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I. BACKGROUND AND AIMS K

In early Novenber of 1965, Mr, Peter White, Deputy, Crime and
Juvenile Delinguency Division, United Planning Orgenization, requested
that the UPO Program Division write the section of the 1966 submission
to Health, Education, and Welfare dealing with citlzens? complaints in
the United States Attorney’s Office located in the D. C. Court of
General Sessions., The Program Divislon suggested that this would be
an approprigate project for a grouy‘af people involved in UPD programs
to undertake, and such a group was formed with the asgistance of the
Director of Beighborhood Development Center #2.

The group met several times dwring November, 7They began their
work by studying the desceripticon of the problem contained in =
special report prepared by Mr, Herry Subin, who was then with the
OffTice of Criminal Justice in the U. 8. Department of Jusiice and
is mow with the Nationmal Crime Commission. They then made several
visits to the U. 8. Attorney's Office and interviewed complainents
belfore and after they had spoken with Assistant U. B. Attorneys at the
counter and followved certain ceses through the completion. After
intensive discusslon of impressions received and suggestions made by

group members && to how the sltuation might be improved, a first
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draft of the proposal was written. This draft was distributed 401

Mr. Tugas, Director, Neighborhood Legael Bervices Project; M. Baﬁﬁ:;w

¥ e "

Director, UFO; Mr. Bellow, Deputy Director, UPO; Mr. Hugh Jolmson,

!

Director, Crime & Juvenile Delinguency Programs, UPO; Mr. Sy Rotter,
Director of Programs, UPO] Mr. William Tutmen, Director, Program E
Design Division, UFC; Mr. White, and other appropriate UPQO staff
memberg. M. Subin delivered a e@ﬁy te Mr. Tim Murphy, Chierl
Assistant U. 8. Attorney {now a D, C. Court of Generzl Sessions
Judge), and the group then met with Mr. Murphy in his office to
diecuss his ideas conceruning the proposal. As a result of the
reactions recelved from these people, the group revised the draft
in January, again circulated it, and prepsred a final proposal in
Februsyy,

During the development of the proposal, the spomsors questioned
whether HEW was the most appropriate funding sowrece for a Citizens
Informetion Service, in that UPO funds from HEW may only be spent
for programs serving residents of the Cardozo srea. They requested
of Mr. Benks, Mr. Bellow and Mr. White that the CIE propossel nol be
submitied to HEJ but rather to the Law Enforcement Assistance Office
of the U. 8. Department of Justice, and the CI5 proposal vas subse-
quently omitted from the submisslion to HEW.

A, Sponsors

A task force composed of both grass.roots citizens, professionals
and heads of some of the city's socisl service agencies was organized
by the UPO Progrem Analyst, This group wae representative of various
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A. Sponsors {continued)
neighborhoods of the city and its members later became the firgt
administrative Board of Directors of Ciltizens Informstion Service.

The Task Force sought the sxpert opinion of knowledgeable UFRO
gtaff and others outside of UPO. Amopg this latter group were
Mr, Marphy; Mr., David Prees, U. 8. Attorney; Mrs. Ruth Bates Herris,
Associate Director, Commissioners’ Couficil on Human Relations;
Mr, Abe Makofgky, HWC; Mr, Walter Tobriner, D. C. Commissioner, ;Lnd
D, €, Chiefl of Police Jobn Layton. UThere were zome conflicting
orinlons expressed by the experis and the proposasl represented %the
comprémises arrived at after extensive discussion ¢f each suggestion
put forih.

B. Probleus

CI8 eddresses itself to the following inter-related problems
which exist in the Washington, D. C. community:

l. An excessive and inappropriate demand made upon the

U. 5, Attorney's Offlce to deal with matters which are either non-

crimipal ip nature, or bave no prosecutive merit.

The ocrganizetion of the judieial system In Lhe District of
Codumbia differs from coibher United States cities because of its
Federal administration. The closest thing to the "D.A.'s Office"
is the separate branch operated by the Un'lted States Atiorney in
General Sessions Court, This branch is under the contrel of the
Chief Assistant U. 5. Atforney who has one Deputy and a fluctuating
number of Assisbants., Most of these Assistants are nevw menbers of

3
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the U. 8. Attorney's Office who use thelr relatively short experience
in the Office {less than a year as a rule) as a "training ground.”
The turnover among staff assistants is high.

