each new client i n the 

auto'flated information system (J~J5), and secondly they refpr 

the client to aporopr1ate nJen:ies in Riverville .. 

most of these cl1ents that a~ply at the nei~hborhooa centers 

are referrerl to agencies witni~ the Rivervi I le Human 

Oivision .. 

Services 

In 1974 the c 1 t y Riverville suoparte'.i 1 i v e 

neighborhood centers ·1~cated in the ooorer districts of the 

c i t y. ln principle, any perso, seekinq social serv~ces could 

aooly throuqh an intake ce~ter and oe referrea to the relevant 

agencies. ln fact, the oat tern of entries i s more 

complicated. Clients Tl a y a~ply directly to any a~ency tney 

desire .. 

county 

~ost of the aoolica,ts to the orivate aqenc1es, the 

health rlepartm~nt an~ a ~iverville br~nch of the State 

Oepart~ent ot Nelfare ap~ly 1irectly to those aqencies .. Cln 

the other hand, 

Services Division 

addition, oeoole 

most of 

aoply -3t 

who apoly 

t '1 e clients tor the cityrs Human 

the neighborhoorl centers. In 

directly to any of the aqencies 

witnin the Human Services Oivision are entered on JMlS. 



~hen a oerson aoolies f~r assistance at 

neighborhood service centers, she or he is: 

1. reg1 steredi 

2. c h e c k e d t o s e e fJ h i c h ::> r o q r a 11 s s h e o r h e 
f o r ( e .. q .. A i d f o r ) e :) e n (j e n t C n i I d r e n ) ; 

ane ot the 

i s e Ii c.i it> I e 

3 • a d v i s e d a b o u t w h i c h a :J e n c , e s 111 .3 v o r o v i d e t h P. s e r v , c P s 
she or he needs; 

lJ • given a plan whicn lists all 
services she or he has oeen set uo 

the 
tor .. 

and 

The ne1qhborhood service centers emphasize 

services. the casew~rkers at the neighborhood serv1ce 

centers are disposed to orovidin~ assistance to all ~e~oers of 

a household rather than ~nly to the oerson who a~olies for 

a i rj. In orinciple, this means tnat whl3n a nead of nousetiolo 

applies for emerge.ncy fuel and rent aia, the health of the 

deoendents would be checked. they needed a medical 

~xamination, t. hat ~ould be cart of the serv1ces 

Provided l2J. 

11[. 

The current version of JMlS stores a set of ret1rrls on 

each client which include ~oth personal informatio~ (e.g., 

age) and the variety of services t) which he has bee~ referrea 

and the actual services he has received. Uata is entered and 

retreive:J on-line tnrough terminals located in three of the 

five neiqhoorhood service cel'lters CN2J. 
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lhe current syste~s are fJnjej by ~C'Ul), 000 D t> r year 

L>eoartment o t H e a 1 t h , t. j u c a t l ::> n a "l d ,AV e 1 f a r e q r a n t w h i c h · o e q R n 

in 1971 and exten~ed until i n June, UV11S ; s now 

supoorted by the t h P. ~cuo,ouo, 

approxi~ately half is spent ~n staff, an u the rema11der ; s 

devoted to computer suoµort. JMl~ runs on the city's l0rye, 

1 a t e rn o rj e 1 U a t a V4 i r I c om p u t e r ( \I .$ I 

UatafVirl provided some te::hnical (jssistance at the stArt 

of the orograrn and assistej l n training munic~~al st<lff. 

Currentlv, UMIS develooment i s who 1 l y i n tne na'lds ot 

Rivervi Ile staff. At the t1-ne of this site visit, U\11~ was in 

a I a t e s t a g e o f de v e 1 o om e n t :~ n .1 h a :i a o o i:i re n t I y 

for some time .. 

lhere are several plaus~ole fra~1eworks for 

project like UMIS .. Une Tl i ;J ~I t stu1Jy of 

highlighted 1n th1s narrative ~ver a oerio j of 

"H~en stable 

stuJyin=1 a 

the lSSUeS 

time which 

starts before UMIS~ Dn~ ~ay atteTiot to use 

re~ularly Kept records as ~ source ot ~ata for such arialyses. 

A second approach might contrast th~ ~unicioal welfare system 

in f~iverville with the welfare systerri in a similar city· which 

has not attempted (simi lar)aJtorn.:ttion l.:;,J .. Finally, one rrrAY 

contrast the patterns ~f welfare aj~inistration ~n ~1verville 
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w i th the expected oatterns that are 'iescrioed in the various 

oroject documents. 

E.ach approach provi~Jes a :Jitferent kinc1 of unjerstano1nc. 

f he longitud1nal study em~hasizes chanpes in Kiverv1lle"s 

w e l f a r e a d rn i n 1 ~ t r a t i o n t h a t ri i i h t 'J e a t t r i b u t e 'i t o LI V1 I S .. l l t 

course, such interpretations are tenuous, since other chanaes 

have tak~n place as >Ne I 1 .. ~ new rnayor was electe0, he 

consolidated the municioally sup=>orted welfare a~encies, and 

many of the federaly soo~s~red oroqrams which suooortea 

welfare agencies in kiverville have oeen cut at the Feder~l 

1eve1 .. Some of these oroblens of analysis could be siTiolitieo 

by contrasting Rivervi I le with a Ylihich has 

under9one similar chanqes. Such a~ analysis encounters otner 

proble1'1s. For instc:ince, 

administrat;on of welfare in f-~iverv111e and 

might not be due simoly to Ufv1JS, t1u t 

bet~een 

the other 

the 

(' ; t y 

t o s o n1 P. o t h e r 

uncontrol'led factor such as the nature of the local ec~no11v or 

attitudes of key agency staff. 

The kind of analysis em~loyed here is much weaker. Since 

we studied only Riverville at one Point in time, we have hao 

to use the project documents a,d staff attitudes as a oaseline 

for comparison .. l n is analysis th lJ s sutfers fr O!T1 a Ke Y 

structural weakness: tor amoiti~us orojects l i k e JVlIS, t r·1 e 

initial hopes often exceed tne act~al gains. In ad0it1'.Jn, the 

qoals oublicized to a wijer ~uolic strpss the ideals rather 

than the difficulties i n ad'Tlinistrative anj D81itical 



imolementation which are facerl by tne associated staff. Thus, 

the actual delivery often ~~Pears less than the proTiise. The 

reader ShoulJ oear these caveats in ~ind ~hi le consiaerinu 

this analysis. 

The UMlS project docuTients l3,4,l~,21J reoort a set of 

r1esion qoals Which 3re supoosed to helo i~crease the 

"effective delivery of community s~rvices". They articulate 

some of the themes which a~oear in this reoort. These qoals 

include: 

1 .. Provide baseli~~ 

oeople 
information auout the neeJs ot 

2 .. Provide for and mon1t~r tne s~~uencinq or scheduling 
of (social) services :>n a, oroerlv oasis 

3 .. TracK individuals a~d families throuqh th~ service 
system to insure ·they rece1ved services as ~1 anned .. 

~ .. Provide information f:>r 11anape11ent decisions about 
tne amount of services iidividuals and fami I ie~ have 
received an:i the1 r ::lr:>qress in oreakino out of the 
cycle ot poverty. l~4J 

5. t.l im1nate dupl i:ate rec::>r:is (1\JSJ 

6 • 1 n c r e a s P. t t1 e c o ri t r o I :) v e r w e l f a r e f u n d s I \J o J 

7 .. Automate follow-unto k~e:> oeoole tram "9ett1·'l~ lost" 

8. Evaluete the social servi:e oro~rams C12J 

9. Eliminate duoli::ate servi::es L$J .. 
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Unfortu~ately, l was undble tJ locate any strt1f reoorts 

whjch descrioe tne state of affairs in each of tnese areas 

Prior to u~Ht> .. 1\10 r C OU l j I l~cate an articulation of t hf' 

specif;c levels of achieve11e11t to which the Llf"'10 staff could 

or shoulj asoire. for example, ~ne ~11ht e)(pect t 0 f i n (1 a 

oaper-flow analysis wh1ch ~jentified a specific 1oac1 ot 

duplicate oaoerwork .. Or, one 11i~ht exoect an account ot how 

Programs are currently P.valuated and how particular kinds of 

new infor~ation might alter the criteria used or the style of 

using them .. The aose~ce ot such soecif1c goals cha,~es th~ 

meanin~ of these the~es .. lt makes the~ more of a rhetorical 

rallying point than a statement of expected perfor~ance .. 

point will be elaborated i~ the .co~cludinq section • 

r h ; s 

. A. ~hi ch a9encies use U~JS 

A~oroximately 150 a~encies are listeo in 3 printed 

catalogue ot agencies to ~hich cl1ents who aooroach a 

Rivervi I le neighborhood servi:e center 

aooly. 

u\11 IS. 

