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ISRAEL PAC.KEL
Attorney General
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OFFICE OF THE ATTORNEY GENERAL
DIVISION OF CONSUMER AFPAIRS JOEL WEISGBERG
23A. South Third Street Director
Harrisburg, Peansylvania 17101 -

May 6, 1974 '

MR. GBRALD M., CROAN,
Evaluation Plannexr
Evaluation and Monitoring Unit
Governor's Justice Commission
P.0. Box 1167
Harrisburg, PA 17120 , s
| P RS e BE =
RE: #ipal Bvaluaticn Brnart on Bureau,

of Consumer. “LOLL”Llun Projects._ —~(ﬂ/ﬂf:u
D5-370-73A, DS-308-728, DS-401-72R [ ALA, »
DS-402~72A by I.S.I.S. MR

Rt SSNISIVAY

Dear Mr. Croan:

Thank you for the opportunity to comment on the
Evaluzation Regorit listed above. We have reviewed the report
carefully and f£ind that it is comprehensive and factually accurate.

We strongly agrec with the recommendation that salaries for
attorneys and 1nwequgaLr“" should be increased. The Governor's
Office of Adminictration is presently reviewing attorney salaxies
statewide anﬂ w2 are hopeful that this leads to an improvement
in the salsxy zituation. We have reguested a number of position
rgclas>3Fchp_ons for investigators and will continue to do so
vhere warranted,

with the recomuendation that the .
We would like for the recoxrd, therefore,

asure that notification that our Consuner )
ould not be refunded was given to us

We certainly agree
four programs be continued.
to note cur displc
Education program
prior consulca
be made to di
views of rvepre

without
tic:. We certainly suggest that no decision should
continue any program before at least hearing the
sentatives of that procram.

L

(L ul “)

With reference to the suggestion for provisional approval
of our Strike Ioxce programs, as the report indicates, an Atteorncy
has now Lo2en hircd., We balieve h L vere he to be interviewed by

LS g
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MR. GERALD M. CROAN -2~ May 6, 1974

I.5s.I.S., all doubts about the effectiveness of this program
in the next program year would be dispelled.

We have no areas of disagreement with the report. Our
one comment in this area is that we would hope that future
statistical samples would be large enough so that the results
would be based on more than 45 interviews, but we appreciate the

reasons for the limited semple the first time this sample technique
was used.

We would,of course, be happy to meet with you as you

suggest.
Very truly yours,
Jogdl Weisbelg, ﬁ~¥ector
Bureau of Consumer Protection
JW/rc

cc: Robert Olson



INSTITUTE FOR THE STUDY OF INQUIRING SYSTEMS
3508 MARKET STREET PHILADELPHIA, PA, 19104 {215) 386-2186

mpril 17, 1974

Ms. Chris Fossett

Evaluation Management Unit
Governor's Justice Cormission
Box 1167

Harrisburg, Penna. 16508

Dear Chris:

BEnclosed are final evaluatlion reports on the four Division of Consumer Fraud
projects funded by LEZA. These are:

D8-370-73A Cunswmuer Fraud Sirike Forcoe
DS-398-72A Consumer Education
DS-401-72A Consumar Fraud Litigation
DS-402~72N Consumcr Bducation Low Income

General Proaram Commentary

Wnile it is fairly easy to make evaluations of each of the four projects
which ISIS has studied, it is difficult to do so entirely independently of
the entlire program of the Bureau of Consumer Protection which contains
project teams which we have not evaluated, and are only peripherally
acguainted with. It is even difficult to evaluate these four projects
independent of each other, they intermesh, and the success of one effects
the success of other.

Background

As stated in our interim rerort dated Junuary 15th, the Bureau of Consumer
Protection has evolved under Weissberg and Sand to be one of the outstanding -
state agencies of its tvpe in the nation. The caliber and effectiveness of

its employees is . hign (Rohert Nicholas, the Attorney in Charge of the

Philadelphia office was nanad one of the 74 outstanding young men of 1974

by Fhilacdelphia Magazine), morale is generally high and on most nationally
published statistics, the Pennsylvania Bureau rates veory well.

2
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Management

Our position has nol changed with regard to the caliber of management. Top
management is conpetent, aggressive and dedicated. We have seen the tean
which they have developed grow in cohesiveness and effectiveness over the

year, for the most part their employees wvork very hard and are well suited
for their jobs.

Problems

The personnel-salary problem continuves and turnover would be very high were
it not for the leadership of Sand and Weissberg. Pennsylvania salaries are
below the national median for both attorneys and investigators and until
they are raised the spector at least of high turnover will continue to exist.

Emphasis
LEPAASAS

In our interim report, we commented that we felt that there was a greater
emphasis on problems of individual complairants vs. policy and wajor lawsuits.
We felt this humanly quite understandable but not strategically desirable.

Ve have discussed this with Sand and Welissbaerg and have somewhat altered our
own view. We feel, but cannot document, that they have switched their
emphasis. A minor disagreement remains and will be discugsed with them -

but it is minor. The new management information system developed with Mike
sand will make the problems of strategic decisions easier to solve.

Contributions of the Evaluator

¥We have felt from the beginning that we have had two major functions:

An zuditing one - to find out, bluntly, whether the group being
evaluated warc competent, honest and spending the public% money
in a proper and wise way. HKssentially this was an adversarial
pogition.

It was fairly obvious following our initial studies that these
criteria were being met.

Secondly, a consulting function - we have probed for weaknesses
in sysctem, weaknesses in porsonnel, difficultics, mistakes which
were obvious to an cutside consultant but hard to sec fxom the
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inside, ete. When these were discovered, they were discussed with Sand
and Weissberg and for the most part resolved to everyone's satisfaction.
We helped to develop a computerized information system which should be
helpful in making strategic decisions and in backing the routine progress
of programs. Mr. Sand tells us that we have been helpful and we are
pleased that he thinks so.

Recommendations

Our recommendation is that the four programs be continued. For three of
these programs our recommendation is without gualification.