In eddition to conducting the normal business of the Office
imvolving over 1k,000 matters called on the calendsr in the U, S.

Branch, thie small staff attempts to hendle an additional 14,000

citizens complaints brought into the Qffice each year.

All of these matters are handled in & long room, divided
almost in half lengthwise by & counbter, behind which sit the Assistw
arts. Each day one Assistant is asssigned to listen to citizen's
complainte. The complainents write thelr names on a yedlow pad and
are called in twn. It 1s not unuéual for complainants to wait
several hours to be called to the counter. The assistant hears an
estimated 47 complaints a Qay, or some elght an hour. With an
sverage of about eight winutes in which to conslder each case he
mst decide first whether a crime was committed, and whether that
crime appears serious enough to warrant prosecution.

Warrsnts are issued in only 11% of the cases mnd of this
11% it is estimated that in somevhere between 50% 4o 75% of these
cases prosecution is not pursued by the complainant, When time
allows other complainants are given an "afternoon hearing,” a
substitute for a formal legal process 1n which the parties are
reguested to appear and through thls confrontation the issue may
be solved. Again, it is estimmted that 25% of the people called

to these hearings do not subsequently appesar.

e
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Since the great mejority of the complaints did not have prose-
cutive merit, many troubled and confused peoplewere turned away withe
out belng helped. This is because the problems brought to the counter
by cliizens are essentially social, not legal problems, although many
have some legsl, but not necessarily erimingl, implications. The
Assistants are trained in law, not social work, and thelr Job ig to
practice their profession in respect to criminal law, not to settle
domestlic disputes or quarrels between neighbors, find a man & job,
refer a retarded child to elinic services, get a stay of evietlon,
or indeed to handle the multiple problems of the deprived populaiion
coming to the counter.

The overworked Asslistants then, bave not the time, the
knowledge, or the essentizl job responsibllity of helping the com-
plainents in non-legal matters.

2. The sbhsence of 8 central and accessible resource Tor

citizens couplaints.

There™is no referral sarvice in the District whick brings
together the knowledge of all the community resowrces, large and
small. The service operated by the Heelth end Welfare Council and
used extensively by the HWC agencies, provides much help to these
agencies which encounter mul%i-prqblem families needing special
resources. The service 1s Imporitamt, but limited; and the citlizens
with whom the sponscrs are concerqed are largely ignorant of HWC,
other opportunities for help existing in thelr own neighborhoods,

or in the larger community.
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A, The absence of an opportunity for complainants to be

heard promptly and in private.

It ig clear from the above description of the 0ffice that
complainants ere not systemetically directed to appropriate community
resources for help, and what help they do get is given 1n e setiing
waich does not preserve confidentiel relationships or encourage com.
minication.

L, Deteriorating police~commmity relations in deprived

nelghborhoods,

A greaet many of the people who presently find fheir way to
Lhe counter are sent by local precinet policemen. Most complainants
come from thoge precincte where the?e are limited soclal and economic
resources Tor the residenvs, and also where community.police relations
gres not generelly cordial. However, when the police consistently
send troubled pecple to get help where help cannot be obbeined, it
does litile to improve police-community relations or the imsge of
the police in the eyes of the citizens.

5. Absence of documentation of the adeguacles and inade-

quacies of commumity institutions in relation to the needs of the

eltizens.

Public and wrivate social institutions must be responsive
to the needs of citizens. There is often a "lag,” however, between
the needs of the citizenry and the institutionsl changes which must
e broughi about of the institutioral personnel who do not have the

favts as a basis for planning chenge, and on the part of the
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citizenry who do not know how the eiltuation might be improved, and
thwe do not ¢reate & demand for change., There 1s not, &t present in
D. C. 8 central source which can provide both the facts concerning the
needs of a cross section of the population and the abllity of the ceé-
murity institutions to respond to these needs.

6. The_lack of sufficient numbers of professional personnel

particularly in the fields of social work and lav.