These agencies oarticio3te at 

tor assistance may 

(jitferent leivels in 



Severa 1 ~ agencies are 0 f,J1 I y o"'l" J vt I S .. r ~le y use the 

1ntake for rn tor their clients aid re;iularly receive Vdrious 

ma n a g e rn e n t r e p o r t s f r o 'TI J 1"1 I S o 1 a r e ~ u I a r o a s i s .. 

within the city Human Services) eoart~~nt are in this cl~s~, 

anrl they may be viewecJ as the orimary or~ani zat i on.3 I 

henef~ciaries of U~IS .. Anot11er 2'J aqenc1es are "partially 0n 11 

UM 1 S .. T h e s e a ·~ e n c i e s lj o n o t u s e t h e U 111 1 S 1 n t a k e f o r 11 t o r d l 1 

their clients, nut they 1o coo~erate with the ne1ghoornooo 

service centers DY retur'lin~1 a"'l "oJtreacn form" .-Jhic11 is sent 

to each a~ency to which a clie1t is referred. In return these 

Agencies receive some stati~tic:d reoorts descrioin~ the 

clients referred to them by the neigho~rhooo service centers. 

Some agencies are "riot '.'.>n" JMIS. fnese aqencies ~1 I I not 

routinely fi I l out the "~utreach to rm" usej oy the 

neighborhoo1j service centers .. exarnole, the Stat~ 

Department of Public Nelfara ~hie~ receives aorrox~Tiately 20~ 

of the referrals made by the ~ei~hborhood serv1ce centers 

doesn't participate ,J iv) I S .. In addition, the county 

Ueoart~ent of rlealth which also re:eives a substantial nurnoer 

of referr~ls also refuses to oartcioate in UMIS. joth these 

agencies have their own auto11ated information systems a11d 

apoarently gain little or no ajoit1onal inform3tion ot soec~~l 

* T h e o f f i c i a 1 U .'111 I S r e P o r t s 1 l s t .5 ') a q P. n c i e s a s " f u I I y 

qarticioatinq." However, 11ost of these were ourea.Jswithin the 
Rivervi lle Uepartment of Human ~esources which Nere once 
inde~endent agencies. Sorne ot the statt in these nureaus 
resented this record Kee~inq oractice wnich made J~lS look 
f'T"ore h;ghly utilizeo at th~ exoerise of a unified dene>t3tion of 
the municipal agencies. 
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value from the UMIS project. 

further, some a;1ency 'TIRna'.Jers are u11\..Ji 11 inq to invest the 

necessr.try staf t t i rn e to harvest A cro~ of U~IS reoorts. 

Accord i n a to the di rector of t he n e i :J ho or ho o :1 s er vi c e : enters , 

"If an aqency doesn't neej the information to justify 
what they're doing or perha:>s they don't have to justi ty 
what they're ·doino, then they d~n't have any need for 
the kina ot information I need ..... lne kinds ot a~e~cies 

that have to have some kinJ of justiticati~n are 
primarily those that are soendinq the t~xoayer's 

dollar." 
.3mal I orivate agencies seem unattracteo to tJ1"1lS.. \Jne 

municioal manager co~mented, 

" '"1 a n y :> e o o I e c o n s i d e r t h e c '.) m o u t e r a o o v e t h e m , a " o r a i n 

center" or sonethin~ .... ~ot simoly an accou~t1no 
aoparatus. It frightens :>eoole. it fri~ntens smaller 
aqencies because they're ~perated oY volunteers. lhey 
o f t e n o o n ' t h a v e a I o t o f s k ; 1 l e C1 p e o I.) l e 0 n t h e i r' 
staffs. lney aonrt have the time, they feel, to 
comolete the oaperwork." 

In addition, small agen:i es usual I y serve many, :>ossioly 

several hundred oeoole a year. For th i s size of client 

oooulations, manual record keepinq syste~s may be quite 

aoequate. 

finally, some·aqencies are not actively involved ·~ i th 

U"H S si nee they receive ~o referrals fro~ the ne.iqhoorhooa 

serv;ce center. For exa11ple, the Jewish ~) e 1 fare Fe:Jeration 

handles social i '"'I a relatively aff lue~t Jewish 

co11munity of approximately 2000 peoole. l"here 

syna1ogues in Rivervil le, and the Jewish com~unity is~ rather 

closely I< n i t qroup. For exaTIPlP., the Je..visn tJe I fare 

F e cj e r a t i o n supports s i l( peo::>le l n it hAS 



reqularly travels to the major aoancies 3na collects these 

forms for keypunchin~. Since so~e aqencies, such ~s tne State 

l)enartrnent of ~uhl ic vvel tare, refuse to f i I l out the ~ut reacn 

torf'll, clients reterreri to thern dre tollowecl up by telP.::>hone .. 

Each agency worKer who ~r~vides a service (e.1 .. rn e di ca I 

ex arn, counseling, travel .... J to 3 client is suo~osed to fi l 1 

out~ "wor1<.er cont~ct card" ..vhich lists 

number, worker lu ""IUnber, -=tn·j 3 cude for the service 

rendered .. lh1s provides tne priTiary d~ta source t~r 

t h e c 1 i e n t " s s u h s e q u e n t a c t i v ; t y t i, r o u ·1 h U M l ;:) .. 

In orinciple, each client shoul~ oe tracked fron the time 

he enters one of the aqencies "fully on" U1v'i1S throuqh the time 

he no longer needs publicly sJp~orted soci31 services .. Jn 

that case, U~IS could ~ocunent si<~letal profiles of each 

client who has cont1nuin1 co,t3ct ~ith the public agencies in 

Riverville. 

incomplete .. 

l n. fact, the tracking and f:>llowuo are 

~hen a oerson seeks e~erqency aid, al members of the 

h o u s e h a 1 (j a r e e n t e r e d i n e 'Tl ~ r g en c y s t a t u s .. fhus, 1 t a hea"1 ot 

household needs emerqency ~eji:al :are which she or he cun not 

atford 3nd is el;gible for, all the children are c~ls:'.' liste(j 

in "emer~ency level I" .. After the me~ical care i s D r o v i ,.1 e ~'l , 

the head of household is listed as havinq co~sJ~ed the 

relevant services. 

update :j .. 

~ut the recoras of the dependents 3re not 
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The J~l~ staff is aware of this Problem which drises from 

the recorrlke~oinq conventi~ns anj 3~ency fol low-uo pro:eaures .. 

However, it is important to note tnat this problem C'.)'Tl~licates 

any evaluatjon ot U~lS ef fectjveness bHSej uoo~ countinq 

incJivi1uals 1n various levP.ls service over various per1ods cf 

time .. 

U t h e r p e o p 1 e rn a y b e " 1 o s t " t h r o u ·=l h t h e i r o w n o e s i r e s o r 

through bureaucratic whimsey. 3o~e oeoole acceot energency aio 

and don't return for further assistance .. Th~y may not need or 

want further ass1stance .. A:~ain, the1r flles on lJVllS areri't 

updated with their intentions, nee.is, or wants .. 