For the fourth (Strike Force), our recommendation is provisional - the
strike force has not met its stated aims and goals, and is not likely to
this year. The problem from the beginning has beenthe lack of a strong lead
attorney. We are uncertain as to whether or not given the salary ranges
permitted, such an attorney can be found. Ueissberg and Sand are more
optimistic and because their judgement on other matters seems very good, we
are willing to make a recommendation for refunding, but should vast improve-
ment not be evidenced in the year to come, we feel that the project should
be discontinued. As this is being written, we have learned that an attorney
has been hired and has begun work. : 2

Compariscn With Other Stotes

Our literzture search yvielded the following facts: from the period fiscal
1271~-72-73, the Pennsylvania Bureau of Consumer Fraud was the fastest growing
in the nation both 1n terms of budget qnq worx leoad. 1971-72's budget was

$388,500. 1972-73's budget was 81,3 46. However, staff salaries still
fall below the median for cthew states. Pennsylvania pays a range for
attorneys of $12,700 to $17,115/yr. vs. medians of $13,000 to $21,000 for all
other states combined. Pennsylvania is second in the nation in terms of work
processed, it is excecdsd in its 25,000 complaints per year by only New York's
36,000.

On most other neasurable criteria, Pennsylvania ranked in the top 2 or 3
states. :

Poll of Cewplailnants

As a part of our effort to evaluate each of the programs as one piece of
a whole, we conducted a telephone survey of a randomly selected group of
individuals that brought cumplaints to the Philadelphia office of the BCP.
The survey is flawed hut informative. The results follow:
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Survey‘Results and Analysis

The initial purpose of this exercise was to survey a randomly selected group

of consumers who had used the services of the Bureau of Consumer Protection.
Tn selecting our sample, no outcome criteria were used; that is we ignored

any notion of "success" or "failure" and any comment by the Bureau perscnnel

as to whether or not a given case was hopeless, how difficult the complain-
ant himself was, or what the nature of the situation was. If an individual
brought a complaint to the Bureau which was considered a bona fide consumer
complaint and was so recorded, we were equally as likely to draw him as any
other. . .

The problem seemed fairly straight-forward, however, some interesting
results emerged.

Our sample was 133 cases dravn from the Philadelphia office. We assumed that
we would end uo with 100 successful telephone interviews. Ve wvere given first
initials, last names and addresses. We first looked up telephone numbers for

these cases by first initial, last name and address. Where this was not
available we checked by last name only and address, a situation that might
be useful when a wife complained (but thea telephone listing was in her.
husband's name). Where this was not useful we called information. Upon
completion of this project, we went to Bernard C. Meltzexr, head of the
Planning Cormission of the City of Philadelphia and probably the City's
leading real estate appraiser and asked him to sort the addresses of the
names intc five categories:

1. Ghetto or Slum

2. Woxking Class Neighborhoed
3. Middle Class Neighborhood
4, Upper Class Neighborhood
5. Questionable

The Philadelphia Group, ISIS' sister company does considerable real estate
consulting and confirmed in general Meltzexr's categorie
out as follows:

Total Drawn A 133
out of State 15
Unlisted Numbers 24
No Phone 39
Intervicws Attempted 55
Parties reached by 3rd call 47
Interviews successfully completed 45

L o

5. The sample worked

Ms. C. Fossett
Page 5
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Of the 39 "no phone' cases,

L4

64% were in Ghetto or Slum areas

22% were in working class areas

10% were in middle class areas ,
4% were in upper class areas

4% were in unclassifiable areas

which was approximately the result which the BCP personnel predicted (there
would of course have been a certain experimental error - J. Smith coculd well
have been missed in the second telephone number search vhen we were seeking
only "Smith" at a given address), Of the nurbers we were able to either
locate or identify as private,

25% were in Ghetto ox Slum areas
30% were in working class areas
21% were in middle class areas
19% were in upper class areas

5% could not be certain

A population which is s

gnificantly different than those whose telephone
numbers could be locate r

at least identified.

Oy -

We discussed these re
Chairman of Oxford ¥i
to low inceome individ

ults with the BCP personnel and with haron Gold,
p., who hag 40 years of experience making loans

s. MNeither was surprised at the distripution and
both stated that it was cormon practice among the poor to list their
telephone numbers under an assumed name (vhich has the same affect as an
unlisted number without the additional cost) and among the very roor to have
no telephcne at all. W can then state that the “customers" of the BCP,
the Philadelivhia office are distributed,
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dP oP
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Ghetto or Slum areas

working class areas

middle class areas

upper class areas

areas that are hard to classify
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and further that the average customer of the BCP is 7 1/2 times as likely
to have no phone as the averaye resident of Philadelphia and 3 times rore
likely to have an unlisted number.

Clecarly, the BCP ig reaciing the hidden poor extremely effectively. In a
field where a major prcehlem is in sinply communicating with those popula-
ticns which are nost preyed upon, they are obviously doing an extremely
good job.
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The results of the survey itself are impossible to apply meaningful
statistics to. They are summarized on the sample questionnaire appended
to this report. In general, hnwever:

. SAMPLE INTERVIEW QUéSTIONNAIRE WITH SURVEY RESULTS

Good afternoon/evening.

of The Philadelphia Group.

DATE

(PERCENTAGE OF RESPONDENTS)
CONSUMER F'RAUD STUDY

My name is

We have peen asked by the Commonwealth

of Pennsylvania to aid them in their evaluation of the Bureau of

Consumer Protection's handling of consumer complaints.

62% of the people interviewed felt that the BCP really cared and tried
to help

36% felt that the BCP was very quick to serve them, however,

45% felt that their complaint was never taken care of properly

42% vwere very satisfied with the results

42% were very dissatisfied.

. Seventy-five percent of the people who came to the BCP were either referred A“,
N by friends (42%) or learned of the BCP through newspapers or magazines (32%).

Good marks both for the Bureau's reputation and for the consumer education

group. ‘

Heasures of internal consistency were not taken due to extreme sample bias

(we could only reach those individuals with listed phones), however, ths

fact that 62 of our interviewees felt that the BCP "really cared and

tri scems the most significant fact to emerge. In general, people -
who got rcxmbursed (for whatever reason) tended to be “very satisfied", d B.
people who did not get reimbursed (again without refercnce to cause) tended \

not to be at all satisfied.

We were also hamperced in our analysis by lack' of comparative data. So
far as we can tell our polling procedure is unique. The following loose
conclusions can be drawn:

@ The BCP is reaching a greater pasrcentage of
the poor than either we or they thought
initially.