There are not enocugh social workers or lawyers to serve the
wodulation on & one-to-one basis, end if there vere, the cost of
mounting such & project would be excesslive., Ways mnst be found to
factor out the tasks now done by professionals in many fields which
can be done competentliy by others, thus relieving these professionals
of ineporopriaste tasks they now verform. This process is now teking
place within many professions tlroughout the country snd in & variety
of setiings, and there is growing evidence that the employment of
non-professionals has unanticipated advanteges. One of these 1s the
eage of communicating with clients, particulerly 1n the areas of
social work. Further, the employment of non.professionsl neighbor-
hocd residerts who know iutimstely snd personally the resources in their
nelghborhoods may demonstrate a newgway In which referral services can

insure service,.
L. Scope of Services

In essence, the propogal Baughtite establish 8 new screening
and referral service, staffed by both professionals and non-profes-
sionals, lecaled near the Court of éeneral Sessions puilding, which
would offer both legal end socisl referrals to appropriaste community
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regouwrces. Legal referrals would be to the U, 8. Attoransy's 0ffice,
neighborhood law offices of the NISP, the Legal Ald Agency, the Legel
ALd Bociety, the Lawyer Referral Service, or other public or non-
profit legal resources. Soclael referrals are to UGF and HWC agencies
end particularly to neighborhood-based mgencies and institutions
where possible. The service provides a systematie follow.up of
referral results, neot only for the resulis of specific employment,
soeiael, heslth or other services, ;at also for result of efforts to
Involve complainanis in commmnity organization programs where such
exigt,

A subslidiary goal of the sponsors is to explore the pessibilitiéa
for decentralizing €IS once it hes been firmly established. It was,
however, thoughit to be unwise to begin the service on & decentralized
besis. Residenis of the community, police officers and others are
all accustomed to appesring at, or referring people to, the "D.A.'s”
office, and it iz impossible to re-sducete the population s0 guieckly.,
Furthermore, in a new project such as this, the training of staff and
the securing of cooperation of community asgencies is of the greatest
dnportance. Staff should not be sent out to manage smell CI8 satel-
lites until they are expert in their job, and close gperational CON- -
trol of such & project in its infé%cy is necessary to its success.
Perhaps ihe wost important reason, however, is that the locestion of
subsequent CIS offices can only be planned aefter documentation of
where the most appropriste locations for such offices would be. A

year's experience will show where clients come from, what their

B
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problems are, where they went for help, and what help was recelved.
This dats then will provide the basis for intelligent plamming for
future operations.

Pecentralization of CIS should also be done in accordance with
similar efforts on the part of B; C. Government agencies, the courts,
and private legal asnd sociel services, plans for which are being
currently developed.

The project employs people who live in, and have intimate
knowledge of, the resources in the various neighborhoods. These
Gitizens Aides esteblish and mai;tain personal relstions with the
people who run these services, thus losuring that no referrais are
made unless help is avallable at the other end. In addition, they
are responsible for assuring the cooperetion of the various agencies
in maintaining simple follow-up procedures. Further, community
crpanization contact is arranged with the neighborhood workers in
each NDP and NDC area for those complelnants who live in these
neighborhoods.

The project plans to eguip precincet police with pads of referral
slips to the CIS. Citizens Afdes are reguired to maintain coepera-
tive relations with the police @n the neighborhoods which they
"represent” end to assist the police in scquiring more information
sbout community resources,

Funds were provided for a traiping program which included beslc
orientation before the service begins and intensive on«the.job

training after CIS opened.
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U.P.0, Resesrch Division piamn%d a deta evaluation of the program
at the end of the grant period. This includes the maintenance of
bagic data on the people served, where they vere referred, and what
service they obteined. Ample funds for the employment of consultants
for both training and evaluation wére provided.

A screening end referral service, located near the court, can
offer boeth legel and non-lezal referrals to citizen complainants.
Operated in close cooperation with the U, 5, Attorne: 's O0ffice; the
CIS affects the activities and public image of the prosecuting
attorneyes and of the police; the citizens' capacities to solve their
wroblems; and the operations of community resources. CIS bridges
the efforts of the U. 5. Attorney's Office, the police, and the
social agencies because it prowmotes cooperetlive relaetions among
them, while changing the citizen's attitude toward all of them.
Because of its impesct on couwrt and police personnel, the project
is directly aimed at improved law enforcement and administration of
Justice. Because of its impact on soclsl egencles and citizens, it
15 indirectly aimed at prevention of crinme.

The CIS improves the efficlency of the U. 8, Attorney's Office
by relieving the attorneys of nop-criminal complaints; it fEGldes
a mutual educationel opportunity for the staff of the Office and
of the CIS; and it enhances the "image" of the "D,A.," as soumecne
who helps asrwell as prosecutes.