Some peoole are "lost" Decause of the fol lowuo :Jolicies 

of the ne1ghnorhood service centers. An P.xar1ole i s 

illustrated oy the follo,.iinq c3se: a fa·111 I y was referrel1 t 0 

t he A A A a q enc y for em er :) enc y n s s i s t a r1 c e w i t h ho us 1 r1 1, an (J day 

care .. This agency js su~portej by a church ,:~n j serves a 

distict ~H~oq r aph 1 c region ~f aooJt lj square blocks. i.i.. t the 

t;me the fami.ly was reterreci t:> AAA., it l iv ea i n t h i s we 1 l 

defined area .. However, the AAA a~ency was at1le to find 

suitable housing tor the nF?ejy f3rni ly outsioe of t n i s area .. 

After the family was relocated, i t returner:J to the t~AA 

case~orker w1th whom it had ~evelo~ed some raoport t~r furthPr 

assistance .. He couldn"'t ::> r :) v i d ~ i t s i n c e t h e f a n1 i I y w a s n o 

longer livinq in the area served oy the AAA aoency. ."ih en he 

atte'Tloterj to qet ;}riot her referral for tnen the 

n e i q h lJ o r h o o d s e r v i c e c ~ n t e r , h e v11 a s t o I d t. h a t s i n c e t ~1 ~ f a . n 1 1 y 
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was heloed by a community agen:y, they .,.;ere satisfied th3t the 

c a s e 11v ,3 s o e i r1 y h a n ,::i I e d a ""I (j w o u 1 cj ~ ' t t i n d a n e w r' ~ f e r r a I .. r h e 

case w_,s " o u t o t t h e 1 r h :i n i s .. 11 A t t t-1 e t ; •n e o f rn y v i s i t , t h i s 

farnilv was still returning t::J the !\AA ~qency and the1r 8llyht 

was unresolved., 1 am not sur'?. hOrJ common such cases are, out 

t h P. i r o c c u r r e n c e c o n t o u n j s t h e c £l s e t r ~ c 1c: i n q u t i I i t Y o f J ·.-1 1 S .. 

UvtIS was develooed priTlarily as an aio ir1 wel tdre 

aa~inistration and man~qement. Ea:h aqency which oarticio~tes 

in U~lS receives a bundle of m~nthly reoorts which i~clu~e: 

2.· 

The tot.31 nurnoer ot servi:es orovi0ed t>v 
that month plus the y~ar•to·a~tP. totals; 

the aqency 

8reakoowns of the client 
servi~e bY race, a~e, 

income, geographic 3rea, 

population receiving each 
sex, e~ployment, s~urce of 

and nu~ber 1n househ~lo. 

3. A breakdown of services provided by each case ~or~er 

in tne agency. It inclJdes the worker's ID nurnher, 
the total numoer of clients served that month, the 
total nwnber ot ne1V clie1ts, and the total nJ"Tluer of 
each service or~vided by tne worker. 

Most of these reports provide new ~ata or old Jata rnore 

svstematical.ly than w3s availaole or•ior to dMJS. Many 

Americ3n welfare agencies hand tallies SPot 

surveys t o a c c o u n t t o r t h e i r rn·o n t h l y c a s e 1 o .::J d s a " o v e> I u ,.1 e o f 

sPecif ic services nrovided. v~nile it is possible in orinciole 

to ~anu~lly produce the k 1 1 rj o f d a t a vJ h i c n i s 3 v a i l a o I P. i n 

these reoorts, it would cons~me a I a r q e n u .11 b e r of :::lerical 



hours staff to ~rovide it for e~c~ aoencv on a relular oasis. 

Few agencies ran afford to releqate much statf ti np t 0 such 

"intell;:Jence Dathering" o:->erat i ::ms .. Thus lJ IV!} ~ ::::> r ~vi lj es the 

aq~ncy heads that receive these reports ...; i t h a k 1 n .'i 0 t 

information that was def ac!_Q unavai I able i n sucn a 

comprehensive TI<3nner .. l ,, ad'.iition, some of tnese re.:>orts are 

formatted so tnat they can bP ea s i I y incorporated into the 

monthly reoorts that aqencies ~hjci receive federal fu~ds send 

the i r soonsors .. Prior to U~I5, several clerks sµent three to 

four days oer ~onth si~ply c~l lating the minimal i ,.., f J r 11 a t , o n 

tor the requ1red reoorts .. the other hand, sin:e th~sP 

counts apoly only to those persoris who are entere.~ o~ u~Js, 

they do not provide complete statistics tor thjse aqencies 

which are "partially on" U·"1IS .. 

1. Decision-making 

During this site visit, l fou~rl one manager who uses UMIS 

reoorts to helo allocate scare! resources to tnose Tiost in 

need .. 

lhe Riverv~ l le Oepartnent of rluman Services 1ricludes a 

transportation division ~hie~ sh0ttles the poor fro~ home to 

various a;lenc1es (e .. g .. , a hospital) .. E:r.tch trin is rec?rjec.1 as 

a unit of service orovided to the client. une report rece l veo 

by the :Ji rector of tr3nsportati:>n i s a cross to::> ot h; s 

rn i n i b u s e s r1 e s t i n a t i o n s ~ y t ti e n u rn :J e r o t p P u o I f~ 1 n r:> .1 c ri f A rn 1 I v 



income level who travelled there i11 the orPvious rn~nth .. Since 

transDortation r e s o u r c e s a r e I i Tl i t e cj , h e u s e s t h a t t a ::) u I a t i o n 

to i1entitv those destinatio,s most t requent 1 y 

the Poorest clients .. L.lients in a day in aavance to 

request a trip, anJ as the minibuses dre comnitte0, thP clerks 

b e c o rn e rn o r e s e 1 e c t i v ~ i n a I 1 o -tJ i ri q n e w r 1 ,::1 e r s • .£\p~arent I y t hP 

listino of destinat1ons ~Y the inc~rne ~roup served µrovi~es ~n 

important criterion tor ci e c i d i n ~ w h i c n trips reouests the 

agency wil honor. 

2 .. ~orkload ~onitorino 

lhe heao of each agency wnich is oarticipati'"'lq i n UMTS 

receives the 111ontnly worklo3d statist1cs which were rnentionpd 

above. In one of the neiqhh~r~ood serv1ce c~nters, the 

caseloads A: of each co .. rnsell:>r r.1e re ooste·'J i n '.)nc:- of the 

corridors, outside the strean of DJblic traffic. 

In addition, these reoorts are passed on to the 

of each of the nei]hborhoo1 service centers. AccorainJ to one 

center di rector, 

" T h e r e po r t s a r e a ' m a n a g e rn e n t a a o a r a· t u s " • c a n 
determine ~hat's avera~e fJr workers. Anrl r can see i 1 
each counsellor is do1,q his share. lf so11e8ne's 
~orkloarl is very lo~, I l~ok into 1t to see it they ~ere 

on vacation or jf they haj so~e other responsioi Ii ties. 
And it generates g::>od healthy co11oetition .. l ..voulcJ 

~ Since eacn counsellor can label hislh~r activities w1th a 
variety of service codes(e .. ~ .. coJnsel ling, referral, 1ntaker 
etc) tnat .11ay require different arn.:>unts of time 3n:J effort, 
equal work is not reflected in siTiply Providing a gre~t'?r total 
number of services. 
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Prefer that the competitio"'l oe on services, 
usually takes place Or\ clierits (seen) .. " 

t. Utility of 0Ml~ to :ase~orkers 

i t 

Durinq my site visit in Riverville, the case..Jorkers l 

interviewed were primarily situated in Private a~encies .. In 

P r i n c i p 1 e t h e y c a n a c c e s s a : 1 i e , t "' s f i 1 e f r o m U '"I I S o y c a l l i n q 

the U~lS office. lhe clerks ~ho 3re resoonsjole for entering 

rjata also resoond to such tele:::>hon~ inquiries. In tact , ; t 

seems that such inquiries are infreouent. Agencies w~ich are 

"oartii-111y on .. UMlS rnai"'ltai"'l their own records, 

their own intake forms .. A ,, cJ t h e "" o r k d o n e b v t ti e s t a f t o f 

various agencies is sutticie"'ltly s~ecialized that the skeletAI 

details i n the client record are largely worthless tor 

day•to•day use. t:.ach record of a service renciered just 

the service, e.g .. , cou,sel 1 i ,,g, senior service aroup 

activity,etc. A caseworker t 0 know the focus 

outcome of the counselling sessio, or the nature of the qrouo 

activity. rhis information is best ootained from the c 1 i er" t 

directly. 