© The people who come to them with complaints,
generally feel that the BCP cares about then
and tries to help.

o Newspapers and magazines are the best sources
of publicity (in addition to word-of-mouth).

The survey in gencral secems to confirm our conclusion, based on field data
that the BCP is utilizing the public's monev well.

Sincexrgly,
//

=
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(WRITE CODE OF TYPE OF CASE

BELOW)
CQODE:

I understand that (READ SEASON ON SAMPLE SHEET) the Bureau of
Consumer Protection handled a complaint from you.
Yes (SKIP TO QUESTION 1)

__No (CONTINUE)

Have you ever heard of the Bureau of Consumer Protection?
Yes (TERMINATE)

No (TERIINATE)

What was the nature of the complaint?

SERVICE. THE PROBLEM WITH THE PRODUCT OR
WHAT RESPONDENT DID TO GET SATISFACTION)

(PROBE AS TO PRODUCT OR
SERVICE,




2. Would you say the Bureau (READ LIST)

" Really cared and tried to help you
Was very enthusiastic at first,
. but became less interested
as time went by

Was not at all interested in
your problem

62%

27%

11%

——

3. Do you feel the Bureau's handling of your complaint (READ LIST)

Was very quick 36%
Was fairly quick 12%
Took a long time 7%
Was never taken care cof properly 45%
4. How satisfied were you with the results. Would you say ... (READ LIST)
l
Very satisfied 42%
- Sonewhat satisfied 12%
Not too satisfied 5%
Not at all satisfied 42%
i
5. Lastly, how did you first learn of the Bureau of Consumer Protection?
Television ) 16%
Radio 2%
Friends/Relative 425
Newspapers, Mags, 33%
\ Billboaxds 0

Other, Specify 7

RECORD TELEPHONE NUMBER

THANKS AND TERMINATEL

LOW INCOME UNITS

SECTION I. EXECUTIVE SUMMARY

The poor and particularly those of the poor whd belong to minority groups
have been the special victims of fraudulent business practices. In addition
they present the particular problem that they are inclined not to trust the
system and therefore be slower to use the facilities created to help them by
government on all levels. Thus, the present dilemma, that they are especially
likely to be victims and are especially difficult to reach.

This project constituted an outreach program by the Bureau of Consumer
Protection toward exactly these groups. Three offices, Pittsburgh, Allegheny
County ard Lehigh Valley were staffed using LEAR funds. Initially we were
inclined to believe that the goals while properly chosen were overly ambitious.

Clearly the project has been an almost ungualified success., There has been a
lack of activity in the Allegheny County office which we understand and which
we feel is being worked on aggressively by all parties involved. 1In general
the project has far exceeded the goals set for it.

We recommend that this project be refunded and we feel that the overall
cause of bringing consumer protection to the poor in the State of Pennsylvania
will be badly damaged if it is not.
”””””” PROSECT ACTIVITIES
1. Evaluate Original Goals - the original goals cf this project are as
follows:

Consumer Complaints  Investigated . 4000
Consumer Complaint Files Closed 3500
Hearings Held 125

Subpoenas Issued 100

Money Saved Consumers $100,000

Legal Actions Filed 25

Legal Actions Coupleted 20

Voluntary Compliance 6 .
Court Ordered Civil Penalties $50,000
Court Ordered Restitution $50,000

The problem this project was designed to alleviate was that of the
exzploitation of the poor by the unscrupulous trade practices of
merchants and others. The problem is perhaps endcnic to our system

and will exist so long as poverty does; the practices are very wide
spread and such large nunbers of both the poor and the merchants who
prey on them are involved thalt no swenping single solution is practically
possible. The purpose of this program is to areate a counter pressure
which will dcter dishonest operators.
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Project Activities ~ the activities of this particular project-are

confined to three offices--the Philadelphia office, the Allegheny County
office and the Lehigh Valley office. Essentially each has three general
functions: mediation, litigation and education. The educational activities
of the low income communities project are abetted by the efforts of the
educational project.

Mediation - each office receives consumer complaints from area residents,
Every complaint is investigated. Business men are asked in general to
respond to the complaint made by the consumer and oz aztempt is made to
mediate any differences. If the business man is not cooperative, he is
subpeoenaed. Pressure is put on every business man on whom a complaint
is issued to make a real attempt to mediate the problemn.

Litigation ~ cach office has an attorney who bfings lawsuits under the
Unfair Trade Practices and Consumer Protection law. The act provides
for fines for violation of injunctions.

Education - each of the three offices has contacts with a nunber of
groups which serve the low income community. Staff members speak
regularly at group mecetings and sponsor consumer educational seminars.
The groups assist in the wide distribution of consumer education material
and publicize the fact that the bureau is available for the handling of
consumer complaints. '

L
[

TION ITY. EVALUATION ACTIVITIES

We have conducted indepth interviews with all non-~clerical personnel
associated with this project. I reviewed thaelr qualifications, their
apparent understanding of the problams involved and thair general activity
level. They have visited cach branch office, reviewed records and record-
keeping procedures, and office routine. We have gathered a random sample
of individuals who have complained to the Dureau of Consumer Fraud and
interviewed as many of them as was allowed. We monitored progress
toward gualifiable goals and checked reported information against records.
The sample taking procedure above guarantees the reliability of the records.
Pelevant literature was also checked, provide national base line data
against which to compare the results per dollar spent of the Pennsylvania
Prograin.

The data used were the records of the branch offices themselves, the
records kept at the Harxisburg office of the Governor's Justice Commission,
and our own rxeliability sampling procedure described elsewhere in this
report. A major problem with the following was our inability to reach many
of the low income complainants due to their inaccessibility by telephone.

4. Scope and Feedback - Mr. Weishurg and Mr. Sand were caamunicated with
regulaxly and directly regarding our findings on this project. Personnel
capabilitiecs were commented on and there was substantial agreement os
between the evaluation and the projoect team as to the nature and solutions
of the problems invelved.