Direct help is provided to those policemen who now are

reguired to spend time investigating cases after warrants are sworn

-10-
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in which the parties do not subseguently prosecute. In addltion, the
police now have an effective resouwrce to send people to--s8 fact which
greatly enhence their relstions with the commmnity, particulsrly in
the neighborhoods. Further, the mﬂ%u&l education which pgoes on smong
the police, the CIE staff, and representatives of social and legal
agencies resulis In B clearer understanding of the roles of each
group, ard an inereased knowledge on the part of the police of the
many commuity resources which exisgt for helping people, but of which

they were formerly ignorant.

CIS will enable the complainant to be listened to, promply..-
and in privete. The CIS staff mewzer will provide the complainant
with & thoughtiful referrel to an appropriate resowrce and will make
gsure the citizen receives help.

The use of non.professionsl staff demonstrates that parts of the
jobs usually performed by professionals can be performed, under super.
vision, by non.professionals, thus relieving the professionals of
undue burdens and opening new career lines for untrained neople.
Because the non-professional Citizen Aides will be hired from
reighborhoods in which the complainants live, the complainants will
be able to talk with staff who "speek their own language,” and who
are go fewiliar with the life styles of the complaipents that
advice given is reslistic snd mogé readily accepted by the complain.
ant: .

By making full use of all the resources in the commumity, CIS
rromotes maximum cooperation between the U. 8. Afttorney's Office,

the Police and social agencies., It also promotes among the citizens

o i .
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an increased awgrehess of what the commmity ofTers and what it
should offer. By comnecting the citizeng with neighborhocd
orgenizations, CIS »lays & part iﬂ developing a responsible come
munity of alert and metive citizens, able to plan for needed
comnunity services and thereby reducing the demend upon the U, 5.
Attorpey's OfTice.

D. Poyulation Served

The sponsors estimated that approximately 15,000 citizens,
ineluding an estimeted increase in referrals to OIS from the police,
would be served during a yesr's operation. It appemrs that most of
the compleinants who seelt out the "counter"” are both poor and illa
informed. People who can afford lavyers or psychistrists, or who
know where to go for help with social problems, do not typlcally
seel help at the counter,

. Administrative Desipgn

The original project plan provided for statff to be phased.
in as follows: during the first guarter-~project director and
receptionist~typlst; at end of that time, the attorney, social
worker, 5 citizens mides and one clerke.typist; at the end of six
months, five more cliizens aides and 8 second clerk-tynist; at the
ernd of nine months, ancther five citizens eides and & third clerk«
typist.

The necesgity for changes from the proposed staffing plan
became evident immediately, The project director and receptionista.
typist were not hired until Wovember and in December five aldes,

e
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1 clerk«typist, the social worker %ﬁd the attorney joined the giaff,
With lepsed funds existing in salaﬁies, reallocation of funds for the
establishment of three new yssitisﬁs vas requested in December and
subsegquently granted. These posliions were:

L. 8ecretary to the Executive Director - needed to handle

corgespondence, appointments, dictation, mimites of
Board meetings.

9, Administrative Assistant/Booldieeper - overall supervisor
of clerical personnel, persomnel records, payrell and
time records end general asdministretive duties delegated
by the FExecutlive Director.

3. Commmity Resowrce Specialist - to recruit, trein and
asslgn volunteers to survey commmity resources for
compiliation of the Community Besource Index. Half-

time position Tor a pericd of six aonths.

The sdministrstive assistant/bookkeeynr and commuity
resource specialist were hired during Jamuary, five additionsl sldes
in February and = clerk.typist in March. One citizens aide was
transferred to the position of secretmry to Execubdive Dirvector and

her vacancy was fllled by hiring another citizens side.

In March, the need for & secretary to serve the professional
staff to aild in typlng their various reports and general correspond-
ence was Indicated. This waes approved by Justice Depertment in May

and a seeretary was hired for that position.

«13m
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In April the Executive Director recommended to the Brecutive
Committee and they concurred that the flve citizens asides positions
scheduled to be filled in May be left vercant until the volume of
clients reached a level to werrant these sdé@liions. The total
staffing (19) wes then complete.