f. Issues jn Decision-nakin~ 

1. Data Accuracy 

T h e h e a ·J o f o n e d g e ,, c y "" h i c h i s " o a r t i a I I y o n '' U -.1 J S w a s 

esoecially concerned about the in~ccuracy of some of tne o~ta 

she received. Several days ~rior to my visit she receiveo a 

referral for an /~FDC family with an unemployei head of 

household that was reported to be rpceivinq an 'b 1 1 , 4 0 1J per 

,inco'fle ! ! ln addit;on, she :lai11ed that on one :Jccas1on her 

staff ~orkload forTI listed n~r typist a s p e r t t.' r n1 i n -1 sevP.ral 

intake sessions .. When sne checkej the source of that reoort, 

she found th~t one of the st3ff at the nei~hhorn~oj service 

center was rushed to out a set ot contact f ~r~s and 

simply fillerJ in a randoll set ::>f wcirker numli~rs 

the reoorts 1n. 

j us t to get 

1 have no way of knowin~ ho~ :o~~on or excectio~al these 

two i11cidences are .. In a syste~ of this sort with ~o routine 

a u (j i t i n g o r o c e d u r e s , i t w o u i j r") o t o e u n r e a s o n a b I e t o r S - 1 ~) In 0 t 

the data entere~ to soTte error LN~J. f his excludes a 

larger sourc~ of error due to peoJlesp chanqes of ad~jress, 

financial status, etc .. , l"lhich 11ay ~o unrePorte11 an:1 ;,..1n~h4n::ie<1 .. 

According to the UM1S staff, there i s some ~:ro~lern i n 

qettin::i ant1 keepin-J skilled an:J trained Odta eritry clerks .. 

S i n c e t h e LIM 1 t> f u n d i n g i s " s :> f t "· a " a a b o u t t o e x o 1 r e , s t a f 1 e r s 

who are seeKing mnre secure positions are leav~~g w~en they 

can .. lhis turno~er coul1 ~xaceroate the nroolems ~f 

thc:tt the .Jata entered into UllllS is CO!T10IP.tely dccurate .. 



In the lates bO's a~d early 7J's, clerical the 

neiqhborh~od service centers use a to train unskillecJ 

workers in typing skills .. At that ti·11e, data entry was usro 

as a ground anc1 when :IPrKs OP.Cnrne ski J JpJ, otner 

SOU~.Jh t tor thern .. trn:> I oy i n.::.1 r~sioents i ri jobs werP. 

community a c t 1 o n p r o g r a TI s w a s o n e e f t 17! c t i v e w P. l t a r e r e f o r rn c1 f 

the 60's wnich was manjated for certain federal or~qraTis such 

as ~odel Cities l22J. Jn ~iverville, ironically, the use of 

UMIS as a training med1un coTioroTiised the 

(unknown 

conflict 

fr3ction) 

between 

of 

a 

the :lie"'lt data. 

P:lPUlist reforrr1 

administrative reforrn strate;wl16J. 

accuracy 

strateqy 

(Jccasional ly, somP. :ase workers wi 11 notice that 

not receivinq adeouat.e cre·ii t for th~i r case I oa-js .. 

an 

they're 

I t t n e y 

atte:npt to rectify their rec:>r:is, they sometimes learn that 

they were miscodin~ tne1r co~t~ct :ards or not suo~1ttinq tn~m 

Properly. 

correcte-J. 

Un these unconmon occasions, some ~rronous iata 

Un the otner hand, one mana~er commented, 

1 s 

"when VtJe h3(j a manual system, ,Je h3d to rely uoon or 

oeoole to maintain and col late their own records. I t 's 11 a rd 

to see h0~ returning to that state of affairs w~u l :j oe ~n 

improvement." 

Agencies which do nJt repJrt their workloads tor ~ rn 0 n t ~, 

or two orovide a second systenati: source of inaccurate data .. 

Jn this case, client recor'.is are Ii ke I y to ne , '1C::>'n::>l ete .. 

A g e n c i e s w h i c h a r e " o a r t i a 1 1 y o n " J '"1 l S a n d o u t s i ;j e t h e c o n t r o l 



of city hall occas1onally ~Jlace tillin:::i out the u"1.lS reo::irt s 

as a low oriorlty activ1ty ~hen they4're short ot statf:i11., 

m u n ; c i o a 1 1 y s u p o r t e d a q e ri c i e s , t h e J 1v1 .I ~:> s t a t t h a v e s J r1 e c l o u t 

i n get tin~ comp I 1ance c1ue to their suPPort fro'll city h.~11 .. 

Hut relations with other aqen:ies are more delicate since 

t h e i r Pa r t i c i pa t i on i s ::> p t i ::> n a l a 1 i:J t h e c om ,n i t rn P. n t o t s o me i s 

nroblernatic. In such s1 tuat i ~)ns, the Uf·H :J staff have t 0 

encourage qoodwi I 1 since threateni19 to withrlr~w servi:e ~ouln 

undermine the deve1ooment of a ":oTioreher1sive" syste11 .. Since 

different agencies have tail~d t::> reoort tne;r activities on 

occasion over the last several years, the r:Jata has "qaos" 

which ~ould at least diminish its ~ti litv for stuavin~ certain 

welfare Programs in Kiverville~ 

Collecting accurate and relevant data 1s a ;Jroblen f 0 r 

any recordkeepiny svstem. JMlS rney support a more accurate 

recorcikeeoi nq system tor i t s users i n H1v~rville. 

Unfortunately, i t "'s almost i11possinle to docu!Tlent the 

imorovement. 

* The UMlS staff and dgency :aseworKers work w1th different 
incentives and preferences. ~or the U~lS staf t, coTiolete ana 
timely intorrriation is the basis ::>f the1r "producti:Jn." Jn 
contrast, many caseworkers w:.>uld rather work direct 1 v wi tn a 
client to helo solve his im~ediate oroblerns rather tha1 s~end 
time t;lling out forms that have a less tangible con~e:t1on to 
the clients concerns. 



b. Federal auoiting 

One oy·proauct of U~lS is a set 0 t ·no n t h 1 y s ..; 11 ·11 a r i e s 

which is used by the t1Jm3n Servi:es Ueoart'nent in >«1vervi 1 le 

for their routine reoorts to HE.w .. I n , t 

t h a t HE. rJ a u d 1 t o r s p t a c e no r e c r e j e n c e on '' r J a t a w h 1 c h c ::> rn P. s o l 1 t 

ot a computer" than in hand tallie-J counts .. The j; re: tor of 

the deoartment of transportation described the chanqe: 

"Before, when we hand t311ied the nu·11t)er of trios 

provided 

f iqures. 

the auditors t a c l t l y ·a s s u m e d t n a t w e i n f I ~ t e rj t h e 

Now, when I show then ~Y cornouter-basea co~nts we 

s t -3 r t o u r d i s c u s s i o n. s b y u s i ...., q rri y j a t a a s a o a s e I i n e • " 

We have heard of sini tar ~references of rl~w auditors for 

"data which c ornes out of A corn:::>uter" in other sites le.g., 

South City Oeoartment of Health) a~d find it a bit 

since hand tallied data COTIDUter t a I I i e d d a t a 11 d y t' e 

similarly accurate or su~Ject to error .. However, i t leads 

managers who deal ~ith the federal auditors to ~refer their 

reporting systems since they ap::>arently Dain credence bY 

simoly usinq computer technolo:1Y ;., ttieir work [ciJ. 

v lI .. 