SECTION IV. PROJECT RESULTS AND ANALYSIS

l'

Project Results - (here we should note that one of the limitations of
the evaluation effort was the determination as belween who
was and.was not a low income complainant).

esults Anticipated ~ In general, even though the final annual figures

are not evailable the low income project succeeded far greater than the
initial projections anticipated. &As of the first six months 2,400

customer complaints were investigated and something under 2,000 were
closed, Regarding hearings held, suvbpoenas issucd,; monies saved consumers,
legal actions filed, legal actions completed and court ordered civil
penalties, the results for the first six months far exceed the anticipated
results for the entire yearx., In the area of legal actions filed, 15 had
been filed in the first six months vs. the gcal of 25 for the vear. There
was no court ordered restitution, as a change in'Pennsylvania law since

the writing of the origiral grant proposal has made such restitution illegal
However, the monies saved consumers ($100,000) which was anticipated
initially has been vastly exceeded in the first six months of the project.

These results are not however universal. The Hill District (Rllegheny

County) has had a much lower level of activity than anticipated. This is

due in large part apparently to the fact that the office was moved itc new

guarters in May of 1973. t is our opinion and that of the project staff

that the new and attractive building creates a barrier hetween the Govarnor's

ssion oifices and the low income area which it secxves.

..... ahle altevnatives snem ta he even lass attractive, for instance

nt office may ke more efficient but tha danver connected with

.

Justice Coruni

However awvail

h

a store frc noexr

such an office in a slun area makes it extrenely &ifficult to hire emplovees.
Some previously unstated but good results have come out of the Hill District
office. There were several appearances on local television shows, a column
appears regularly in & lecal Black newspaper, and the first litigation from
that cffice has aquady,begun. : ’

Factors which led to results other than those anticipated - Except for the
factors which are mentioned above ithe extreme energy ard competence of the
staff on all levels is probably tro createst single factor in the success

of this project. Roteble is the fact that the Allentown office because of
its population and because of the fact that it has been staffed in part by
people who are well known 'in the comsrunity, is quite successful in attracting
complainants.

SECTION V. FINDINGS AND RECOMMENDATIONS

1.

The project cbjectives were more than fulfilled.
As in other arcas coverad by this evaluaticen, the over all impact of
the project on the problem that it was intendcd to address is difficult

. to aggass, however 1t is very clcar that a great number of the poor have

been contacted and have brought theirx problems to the Governor's Justice
Commission.




Recommendations — the project objectives are both appropriate and practical.
The basic methods and approach used by the project to solve the problem is
extremely cffective, the project is well planned, staffed and administered.
Additional work is needed in the Pittsburgh Hill district but that has been
stated earlier in this report. , .

We very strongly recommend the project be continued and feel that if it

is not the cause of consumer fraud deterent in the State of Pennsyivania
will be sericusly set back,

-

CONSUMER EDUCATION

SECTION I. EXECUTIVE SUMMARY

The objective of the project was to provide backup for the other Bureau

of ConsUmexr Protection activities in the form of educational materials
distributed directly through the members of the Bureau of Consumer Protection,
through newspapers, television stations arnd radio staticns. It was felt

that a strong consuner education program is a necessary facet of an effec-
tive consumer fraud preventative matrix. It was felt that by publicizing

the activitiess of the Bureau's atterneys and the activities of the fraudulent
businessmen with whom they were engaged to the public erormous leverage would
be created both within the business community to eliminate fraudulent
practice and within the public at large to make such practices well known

and therefore effective. The project expected to sponsor in excess of 300
speeches and to distribute 2,000,000 pieces .of consumer protection literature.

The project has been an ungualified success. In very nearly each cf the
specifiic objectives the project exceeded its initial expectations. The

quality of the employees the Bureau was able to attract for this project
was very high and presented a good and effective halance of competences.

e recommend that this project be refunded in its current form for the
fiscal year to cone.

The purpose of the project was to: place in the hands of the Bureau of
Consumer Protection field staff, educational materials which would enable
them to increase their efiectiveness in contact with the public, ard to
jnercase the awareness of the public of fraudulent business practices through:

Newspaper
Television
Radio
Other
Envelope stuffers and bus placards.

.

The ultimate goal of this project was optimistically, to reach every Pennsyl-
vania conswtier. We guess that they could not succeed. Specifically they
wished for cvery major Pennsylvania newspaper, radio station and television
station to feature at least one consumer education message per week. 300
speeches were planned and 2,000,000 pieces of consumer protection literature
were to be distributed during the year.

The problem the project was designated to alleviate was that of ignorance on
the part of the consumer of the practices of fraudulent businessmen. Clearly
if each consumer were aware of such practices, it would be extremely difficult
for these practices to exist.
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The activities of the project to date have been the following:

A. Six bright blue and red transit cards offering advice on
fraudulent practices were placed on nearly 4500 buses, subways
and railway cars across Pennsylvania.

A caxd was sent té each of Pennsylvania's 300,000 welfare
recipients giving covsumer protection advice.

100,000 of each of 5 illustrated pamphlets were distributed.
A 30 and a 60 second television spot were produced.

In excess of 200 news releases will be issued this year and
a host of other consumer education materials summarized in

the table attached have been produced; these. exceed, in Jeneral
the goals set for this project.

SECTION III. EVALUATION ACTIVITIES

1.

Our evaluation activities have taken the following form:

A. We have reviewed all of the materials sent out by the Consumer
Education Group and given our comments to Mr. Sand who rassed
‘them on to the staff.

B. We have reviewed in depth the f£iles of the commiliee Lu duiérmine
the effective s of their record keeping procedures, follow up

ness
r

S ; i
mailings, accuracy of quarterly xeports, etc.

C. We have continuously reviewed the field staff of the Bureau of
Consumer Protection to determine their reaction to the effectiveness
of the bhackup given them by the educational groups.

AY

D. We have requested that staff of ISIS be alert for and report back on

write-ups, radic broadcasts, etc. noticed by them in the normal course

of their affairs.

E. We have interviewed the consumer education staff themselves concerning

their perception of their efforts, their hackground, their effective-
ness, ctec. '

F. We have revicwed all materials and news releases sent out by the
Burcau of Consumer Protection as they was received by us.