CIS i & delegabe (caﬁtracting) agency of the United Plaunning
Organizetion the anti-poverty coordineting agency for the Washington
Metropolitan erea, It is administered by a Boerd of Directors whose
By-laws reguire that one.half of its membership be "from geogrephical
sress in which live those citizens who are most likely to utilize
the services of the corporation. The remaining members of the
Board of Directors ghall come from any geographbical sreas and shall
be equipped, mble, and willing to contribute to the welfare and
operation of the corporation.” UPQ provided all necessary techmical
assistance in mounting the project, steffing, formation of the Board
loenting space, ete.

i. 8teff and Steff Organization

The general functiomns of staff are described below:
8. Ixecutive Director
Responsible for over.all program of the office,
expenditures and fiscal operation, continuity of work assigned to
all personnel and awvareness of thelr day.to.day activities. He
recruits and hires sll staff. He reports to the Board of Directors

only for policy and flscal authorization.

14
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b. Socisl Worker

Buperviges cltlzens aldes, provides onethe-job treining
for éxtizens 8ides in aspects pertaining to scecial work, Responsible
for keeping statistieal records and csse history files; counsels
clients where indicated.

c. Httorney

Provides supervieion {o citizens aides in legal matiers.
Legel onw-the-job training of cltizens aides. JInterviews clients with
legal problems whose complexities are beyond the trainipg of citizens
gides. Determines if the elient needs legal help. He does not proe
vide legal services,

d. Community Resource Specislist

Recrult, trein and assign volunteers to swrvey community
respurces for compilistion of Community Resgource Index

e, Administrative Assistant/Bookkeeper

Maintains Tiseal records of agency, preperes budgets,
payroll and tax reports, personnel records, and sesists Ixecutive
Director vith such administrative dutles npd special mrojscte ss he
may delegate.

F. Becreteary to Erecutive Director

Pergounl secretnry ﬁo Executive Director and performs
usuel duties incldent to that pouition.

g, G&Steff Secretary

Performe secretarisel duties for professionnl staff as

neefed ,

w15
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k. Citizens Aides

Interview complainants and made referrals to sppropriste
community resources, Maintaing deily records of clients and writes
up case history of each.

1. Clerk-typlet

General typing, filing and related clerical dutles.

Jr« Receptlonist-typlst

Interviews 511 incomlng complainants, getting basgic
information for case history. Answers all incoming calls and recelves
all visltors $o office,

F. Imployment of Indigenous Workers

4 cemtral porl of the original projent plan wes to refer
people to neighborhood-basgsed services vhere possible. The design
of hiring indigencus workers who vould be aware of these sgervices
geemed evident end this plan was folloved vhen dolng the ariginal
gtaffing. In practice, however; ihe feaslbllity of welng indigenous
ritizens aidee ie dublous; it ip necessary that all cltizens
aldes heve o knowledge of services 1n all areas., Sometimes many
elients will come into the office at one time from the sams ares
while other srems would noi be represgented in intake, This would
result In some citicens aldes having a small caseload or clients
waiting Lo see the representative of thelr area. Also, the cese-
losd from pertleouwlar areas wss not as anticipated. For suample,
it was expected that the bull of the clients would come from the

Caxrdozo or Bhaw aress of Northwest which sre generally considered

w16
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to he the high deneity poverty evess of the city. However, enalysis
of the incoming capee shows the prépand&?anﬁe came from the Northeaet
and Bouthezast sections of ihe cit}i., Therefore, no attempt is now
mede to bire workers on the basis of geographice locatiocn. Buitablliity

for the vork ie considered the prime reguisilte.

m}_’?w
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IT. METHOD OF QPERATION

A, Flennming the Project

On May 25, 1966, & grapt proposel to establish Citizens
Information Service wes sent to the Office of Law Enforoemeant
Assigtance. ‘The grant reguest was for & two year periocd..

June 1, 1966 to May 31, 1980.-Tor a iotsl of §202,165. Hovever,
GLEA did not feel it could commlt iteelf to suppori of the project
for this length of time and in consultation with UPD, subssguently
{on June 1, 1966} awarded to that agency $122,8677 for the grant
period June 1, 1966 through July 31, 1967. Later revisicns changed
the grent eward to $IR0,9%7 end exitended the graut period through
September 16, 1967.