U~IS is used on a requl3r oasis 

service c~nters and neiqhborhood 

Riverville. I t orovides skC?letal 

OY the of 

several agencies 

i n f o r ir a t i o n a :::> o iJ t 

the 

, n 



clierit 

system .. 

whose recorcjs are e11terej in the aut~rriated inf:>rnat ion 

l t seems to cut juol1cate records oetween the 

neiqhhorhood service ce1ters since three of the~ have on-line 

access to the UMI~ files .. t ri e caseworl<:ers i n the 

vari~us 

records 

serv i ce-µrovi oi n·:l :.igen.:1es rn~intain o v e r I a o c, i n -.i 

since the recorde0 i n laCk.5 

sufficient detdi l for rlay to aay w~rk. 

I di dn .. t observe much cor-diaence Placed ; n the 

case-fol 1 owi nq caoabilities Tney ten\J to 

emohasize the management 

attitu1es towards UMIS. 

reo:-)rts .. Aqency heads vary in the i r 

For exaT10Je, one found them useful to 

help focus his resources on a reJular basis. Another claimed 

that he qot "ol I the usaole Tia1a:~e11ent infor'n(jtion" he neecied .. 

The heaa of the third agency w3S concernea aoout the accuracy 

of the data appearing 

~uch util;ty for them. 

in the U"11S reoorts .:-~nr1 11dn"t claim 

U~IS does automate the orintirig ot an "outreach form" ano 

in orinciple thi's shoulj su:>p::>rt extensive f0I low-u::>s on each 

case. However, since at le<3st 2~% of the clients reterrej oy 

the neiqhborhood service ce~ters are sent to aqenc1es which 

w o n " t f i I 1 o u t t 11 e t o r ,, s , f o I I o w ... u ~ r e •-1 u 1 r e s more i'JO r k 

less cornolete results in practice than 1n princiole. 

nei9hborhood service C9nters ooer.:3te vV i t h The 

inteF'ltion ot serving :::>oo r, "11u It i-orot> I e'T1 11 ta ·TI i I i es .. 

t h E' 

The 

farni ly oroti les in U\1JS can 'Je use'J to 1naicate tne h'.)useriol<J 

inco~e of oeoole receivi,g various services. The Jistri:)utiori 



of serv1ces to various f~m1 lies 1 s .=--t I so recor·ierl 

Alth0UJh t h i s latter intorm3tio, woul~ aooear 

assessi h;1 "mu It i-pror)l ern" tani I y n~eds, ; l 

aggregated or sought .. 

i s 110 t 

i1 u~·'lS .. 

helotul in 

currently 

Given some of the recor::i keepi n:J an.'J to I I ow u:) :Jr~cedures 

listed above, i t is hard to evaluate the impact of J~l3 ano 

the ~eighoorhood service centers DY uncritical use ot the 

recordeo information. In acldition, some clients may be "lost" 

by their own desire or by ooor tol low-uo procec)ures oy the 

service center staff in ~ way that no comput~r maq1c can 

assuage. 

ln orinciole, UMIS i s sJpoosed to h~lp evalu~te tne 

; n effectiveness of various social service or~qrans 

Kiverville. 

activity. 

At best, evaluatiig s~cial servicP.s is a triCkV 

In practice, the data recorded abaut various 

clients and agencies on JMIS may be of limited utility in such 

evaluations. lt does not ap:>ear t 0 

intention of recoraing eval~dtion-related i nforrnnt i o:i .. lhe 

way i n which clients' final st3tus i s variously recoroecJ 

confounds the use of the rout11ely kept data as wel I. 

U~lS does 1nclude recorjs of 42,000 cl1ents .-Jh:> a;:,plied 

for welfare-based aid sin:e 1411. Jf these, aoprox1~ately 

13,000 are still active. 

straight.. 

It prooaolv helos ke~p the recor~s 



IJ·"lIS does not suooort oi 11 i nq oP.r uni t of service nor 

does i t support any for~ of cost accountin~. t\ special l1n~ 

;tern hudqet is run monthly f')r the oublic are 

"fully on" UMl~, but this oud:Jet Joes n:')t a~near to De I inkf•d 

to service delivery in a'ly soe:ial way .. Thus, the th ;:it 

I J M I S w o u 1 · j h e I p p r o v ; ·j e s ~ e : i a I 1 n t o r ··n a t i o n t o h e 1 o c o n t. r o I 

welfare costs see~s unrealized at tnis time .. 

These ooservAtions are ~iased by the few exam:::>les ot UMJS 

use that l s a w o r h e a r ~1 ~ f d u r i n q rn y v 1 s i t s t o I-< i v e r v ; l l e .. 

Unfortun3tely, there is no syste~atic 0ata on U~lS' :::>at terns 

of use anrl performance which provide a context a~ainst which 

to assess the reoresentativeness of the oat terns l 

encountered .. In th i s stu.1y l w3s probinu to learn :Joth thP 

common oatterns and limitations ot U~lS' use .. lhe sar1al1nq ot 

respondents in the 

make ~Y estimate of 

speculative .. 

There i s simply 

accuracy of records, 

followup, n umr>e r of 

i mpl ementat ion .. At 

tw' day visit was sufficiently s~arse to 

what i s ::: omrnon or rare so11ewnat 

no :'.)ase l i rie information aoout 

a m o u '"'I t o f ~J u o I 1 c a t i o n , c o m a 1 e t e n e s s o t 

"I OS t" cliP.nts, etc .. , 

oest, O'"le :an stucjy 

prior 

t re n ;J s 

t 0 

i n 

i t s 

such 

indicators since U~lS was im~lemented in !9/1 .. The aosence of 

such oaseline data haTipers the Ll~JS staff's eval0ation of 

their own work and contr1butio, .. ln our research rarelv 

fl nd recor0s of the sort l aTI al Juning to here. i:-ut none cit 

the other information systems /'Je have studied have i'lclu0ec1 ~n 



Pa ~e -~ 1 

evaluation ot the1r util1ty 3S a serious and torrnal ~o31 .. 

A. ~isperceotio~ of cJm~utinq and the concept 0 f 

"system" 

i s a novel syst€TI and 1ts i ri p 1 e 1n e n t rt t i o n 

intended to exolore the ~ossible sJpcort that it could orovirle 

to a set of neighborhood I ~ centers ::i l s o r ,~ a n i z F> o 

~rray of social agencies. L" v e t r i e r.i to se1.>.Jrate the 

functions of UMIS from the var1o~s aqency or~ctices. 

however in so~e of the JMlS documents [J2,2Ul an1j i n 

disc1;ssions w i th the U~lS st~ft, U~lS and the orqanizational 

arrangements for providing so:1al services are contoundeu. 