Once it was detcrmined that the files of the Consumer REducation staff
were reliable and accurately kept they formed the base for our evalua—
tion effort. The telephone survey outlined in this report was also
partially useful. A real limitation on our evaluation offort was our

inability to determine what the actual effect on consumers was. 2n expert

pancl or survey might have beoen useful but ocur bhudget simply would not
permit it. Another problem was our inebility to make a real quality

and quantity comparison between Pennsylvai sa and other states; where
we were able to do this Pennsylvania came out well.

With one exception, our comments and criticisms were minor in nature
and given continuously and verbally. The exception was that we felt
that materials sent directly to consumers or pPlaced in buses, etc.
should carry addresses and telephone numbers of the office of the
Burezu of Consumer Protection in the city in which they appecared.
We felt that this would enormously increase the effectiveness of such
materials. The Burcau of Conswner Protection staff agrees but feels
that the increase in cost and the necessary cut-backs, that it would
cause, makxe such a program unfeasible. The Program is effective
enough as it stands for us not to insist on our views.

SECTION IV. PRCJECT RESULTS AND ANALYSIS

1.

2.

See Chart A attached. '

Factors leading to results other than those anticipated - in general
4
[

of course, the project was more successful than we had originally

anticipated. The guality of work proeduced exceeded the expectations

.

and the quantity was very high. These results are due to these factors:

The personnel involved in the project: Dr. Kushner writes clearly and
well, his material is for the most part appropriate for its audience,
witty vhere that is appropriate and interesting. Ms. Sarvay has good
experience with all aspects of journalism and is able to write press
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releases wiich will be used. The artist chosen by then is extremely

good, his craracter, "Consumcr EG" has recaived wide spread favorakle
comment. An open eyed consumer brochure was featured in the NARG'S
Bouklel on State Programs for Consumer Protection.

The adninistirative structure of the project was important and is
discussed further in this report.

The consiciant flow of information to the Constmer Education staff
from the field and upper managenent was also important.

Project Imzect - it is impossible to determine what the impact of the
cation program has had on the reduction of consumer fraud
in the State of Fennsylvania. One notes howaver, the following points:

No materizl of any consequence existed prior to this program. All of
the literatuxe on the subject points to a real correlation between a
well cducated consumer population and a reduced rate of consumer fraud.

The nurlher of complaints researched by the Bureau of Consumer Protection
increased 5C% in the last year.

If one conceives that the consumer ecducation function is essentially
advertisirg the product of the Rurcau of Consumer Protection, the
exposvre they get per dollayr spent is probably 5 to 10 times that which

a commercizl ad agency might get - they have essentially no media costs.
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4. We are aware of no differing project activity which could have produced
the same result.

5. Most states who have effective consumer fraud programs have consumer
education programs as well. There are no comparative statistics of
effectiveness, although the literature often mentions the Pennsylvania
program favorably.

6. Ve have learned the following things from this brojéct:

1.

3.

The importance of bombarding the pubiic with a continuous flow
of coansumer literature.

Neighborhood groups tend to make wide use of attractive consumer
education materials. ’ :

Newspapers tend to make repeated use of the same article if it
is well written.

7. There were no unintended conse!uences of this project.
q proj

8, (See Proiect Impact)

SECTION V.  FINDINGS AND RECOMMENDATICHS

1. Findings and Conclusions

Q.

b.

The project surpassed the objective set for it.

The impact was considerable on the problem of consumer fraud.
It is difficult to measure. 33% of the customers of the Bureau
of Consumer Protection camwe hecause of newspaper articles. The
number of complaints received by the Bureau increased 50%, the
gquality and quantity of materials produced was very high. AllL
of these things seem clearly to be correlated.

The factors affecting the success of the project were:

1. The quality and balance of competences (a writer and a
~journalist) of the people hired.

2. The organizational structure used.

3. The répport and feedback between the Consumer Education staff
and other branches of the Bureau of Consumer Protection.

2. We recommend that this project be refunded for the next year in its
present form. :
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BUREAU OF CONSUMER PROTECTION ~ CONSUMER EDUCATION PUBLICATION PROJECTS

ITEM

Open-Lyed éonsumer
Open-Eyed Consumer Bookelt
Zook on Consumer Education
Consumer Ncws and Views
éress Rgleases

Pamphlets

Television

Radio
$

'Mass Transit Cards

Pamphlets Explaining Bureau
Function

Pamphlets Explaining Bureau
Function in Spanish

Consumer Index
‘Annual Report

Welfare Cards

EXPECTED NUMEER
NUMBER '

50,000

50,000

100,000 of ©

3 public service spots
to 30 TV stations

30 public service spots
to 200 radio stations

1,000

200,000

ACTUAL OR

- EXPECTED

70,000
70,000
Coming
20,000
250

100,000 of 5

2 spots to
30 stations

22 spots to
180 stations

4,100
200,000

10,000 .

- 40,000

November, 1973

1,000,000

DATE OF INITIAL
DISTRIBUTION

Monthly

January, 1974

Monthly
Daily

November, 1974 and
then bi-monthly

Novenmber, 1973 and
March, 1974

November, 1973 and
March, 1974

Decenber, 1973
August, 1973 and

periodically during y

March, 1974

January, 1974

Maxch, 1974
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EVALUATION FOR THE STRIKE fORCE PROGRAM . . SECTION IXII. EVALUATION ACTIVITIES

.

During the course of this evaluation, we have held extensive interviews

SECTION I. EXECUTIVE SUMMARY with all staff persons including top management associated with this project.
. ' We have held discussions with district attorneys and others who attended the

The strike force progrem is the single area project we've been asked to ) conference for District Attorneys which occurred in Harrisburg on November 15.

evaluate under an LEAA grant, where the Governor's Justice Commission . We attended the conference and discussed its probable effectiveness with

has not met or exceeded original expectations and goals; in our opinion it ‘ - district attorneys on the spot. We have reviewed the project files and

will not meet expected goals in this year. correspondence.