For examole, clients ~re spoken of as being fol loweJ uo "t)y 

the systern". I he I) at a ,·!Ji r 1 a ;)p 1 1 cat i on b r i e f l 1 2 J , des c r i bes a 

"human services delivery systeTI"(H:)DSJ wf1ich 1ncluJes Jotn tr.e 

autorn8ted informat1on syst ern ano the o r .la n i z a t 1 o n a 1 

~rrangements it 5upoorts. l rn J l i c i t 1 y t h e l r) a t n ~"J i r' I ) c o ·n p u t e r 

,i s P r o v i d e (j w i t h the oest attribvtes of hot h .. 1 s 

described in part as: 

1. "A system to s111pl i fy the deli very ot serv1 ces to the 
client" 

2 .. "A recordkeeoin~ system that reduces 
efforts ot particip~tinJ agencies" 

"A system that ;., nany casPs 
systematically eliTli"'lates the c<1usP 
deoendency" 

the clerical 

attAC'<S anu 
ot a :)erson's 



4 .. "A means of critical self-evaluation :>rovi,Jed by 
manaaement reports, both quantit~t;ve ancl 
.qualitat1ve, to ena::>l~.BqenciP.S to Hriorove the1r Ov·H1 

ettectiveness" 112,p .. 4) 

T h 1 s p o r t r a 1. t d e o i c t s t h e c ::> m :::> u t e r :_~ s a " w e I f a r P. Tl d c h l n e '' 

a recor1•keeoing device wh1:h helos r~ise the expectatjons of 

the naive and may even blur the oerceotions of the stat f who 

exoound the rhetoric of "systeTI" .. Une aqency hea~ seem~o 

utterly disi I lusioned by the discreoancy between t ne vision 

o r o m i s e rl b y t n e L> a t a ~ i r I o r J m :> t e r s a n d t r1 e a c t u a 1 i n f :> r ·n d t 1 o n 

system in use today .. D a t a 1~ i r 1 t I e l'J s o rn ~ c i t y s t a t t to an 

insura~ce comoany o u t s i ·j ~ o t 1J a s h i n q t on t o c 11 s p l a y a :1 v a n c e d 

automation 1n use .. "They oainte1 ~ r P. a 1 oream ...Jorl 1 which 

they saiJ could be ours" she r?C~)l lects somewhat wistfully 

A second 1c:ind of misoerception is exemplified ny the 

r>hrase "a 1 1 usable mana<Jernent inforrn?tion" [~J .. 1 t1 e h e n ;j o f 

one agency that was "fully on" U'"llS descrioe0 the reoorts ne 

~o,.;ever, given the gap bet~een the 

k i n d s o f i n t o r rn a t i on r o u t i n e I y p r o j u c e d b y U ~ l S ~ n :i t t-i e k i rid 

of cost accounting that miqht assist financial control, it is 

at best a ~isleading slo~an .. 

1 n an o t her cont ex t , t n i s s a TI e :nan d q Pr re rn ark e :~, 

"The computer won"t snow ho,.; well 
how effective a orogra~ is exceot 
served) .. " 

a Joo is nein~ jo~e or 
in nullloers (of oeoDl e 



H. Pro~otion of UMl~ 

~hen UMlS was first µro~osej in the early /O's, J at u ""~ i r I 

p r o m o t e d U r"1 l S a m o n q t n e c i t ...; s t a f f w h o w e r· e r e s o o ,.., s i b I e f o r 

Providin::;i social services .. 1 t heloeil sell an electronic 

utooia that would diminish the proolems ot fami I ies on wPl fare 

in Riverville .. 

LI ~ 1 S i s t n e f i r s t f u I l y o ::> e r <3 t 1 o n a I a u t o rr1 a t e d i ,.., f o r rn a t i o n 

referral system i n the j. s .. vvhen the DroJect was 

initiated, none of the actors could oe sure exactly what 

outcomes to expect. G e n e r a 1 l y , t h e a r,j v o c a t e s e x o e c t e d U "1 l .~) t · o 

help streamline the administration of the ~ii verse ot 

welfare oroqrams in t~ivervillP.. dy alluding to a 0a:ka;_p~ of 

olausaole oenefits, they hoped to caoture the 1magin~tion, 

enthusiasm, and suoport of key staff in various aqPncies. And 

they were acting in a settin:J rJhere some oro:>heci~s c~uld ne 

self-fultillinq .. lhe rnore a~e,cies that tu I 1 y part 1 c i :-, at e :J 1 n 

UMIS, the greater the coTiprehe1siveness ~net accur3cy 0 f the 

data collected, and the ~reater the overal I utility of the 

adrninistrative tool. 

The real imoact of JMIS has been less than what WAS 

promised. 1t does see~ to provid~ useful inform?tion for so~~ 

aqency heacJs, dnd maintain many of the routine r~c:Jr:Js 1<eat by 

the neighbornood service centers. dut th1s ~unoane suooort of 

recordkee~ing was ~uch less tnan what was oromisec. 



Accor~inq to the JMIS ~n rector, 

Data~i rl said we were i n 1970 .. 

article aooears which descrioes JMl~. 

i->aqe S!J 

"11Je aren't where 

~very now 3nj then a new 

~ome ot the fig~res are 

update1, out it's the sa~e story. ~e jon't know who l~itiates 

them, out the story doesn't chan1e. And we're not there yet." 

Unfortunately, '' t h e s t o r y " glosses the o::>erational 

settinq of the welfare a~encies in RivPrville .. nh 1 le 

duolicate application forms are eliminated tor a~.iencies "fully 

on" U "1 IS, each 

.. ~hi 1£~ 

agency 

these 

maintains its own case tile for e~ch 

client. separate t i l es duolic3te some 

informatio"' few agencies are ~ill1nq to place. SlJCh jat~ which 

they cons 1 der "persona 1 and '.)riv i I ego 1.J" into a TIOre OUt)lic 

s~ttin? where they can no lo~ger control access .. 

Secondly, 

administrative 

manv o111el fare agencies ooerate undpr 

teoer~l orocedures t ti at are initiated oy 

funding .. For example, AFDC ao:)licrnts h'3ve to be re-examined 

for elig;bility every six Tioriths .. These "re-cieter'TI1riations" 

absoro clerical staff time wtiich IJ1"1lS ccrn harilv etfP.ct.. 

After all, a "re-determinatio1" 1nvolves check1nq \-Jhetrier the 

current 1 i fe situation of a client (fami Iv) the 

recorded rlata which were oriq1'"lally used to rleterTiine d 

client's el1;Jibility .. Cha"'lges i n te~Jeral :Jui de I ines 

c o n c e r n i n ~ t n e f r e q u e n c y o r d e t a l l o t s u c h '' r e ... c1 e t e r ·n i ., a t i o n s " 

would have more impact on the clerical ~·ork I oa:i of tftose 

caseworkers who do such ~ork as woul·l f:)ny vari~t1o"I 1n tfte 

rlesL~n of UM 1 S .. II 1 h~ st::>ry" s lJ ch sources () f 



oaperwork or p a p e r w o r k r e l i e 1 t. n a t i n t l u e n c e t r1 e w ::; r k. 1 o a · i o t 

dn a~ency, but are outsiJe its control l19J. 

II the s t o r y " of increasen 3 d 'T1 i ~1 i s t r a t 1 v e 

efficiency is unlinked t~ any specjfic o~rforrnance q~als. For 

e x a m o 1 e , t h e p n r a s e " e 1 1 111 i n a t e du;)licatP rec or :J s" c~ulo he 

equa 1 I y we l I satisfied bv a 1% reduction as wel I as ~Y a 9kt 

rerluction. i\Jone of the jocurnents, let alone v e 11 t~ or 

apolication or1efs or npwsoa::>er st')ries, provide some soecitic 

index of improvement. however, their idealistic t')ne i iT•P l i E" S 

kinj of "total etfic1ency 11
• ~ho can (or wants to) Achieve 

such a qoal'/ without specific oertorrr1ance qoals, "s~ccess" or 

"failure" is in the eye ~f the behJJ:-jer. 

Similarly, 11 eli.minatinq dJpli::ate services" corirnuni cat ~s 

an image of ideal efficiency. '( e t i t ,· s n o t c 1 e a r w n a t s u c h a 

phrase really implies,. For ex a TIP I e, rn~ny aqencies 

"inforlflation and reterral" services. Suoerficially, each sucn 

aqency is duolicatin~ the ~ork of ~ther agencies. 're t 

agencies cater to speclfic clienteles, such 

ch;l'iren or the elderlv. Soec1aliled know I i::-qe 

the needs of such 

"super-a:Jency". from 

qrou~s 1 s 

th i s 

n a r cJ to 

ot view, 

as run,, 1111 av 

perti11ent to 

i n one 

ao::>arent Iv 

"duplicate services" shouldn't be consol1dated witnout careful 

an~lysis of the service, t~ whoTI i t ; s the 

effectiveness of a "centralized" a I ternat i ve. ln tact, the 

orimarv reduction ot l1UplicAti:)n in ~~1verville seeTls t 0 CO'PE' 

f r 0 rn ; 11 De r s 0 n ~ I s e r v ; c e s s u c h a s a : c 0 u n t i n r~ r) n d t r :" n s D ~ r t d t ; {) n 



bein~ shared by the aqen:ies withi~ tne city's ue~artTient of 

Human Services .. However, tnat :onsolioation was oart of an 

a d rn i n i s t r a t i v e s t r a t e q y r a t h e r t h a 1 a t> y - p r o j u c t o f ,J \1 l S .. 