The single cause has been the inability to hire a competent lead attorney ) A major limitation which his existed in the evaluaticn efforiy of this project

for the program. Mr. Sand and Mr. Weisberg informed me that such a person has been the fact that it is very difficult to d&termine what the effect of
has been hired. We have not met him and have not evaluated the work he has the single attorney now working on the Strike Force at the moment is. Clearly
done. ' he has done considerable work with the district attorneys themselves. He
. has instituted some research projects that were executed by him and by members of

The staff hired for this project (with the exception of a lead attorney) has the staff of the Governor's Justice Commission.
been put to good use and we believe that if the new attorney is a strong and )
competent one, the project is feasible. We recommend that the project be Throughout the project we have held lengthy discussions with Mr. Weisberg
funded for one additional year however, if no better results arc obtained : and Mr. Sand reyarding progress of the project.
ve recommend that it be lapsed. If we are chosen as evaluators for an .
additional year, we will monitor this program espccially carefully. SECTION IV. PROJECT RESULTS AND ANALYSIS
SECTION II. PROJECT ACTIVITIES : ’ ' The major results of the projects have been a suit by Aldens, Inc., a mail

' xder merchandising company, which operates out of Chicago. The company
The objectives of this project were in general to cooperate with District sought to stop an impending Bureau lawsuit in which the Bureau would claim
Attorneys throughout the state in bringing consumer fraud to prosecutiorn. . that the company's interest rate of 21% per year (effective) from the fivst
It was felt that by providing both assistance and a prod, enormous leverade $300 of any loan far exceeds Pennsylvania's maximum permitted rate for-
ceuld . be gained through the help of local District Attorneys. In addition ) installment purchase sales.
it was to assist the Bureau of Consumer Protecticn attorneys in preparing o .
cases for prosecution undexr the Unfair Trade Practices and Consumer Protection, Ve agreed with the Bureau of Consumer Protection personnel that the question
law. It was anticipated that: an on-going relationship would be developed of whether or not this practice is permitted is enormously important fox
to at least half of the 67 district attorneys in the State of Pennsylvania; Pennsylvania citizens. If it is clearly out of state mail order companies
100 investigations would be instigated jointly by the district attorneys and will be able to charge usurious rates of interest to Pennsylvania citizens.

the strike forxce.
The Burcecau has done c~nsidexable research in work with district attorneys

As a result of these investigations, at least 20 prosecutions would be brought : on the wide spread practice of selling forwerly leased or rented cars to
by the district attorneys and the Lurcau under the Unfair Practices Act. consumers with the rcpresentation that the cars are demonstrator models.

15 lawsuits would be brought during the year as a result of the Bureau of This investigation has included legal resczrch into many state and federal
Programs dealing with major fraud. 15 major investigations would be under questions, discussions with officials of the Pederal Trade Commission, etc.
taken by the strike force which would not result in litigation. 20 research This issuc was clearly enormously important. ‘

projects wvould be under taken in major areas of consumer law.
' The Strike Force coordinated the Burecau's state wide conference on consumer

Upon review of the files and discussion with the Bureau of Consumer Prot cctlon fraud held Howvenbe2x 15 in Harrisburg. As we have commented earlier in an
personnel and District Attoxneys, we believe that in the course of the year interim report the conferencz was not as well attended as we had hoped but
fewer than 10 lawsuits will be brouaht by the strike force, fewer than 10 major the general reactions of the district attorneys as interviewed by our
investigations will be under taken and possibly 12 research projects will be evaluators suggested that it was worthwhile. .
under taken in major arcas of consumer lew and perhaps 75 joint investigations _ . . )

will be conducted by district attorneys and the strike force and a genuine ’ ‘ The strike Force has carried on other activities of lesser importance

working relationship (although this is hard to define) will be developed with including playirg the key role in the criminal arrest of Jerxy Green Mirror

. . . . 7 e ~ e e g R -y = fr e - P e g s
fewer district attorneys thaan had been originally anticipated. World FOL ob%alnlng lmoney ?4 falsc pretenses. OuL-qual%Létlv? comment, 1S
: ) that the Strike Force has cone well in terms f major litigation, however
on a numerical comparison against the goals which were set up to be accomplished
(See Section II - Sub 2) it has not been a success.
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SECTION IV. PROJECT RESULTS AND ANALYSIS

2. A single factor, the inability to hire a strong énd competent lead
attorney has led to results which were different than those which
were originally predicted, :

3. Ve had no notion really, as to what . . impact the results obtained
has had on the general problem of consumer fraud. It is clear to us

that on a dollar effectivecness basis the results have not been entirely
unsatisfactory.

4. BAs this project is unigue, there is no way to compare it with similar
projects under taken by other states or federal agencies.

5. One of the unintended consequences of the project was. a better general

workirg relationship between the Department of Justice and District
Attorneys in Pennsylvania. '

This should lay a ground work for a more successful program next year.
In addition the law is now stronger as a result of the Strike Force work.

In a decision laid down in June 1973, it is no longer necessary in the State

of Pernsylvania to prove intent to .defraud on the part of a merchant and
the district attorneys have been informed of the new law.

SECTICH V. FINDINGS AND RECOMMENDATIONS ‘ g

1. In cur estimation, the proje
fulfilled. The single overridin

't objectives will be approximately 60%
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2. Recomnendations

A.. The appropriateness and practicality of the project objectives are

not open to question at the moment. 7The major problem mentioned
innumerable times above made any question of the appropriateness
oI project objectives irrelevant:.

Wo recemmend that this project be continuecd provisionally due to

the fact that if the district attorneys were to actually spend more

tirie in the area of consumer fraud, ecnonnous leverage which would

otherwise be unavailable may be used. However the bulk of our

reconnmendation to refund is based on our great respect for Mr. Sand

. and Mr. Weisherg and their judgnent that with a strong attorney,
the project can be successful. .

FINAL EVALUATION REPORT

CONSUMER FRAUD - LITIGATION

SECTION I. EXECUTIVE SUMMARY

The objectives of the project were to increase the effectiveness of the
litigation activities for the Governor's Justice Comm! ssion by placing

an attorney in each of {he Burecau's 5 offices who would be assigned to
work exclusively in the area of litigation. Three of these were funded
by an LEMA Grant. Their duties were to bring lawsultz against business
men who were accused of violating the unfair trade practices and consumer
_protection law. They were each required to cooperate with the district
attorneys and other law enforcement officials in referring cases fox

prosecution under other statutes. It was anticipated that 40 legal. actions

would be brought duvuring the year consisting of: requests for injunctions
to stop illegal practices, requests for court orders, enforcement of
bureau subpoenas and petitions for civil penalties for injunction viola-
tions. :

The attorneys were to review 200 investigations during the year to deter-
mine if prosecution was warranted.

As a result of civil penalties, $100,000 in fines were to he .. .itted to
the Commonwealth of Pennsylvania.

The general intent of the program was three-fold, the first that major
violators of the consumer protection law would be directly prosecuted
by the attorneys in this program, seccndly, that through the public
realization of the legal action talen, other businesses who engaged in
lllegal practices in a similar field would bhe detexred, ¢.d thirdly,
that by increasing the number of referrals from law cnforcament cgencies

such as district attorneys, district justices, this program would encourage

such officlals to institute more prosccutions on theixr own. Thusly,
the litigation program was one major facet of a total program to detex
consumer fraud in the State of Pennsylvania.

Major Results - Findings - Recommendations

We anticipate that approximately 70 lzgal actions of the kind described
above will be carried out in the year. In general, we feel that the
project has substantially exceeded the goals set for it. We recommend
that it be refunded in the year to comz, and feel that it represents an
excellent investmont on the part of the Federal Government,

SECTION II. PROJECT ACTIVITIES

These are discussed in the exccutive summary above.




I3 .

L]

sty

SECTION IXI. EVALUATION ACTIVITIES

We have made several trips to each of the offices funded by LEAA,
interviewed the litigation attorneys and their staffs, reviewed their
files for reliability and validity and compared their reports of progress
with the press releases sent out by the aducational project.

We have kept in continual contact with the top management of this project, ’
giving them verbally our comments following each visit and in general, !
consulting with them on the progress of the project. ) ;
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SECTION IV. PROJECT RESULTS AND ANALYSIS

1. The project will exceed the anticipated results outlined in the
sub-grant application by a factor of 2 or 3.

2. The factors which led to the results other than those anticipated
were these: the fact that the area of consumer fraud is extremely
interesting to the young attorneys right out of law school, superb
leadership rendered by Weisbkerg and Sand, the high caliber of attorneys
that have been attracted to the project and the general guality of
on-going supervision given by top management.

3. The impact of the result of this project as in the other projects is 5
" extremely hard to specify. It seems clear from reviewing the O | !
numbers that the return to the public vastly exceeds the cost of the , : ‘ i

progect Neltncr ISISnor anyong else Lo my }no”ledge has been able . A
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lit \‘.x.\:;r-x\. ion , educatioi,
subpoena, etc. and the actual reductlon of consumer fraud.

7e do not believe that any thing like these results could have been
obtained using a different allocation of resources of project
activities. It is clear that it is becoming more difficult and

costly to operate fraudulentlv in the State of Pennsylvania than has
previously been the case

SECTICK V. FIRDINGS AND RECOMMENDATIONS

We have been able to determine from a search of the files, from discussion
. with the people who were involved, and . a compariscn of repoxrted results with
those results which were actually achieved that the project has far exceeded
the cbjectives that were set for it. We feel that the objectives were sensible f

and reasonable and even though they are not perfect, we cannot suggest better

ones. Ve would be more comfortable if we could make a judgment as to the |
quality of the lawsuits brought. We feel that it was high but we are unable +o
prove this. In the absence of such proof, and in the presence of such evidence
as obvious competence, dedication of the individuals working on the project,
the fact that the goals at the beginning of the year seemed very nearly un-

attainable, that the project has been more than worthwhile and should be !
continued under a grant from the LEAA. i
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Attorney General
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OFFKHEOF?]NCATTORlWH’GENERAL

DIVISION OF CONSUMER AFFAIRS JOEL WEBEISBERG

23A. South Third Street Director
Tarrisburg, Pennsylvania 17101
May 6, 1974
MR. GERALD M. CROAN,
Evaluation Planner
Evaluation and Monitoring Unit
Goveirnor's Justice Commission
P.0. Box 1167
Harrisburg, PA 17120
OL JML» -
RE: Minal Dvaluaticn RPenort on Bureau
of Consumer Protecticn Projects_— (/YA
D8~370-73A, DS~398-72A, DS-401-72A; :#W 2
DS-402~72A by I.S.I.S. Vg

e g

Dear Mr. Croan:

Thank you for the opportunity to comment on the
Evaluztion Regort listed above. We have reviewed the rseport
carefully and £ind that it is comprehensive and factually accurate.

- X ¥ agrec with the recommzndation that salaries for
attoxqcys and i1 tigators should be increased. The Governor's
Oifice ini tlon is presently reviewing attorney salaries
statewide dnﬂ wa agre hopeful that this leads to an 1mprovkmant

in the salsaxy cituation. We have reguested a number of posilion
reclassifications for invegtigators and will continue to do so

wvhere warranted,

We certainly agree with the rcecomuendation that the .
four programns be continuaed. We would like for the recoxrd, therefore,
to note cur displcasure that notification that our Consumex :
Educeation prog_‘a would not be refunded was given to us without

prior consulcation. We certainly suggest that no decision should
be mede to discontinue any program before at least hearing the
views of veprescntatives of that program.

With reference to the suggostion for provisional approval
of our Strike Toxce programs, as the report indicates, an Attorney

o
tho
has now Lecen hired., We balieve hiL were hie to be interviewed by

i

MR. GERALD M. CROAN ~2-

May 6, 1974

I.5.I.S., all doubts about the effectiveness of this program
in the next program year would be dispelled.

We have no areas of disagreement with the report. Our
one comment in this area is that we would hope that future
statistical samples would be large enough so that the results
would be based on more than 45 interviews, but we appreciate the

reasons for the limited sample the first time this sample technique
was used.

We would,of course, be happy to meet with you as you

suggest.
Very truly yours,
Q‘ / ?/ 'V)[\
J¢él Weisberg, Dl}ector
Bureau of Consumer Protection
JW/rc

cc: Robert Olson
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INSTITUTE FOR THE STUDY OF INQUIRING SYSTEMS

3508 MARKET STREET PHILADELPHIA, PA., 19104

April 17, 1974

.