Unti I "the story" is criange•J t 0 include t '1 e actual 

interplay between d d3tabase of skeletal rec'.)r:is and the 

recorokeeoing oractices of various weltare a~~encies, it"s nard 

to see how LJMlS coul-J ever 'live up to its own oress .. 

0~1S has oeen evaluated i n ter71s ot the s i ,, i I a r i t i e s 

between ororn1se, descriotio..,, and jel1v~ry .. 

admi ni strati on i s a ourden to place on 

information system .. C u r r e n t 1 y , t h e b e n e f i t s o f U r,.1 l S i n c l u d e : 

1 .. 

2 .. 

A single intake f0rn for the 4U 
"fully on"i 

agencies ..Jhich 

·"lonthly statist1cal sJm11aries ot client prot1les 
agency workloads for nana~ers; 

are 

3. A client-track~nq systen that records the agency to 
which a person has ::leen reterreci, whether he ne has 
oeen accepte1, anj the cateqory ot serv1celsJ 
orovicied. 

These features of ::>r~vide :Jirect ben P. tits to a 

majority of Human Serv1ce Jivision clients who neej not +ill 

out ounlicate application forms, to ag~ncy hea(js who save 

clerical worK ; n rout1ne reports, anj to 

neighborhood service center caseworkers who dre fol lowinq UP 

clients .. 



I 
lJ t n e r i mp a c t s o f J(M l S a r e s 1 rn J 1 y u n c 1 e a r .. F- o r e x a 11 P l e , 

I 

s t a n d a r d i z i n si t n e " u n i It s o t s e r v i c e " w a s i n t r o du c e a t ~ r e n '] P r 
i 

t h e r e c o r d k e e p i n g .'Tl o r e Im e a n i n q f u l .. Y et , we don't I< 101'11 f 0r 

examole, whether anrl [ how t Ii e '.:1Ualitv of counsellinJ n21s 

chan~ed after its for~al recorj n~s been stanuardizej. :_It Fie r 

imoacts, such as e l i m i n a t i 11 :J c1 .JP I 1 c a t e 

special and Fine! ly, some :ienefits 

'3ttributed to LJMIS, such as elininat1nq (juulicAte services, 

seem actual 1 y to accrue t 0 t~e adrn; ni strati ve strate:-Jy of 

con so 1 i dating disparate agencies '3 nu c e 11 t r a 1 i z ; n ~ the i r 

suoport functions such as accoJnti~g, ~lann1nq, anj oersonnel. 

Like any compl icatecJ technical sys t e ii i n a 

complex or q an i z at 1 on a I frame w ::> r k·, U 1"l I 0 1 s n el the r pert e ct nor 

flawless .. Since some agencies don't wish to partici~ate, 

"integration of servi:es" i s i n c o 'n o I e t e .. i s 

inaccurate. And cli~nts rnay still oe "lost" tnrouoh tneir own 

des i re or the ne9l igence of a casework":'r. l n t a c t , t n e 1 J ,\1 T S 

oroject has increased the co~rji~ation between the agencies 

that participate. The available d3ta ~~Y oe rnor~ accurate now 

th~n ;n 1969, and tewer clierits 11ay oe l~st throu<='h ne;Jliq~nrP 

or confusion. Unto rt u, ate I y, t h ~re 1 s no ha r r.1 rJ c=t t a :) n w h i c ri 

which to base such a con:lusio,. 

The LJ~l~ staff encoJnterej sever~! critical in 

rj e v e 1 0 0 i n g the i r automated ~ i j and '...lettinq d variety ot 

agencies to adopt it. 11-iese issues incluJe: 



L. i\genc1es with their ::>wn autoination or little neea 
for trequent reoorti'"lq ana ne11o;~rao11ic a'"lalyses l\/ere 
unwi I linq to oarticipate in U~lS; 

Contioentiality of detailed case reoorts or1 

1 o w e r s t h e u t i 1 1 t y ::> f LI 'v11 3 t o c a s e w 0 r K e r s .. 

County ana state welfare age~cies are relucta'"lt 

clients 

join 

UM l S .. ~ h i I e t h e p r o j e c t s t a f t i s 1 e q o t 1 ct t 1 n J s o ·n e cl r r , ) n ~ e 11 e n t 

with the county l>epartrre"'lt of --ieellth, they Deli eve t h flt t h P. 

~iverville office of the State Jeoart:nent of f--'uo·11c V'~eltare 

won't oart1cipate without "a oecision in trie state C3Dit,~J .. " 

The state welfare offices ~aintain their own ~utom~ted system, 

their own reportin.J conventions, a'"'ld their 0wn protocols .. i-or 

the Riverville otfice to jo1ri JMlS, it would have to duolicate 

some of its own record-keeoi~g, ~e:::>art t~e conventions 

acceoter) by the otrier stat~ offices, or the entire StAte 

Uepartment of Puolic Ne If 3re woul a have to anoot 

conventions .. ii~ i th 0 u t sorne extra:>rdinary incentives, none of 

these alternatives should ao:::>ear ~ t t r ·~ c t i v e t 0 th~ state 

Adrni ni st rators. Oernanos recor0-keeoiny ef fic1ency 1 n 

Rivervil le Propagate across the state. 

Since most medium-sized ~,a lar~e A~er1can cities Are 

serviced by a variety ;)f :>uolic a:-1encies with conflictinq 

jur1sdict1ona1 respons i oi It i es, 1111ould exoect 

tensions to emer;Je i n atte11pts at "serv1ces inte~rat ion" 

through automatin~ we I tare referral systems. Sy· Ste r11 S 

advocates usually view su::h conflicts dS oetty 0ure~ucratic 

conventions that i moe<Je s y s t e 11 ... "' 1 (j e efficiencies (1~,1!jJ,. 



However, sue ti percePti::>ns are SUDPorte'"i ::JY C,~rpful 

rinalyses to show that the or:)o'.')sed iritorrnation syste11 ,'\Ii I l t P. 

efficient, let alon~ effective, tor al I the oartiPs co1c~rned. 

I n I~ i v e r v i I I e , 'Tl u c h o t t h e " i 1 t e :J r a t o n " a n d " r e 'J u : t i o n , n 

auolication" i n wel tare were by - pro t1 u c ts of a o 11 i n i st rat 1 v e 

strategies of consol idatin~ 3qen:ies and centr3lizin~ support 

functions lt\J6J., And the co~mit11ent of so~e of the oart1cioants 

was occasion<il ly reintorced ::>y "levera:1e" from city hnl 1.. ln 

this setting, 1ntormation unc'.')uplecJ w 1 th adri1 ni strati ve 

authority is a weak inte~ratJr indeerl. Jn the oth~r h(lnd, 1 t 

does suoport the management ot the that we re 

administratively linked. 

The current version of JMJS Provides a flow of 11anaqement 

reoorts. Complete case :>rofiles, 1Vhicr1 11ioht be of dtil1tv to 

caseworkers, are f e 1 t to oe conf 1dent;a1 (an '.j soace 

consuming) to place on 11ne{\l7J,. Consequent Iv, whi I e tl-ie 

counsellors an~ casework~rs feed U~JS with outreach tor~s and 

worker contact cards, they get little back. Lonvers~ I y, the 

mana~ers harvest the cro~ of reports I/'/ i t h relativelv l i t t 1 e 

eftort. fhis places n ~jisoro::>ortionate tiuraen on lawer level 

staff who thus tend to view the system less favoraolv than the 

managers .. 

In a~dition, there ~ere major gaos oetween the 

expectations co'Tlmunic.atecJ i n the 

stories, an~ the kinrls of oenefit5 

Produce. 

docunents 

; t co u I ,J, i n 

; Jea 1 i ze(j 



l n t h e 1 a s t s e c t i n n , 'i'J e 1 i e s c r i b e rj h o w t h e g o a I s c o u I d n o t 

be met ;n Practice. HowevPro they SPrved, in part, 35 a neans 

for ~ooi Ii zing several diverse c~nstituenc1es .. fhe ~o;)r 

often t3lack) were con:erned witn qettino oetter service and 

cutting costs throuqn 

"efficient" ooerations .. Tnese SJTiewhat confl1ctin~ :oncerns 

were both catered to in the variJus cl~i~s ma0e on oeha It ot 

LJMIS .. 

Nevertheless, withi~ the JMlS trarnework,. the fol lowinq 

orooosals would help enhan:e i t s utillty to the us i nq 

agencies: 

1. A combination of recorj-keeoinq conve,tions ano 

2 .. 

3 .. 

referral pol icy wtii:h .31 lows tor the variety of 
non-idealized ways in whi:h clients may no longer he 
tracked; 

Evaluation strate~ies 

analyses of data st~red 
d1 fterent outco11es; 

whicn 
,, ~ case 

relate aarticular 
f o I 1 o w i 11 q s y s t err, t o 

S t a t i s t i c s (j e s c r i o i 1 9 t Ii e nee (j s ~ x ~' r ~ s s P. o b y 3 n .i t h e 
variety of services provide 1::l to vAr;ous cl;ent 
groups .. 

~uch of this reoort has focussed uuon the social ~elt~re 

system ; n t~ i v e r v i I I e • l n a t t em o t i n r.l t o c I a r 1 t v w h a t k i n (j s o t 

administrative supoort one :o,.Jlj exoect f rorn an automated 

information ano referral system, we had to Jescr1be the 

environment in which it is use:j. A. s c oy-oroduct, nave 

seen t h ~ t U 1"1 l ~ i s 1 a r q e I y d e c :J u ::> l e o f r o ·n t h P. ri i r e c t o r o v i s 1 0 ~ 

ot welfare services .. .~ i t h c 1 e ~ r ti 1 n ci s 1 ~' h t , t n i s i s v.,e 

shoulo nave exoected .. td t er a 1 I , 11.Je;.;, I a n ·n i n i s t r M t l v t:~ 
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Practices can, channel the maximum available resources to the 

wrogra·n clients. l f those resources 

insuffic~ent or legislateo t~ oe unavai I able 

are 

to 

themselves 

8articular 

qrouos in need, the locus ::>f l'"lcreas;ng effect1venes is no 

longer simply efficient a)•nin1strntion .. l h i c; 

rninirnize the 1rnportance ::>f skilled ad11in1str3t.ors .. 

qiven a oart1cular set ot reso.Jrces, an a]ency that 

channel them well can certai1ly hurt its ouul1c .. 

i s not to 

A t t er <i I 1 , 

to 

In the U .. S .. , ""el fare ap::>licants have often been vievve:i nS 

ooor in soirit we I l as JO or i n do I I a rs or ski l I s .. lhus 

t h r o u g h t h e b 0 " s a n c; 7 0 " s , w h i 1 e t h e total cost of welfare 

soared in urban centers, tne allocations to in,Jivi-juals or 

fa~i lies remained meaqer. I n 3 t i n e o f ,.., i q h u n e rn p I o y ~ e n t , t h e 

most efficient scheme for referrinq dDPlicants t:::> :iooi1 Job 

traininq oro~rdms is bound t~ fail it there are fe~ jo~s to he 

had tor the proqra~ ~radJates. tf~ h i I e administrators ana 

caseworkers do have so~e control over the 9enerosity of ~rAnts 

or informing only selectej :lie'its ot their eli~i:)ility tor 

oarticular programs, these se e'Tl to be "sec:)nJ oruer" 

ef fee ts l9J. Si nee the avai I aoi 1 i ty ot external resources ancJ 

quidelines tor their distribJtion are more likely to influence 

the effectiveness of than adTiin1strat1ve 

.j i s c re t i on, they are bes t v 1 ~wed as oar t o t t he ~cl ·n i ~ i s t r -:i t ors 

aiven environment. For these reasons, ~e have avoi~ed 1 ink1ng 

the effectiveness of rlelfare pro~ra~s ln ~ivervi I le w i th the 

effectiveness of Fr:')m this oersoective, IJ""iS see11s to 

suoport a ;riore informed r1ana~e"flerit in so:ne of the city welfare 
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aqencies, t)ut any oroader intlJence is simply proble11atic .. 



lX .. FOOTNfJTES 

N 1 .. I n a d d i t ; o n , b o t h t h e c u r r e n t d 1 r e c t o r o f J M 1 S ~ ri ~j t1 i s 
predecessor provic1erl hel:>LJl cornnents on an ~arl 1er ::iraft of 
this reoort .. 

N 2 .. A v a r i a n t o f t h ; s '5 y s t e 1n w h i c h ~ '1 I y is 
maintained oy the U~lS staff for several 

is batch 
counties 

svstpm 
surro..Jnlii nq 

Riverville.. lo avoid contusi:)n, that ...io""l't ne 
elaborated in th1s report .. 

N 3.. tJ at a ·/IJ i r I i s t he o s e u do ;i y 11 ::> t a ·11 a j or American :ornPuter 
manufacturer and software ve;idor .. 

''J 4 .. " r h e e )( p r e s s e d d e s i r e o f t h e a :-1 e n c i e s p .:;i r t i : 1 :> a t i n q i n 
tne neighborhood service ~rograTI 1n Rivervi I le for the 
develooment of an informatio;i system. An uroent and often 
exoressed need of all oartic~patin~ ne1ghborhooi service 
orogra~ agencies ~as for ~p- to-date informatio~ on the 
services they were renderin1 anj the needs ot the Peoole thev 
served. Moreover, a1e~cies w~nted to pl~n ana schedule 
additional services ~here there ~as a ae~onstfated neerl. 
Otners :Jesired to relate thP.ir ettorts more closely w1th 
similar a~encies 1n terms ot service .. ~inal Jy, 31 I a-.:wncies 
agreed they neederl hard jata aoout the future a1recti~n they 
should go and how they shouf j ~13n to oroviue for the ~eerls of 
p e n p 1 e i n t h e n e i g h b o r h o o d s e r v i c e p r o r~ r a m a r e a " l 1~ , :_) .. S I 

At a conference devoted to ~utoTiated support tor service 
inteqration, the first JMIS :jirector remarked ("'ithout 
soecific reference to f-<iverville): 11 trarlitionally ano in the 
absence of objective data conmunitv wi~e plannin~ ana 
evaluation has been oerforTiej Jn1er the ~ost deoil1tating nt 
c i r c um... s t an c e s • ;;; po t s u r v e y s , u n j o c u 11 e n t e tJ 1 n f o r TI a t i ::> n , t a s K 

force effort, and com~unity s~okesmen with imoliei oackinq 
h a v e b e e n t o o o r o rn i n e n t i n t h e p 1 a ., n i n n o t c o m rn lJ n i t y s e r v i c e s .. 
A coTiouterized management information system is a neerl?J tool 
in every community of the Unitea States .. " [':),o.J:>J 

" t y p i c a I 1 y , s o c 1 a 1 a n d ti e a l t t1 s e r v i c e n g e n c i ~ s o o e r a t e 
indeoendently of one an~ther, often keeoing duplicate recorjs 
on the sarne oeoole ..... " L12;5,o .. 7J; 

"rnany of the computerize:i systems today :..'l1ve nothin:1 
worker at the point ~t c:>nta:t with the client ..... 
where th~ systerr. must be~in 11 [',,,p.l?J 

to th~ 

Jhdt is 
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