Ms. Chris Fossett

Evaluation Management Unit
Governor's Justice Commission
Box 1167

Harrisburg, Penna. 16508

Dear Chris:

Enclosed are final evaluation reports on the four Division of Consumer Fraud
projects funded by LEZA. These are:

D8~375-73A Consumer Fraud Strike TForce
DS-398-72A Consuner Lducation

DS-401-72A Consumsar Fraud Litigation
DS-402-72n Consumcr Education ILow Income

While it is fairly easy to make evaluations of each of the four projects
which ISIS has studied, it is difficult to do so entirely independently of
the entire program of the Dureau of Consumer Protection which contains
project teams vhich we have not evaluated, and are only peripherally
acquainted with. It is even difficult to evaluate these four projects
independent of each other, they intermesh, and the success of one effects
the success of other.

Background

As stated in our interim report dated Junuary 15th, the Bureau of Consumer
Protection has evolved under Weissberg and Sand to be one of the outstanding
state agencies of its tvpe in the nation. The caliber and effectiveness of
its ermployees is high (Rohart Nicholas, the Attorney in Charge of the
Philadelphia office was nanad one of the 74 outstanding young men of 1974

by Philadelphia Magazine), morale is generally high and on most nationally
published statistics, the Pennsylvania Bureau rates very well.

D

{215} 386-2186

Ms. C. Fossett
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Management

Our position has not changed with regard to the caliber of management. Top
management 1is competent, aggressive and dedicated. We have seen the team
;hich they have developed grow in cohesiveness and effectiveness over the
year, for the most part their employees work very hard and are well suited
for their jobs.

Problems

The personnel~salary problem continuves and turnover would be very high were
it not for the leadership of Sand and Weissherg. Pennsylvania salaries are
below the national median for both attorneys and investigators and until
they are raised the spector at least of high turnover will continue to exist.

Emphasis
LopAasls

Ifn our interim report, we commented that we felt that there was a greater
emphagis on problems of individuval complairants vs. policy and wajor lawsuits.
We felt this humanly quite understandable but not strategically desirable.
e have discussed this with Sand and Weissberg and have somewhat altered our
owvn view. We feel, but cannot document, that they have switched their
emphasis. A minor disagreement remains and will be discussed with them -
but it is minor. The new management information system developed with Mike
Sand will make the problems of strategic decisions easiexr to solve.
Contributions of the Evaluator

+

Ve have felt from the beginning that we have had two major functions:

An auditing one ~ to find out, bluntly, whether the group being
evaluated were competeni, honest and spending the publicé money
in a proper and wise way. Essentially this was an adversarial
position.

It was fairly obvious following our initiel studies that these
criteria were being met.

Sccondly, a consulting functicon - we have probed for weaknesses

o
in system, weaknesses in personnel, difficultics, mistakes which
were obwvious to an outside consultant but hard to sec from the

s
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inside, etc. When these were discovered, they were discussed with Sand
and Weissberg and for the most part resolved to everyone's satisfaction.
We helped to develop a computerized information system which should be
helpful in making strategic decisions and in backing the routine progress
of programs. Mr. Sand tells us that we have been helpful and we are
pleased that he thinks so.

Recommendations

Our recomnendation is that the four programs be continued. For three of
these programs our recommendation is without gqualification.

For the fourth (Strike Force), our recommendation is provisional - the
strike force has not met its stated aims and goals, and is not likely to
this year. The problem from the beginning has beenthe lack of a strong lead
attorney. Ve are uncertain as to whether or not given the salary ranges
permitted, such an attorney can be found. UWeissberg and Sand are more
optimistic and because their judgement on other matters seems very good, we
are willing to make a recomnendation for refunding, but should vast improve-
ment not ke evidenced in ths year to come, we feel that the project should
be discontinved. As this is being written, we have learned that an attorney
has been hired and has bsgun work,

Compariscn With Other States

Our literature search yielded the following facts: from the periocd fiscal
1871-~72-73, the Pennsylvania Bureau of Consumer Fraud was the fastest growing
in the naticn both in terms of budget and work load. 1971-72's budget was
$388,500. 1972-73's budyget was $1,309,046. However, staff salaries still
fall below the median for cther states. Pennsylvania pays a range for
attorneys of $12,700 to $17,115/yr. ve. medl;ns of $13,000 to $21,000 for all
other states combined. Pennsylvania is second in the nation in terms of work

processed, it is excecdsd in its 25,020 cowwlalntq per year by only New York'
36,000.

On most other measurable criteria, Pennsylvania ranked in the top 2 or 3
states. .

Poll of Cowplainants

Ju
As a part of our effort to evaluate each of thz programs as one piece of

a whole, we conducted a telephone survey of a randomly selected group of
individuals that brought complaints to the Philadelphia office of the BCP.
The survey is flawed hut informative. The results follow:

Ms. C. Fossett
Page 5
April 17, 1974

Of the 39 "no phone" cases,

were
vere
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Ghetto or Slum areas
working class areas
middle class areas
upper class areas

n unclassifiable areas
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which was approximately the result which the BCP personnel predicted {there
would of course have been a certain experimental error -~ J. Smith cculd wall
have been missed in the second telephone number seaxch wvhen we were seeking
only "sSmith" at a given address), 0Of the numbers we were able to either
locate or identify as private,

N

were in Ghetto or Slum areas
rexe in working class areas
were in middle class areas

era in upper class areas
could not be certain
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A population which is sigrnificantly different than those whose telephone
numbers could be located or at least identified.

We discussed these results with the BCP personnel and with Aaron Golﬂ
Chairman of Oxford First Corp., who has 40 years of experience making lozns
to low inceome individuals. Neither was surprised at the distribution and
both stated that it was ccrimon practice among the poor to list e
telephone nurbers under an assumed nawe. (which has the same affect as an
unlisted number without the additional cost) and among the very poor to have
no telephcne at all. e can then state that the “customers" of the BCP,
the Philadelvhia office are distributed,

35% in Ghetto or Slum sreas

27% in working class areas

18% in middle class areas

14% in upper class areas

4% in areas that are hard to classify

and further that tha avers
to have no phone as the av
likely to have an unlisted

customer of the BCP is 7 1/2 tiwes as likely

ge
erage resident of Philadelphia and 3 times rore
number.

Cleoaxrly, the BCP is reaching the hidden poor extremzly effectively. 1In a
field where a major prceblen is in simply communicating with those popula-
ticns which are rost preyed upon, they are obviously doing an extrenely
good job.