The [irst two wonbhs under the graot did uet requive the

gxpenditure of LEBAA funds. Durdog tile time the UR0-CIH coordinetor
was aggizned o work halfetive in achivities wihich would aid the

lmplementaticn of the project: ber salsory was pald from non-federal
funds. The coordinebor’s sctivitles ipcluded the developmenk of a
more bracdly based Cltlzens Informetion Bervice Adviscyy Doard:
prepareilion for the developuent of the Cosmunity Rescu ces Index,

the develapment of coapsrative reletions with communily sgencies

and the cowts, specifically with the Chiel Aspistant U. 5. Attorney's
Office; the locatlon of gpsce; sl planndng the recrdiment, selection
and cmployment of an Executlve Director.

1. Citizens Information Service Adviscory Board. The

original application Lo OLEA called Tov the developmeni of the

.18
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Citizens Informsticon Service Advisory Bosrd as ong of the Mirst tasks
to be undertsiten., The coordipstor, working with the original task
force members, encouwraged this body Lo broaden thelr base and to
incliuvde yepressentativers of key socisl and legsl dnstitutions in the
Digtrict on thelr Board. After this group nade g determipation of
the kinds of people which they wish invited, invitetions were
extended by Mr. Joames Banks, BBecutive Director of UPQ, amd the first
official Board mesting wae hsld on August 18, 1566,

At this first weeting the Toard established five
commitbees: a) Pereonnel Committes; b) Nomineting and By.laws

Commithee; o} Cowmnity Besowrces Comndtties; 4) 8

ce Conmitieey

and e) Training and Research Comuittees.
The Perpormel Compibbee meat over an elght.wveek perlod
and ag a groun Intervieved 25 candddates for the nosition of

Director., The Fersomnel Uomiiiies conducted an lnbeasive gesrch for

z and slimineted aoll balh three prospscts Tor

Finagl selecticn by the Pull Bosrd, Duripg this period the Hominating
apd By-lews Commibbes wdoo ast end propossd s alate of interdin
officers which was sdouhed by the full Doord mb its mesbting of

September 22, 1966,

2. Commuwity Hagourses Index. One of the by-products of

the Citizens Information Service project hasg been the stimulation of
gome 17 women's volunbary groups, representling various income, racial
and weliglous cowsonznts of the commmity, in the development of the

Comminiiy Resouwrces Index.
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During the early months the coordinator conferred with
Ford Foundation offlcisls who bhad been responsible for financiung a
gtudy of information and referrsl services both in Great Britalin and
in the United Ststes. The Ford Foundation was ewlremely kind in
opeiing 1ts files to the ccordinstor and arrvanglug persorgl mesbings
ardl obther covtacts with people throuvghdub the United Stabes who were
gdmilarly engaged in the development of Information and referral
gervices In largs vrbsn communitles. Sowme morthe previcously the
M¥oyor of New York City had ceuse to heve assenbled a Commmnity
Besmurce Index for the City of ¥ew York. The coordinstor conferred
w1th the staff who had segembled this index and aleso ohserved its
use in gne of the welfare cembters in the Broux. IYn addition, a
somevhat simllar projent spongored by the Ldnedin Hosplial Center,
which operates Tour Neighborhood Information Centers lu the Dronx,
Thess cenbers were all vislited end mueh helpnful
informmtion was obtalned concerning records and reporling systens
bag prograns.  Tols spency was algo very cooperativs
iu donsbivg stalf time end uritten meberlal to CIS for ils lsiter uss.

Recognlzing Shat the choloe of Idrector esouwld not be
accoupiished by September, ¢ Tull-time, temporary consultent was
employed whose mejor responsiblliies were two.fold: 1) to orgenize
an? coordinale the constructlon of the Commumdty Resources Index by
volunteers; and 2) to work out & treining syllebus for CIS future
ghaffl.

A file of the npmes, addresses snd telephone mumbers of

over 1,000 community resources was collected. The great majority of

20 2/68



these were individually Yigited by volunteer interviewers trained for
this purpose. An ivherview schedule was constructed, and interviewers
were conductesd throughout the city. Although the Junicr League of
Washington wished to teke thie on as one of their projects; They wvere
epcoursged to join with other groupes of volurteers and to comduct

this work in conceri with representativesz of these groups.

3. Commumity Relations., Durirng the develouvment of the

proposal and throvghout the early planning stages of the project, the
cooperation repeived Trom the Office of the Chisf Agsistant U. B.
Attorney in the D. C. Court of CGenerel Bessions was unusually heloful
Hefore his appointment to the bhench, Judge Moarphy served on the CIS
Bosrd, held the office of Treasurer, and served on the Personnel
Committee,

Key D. €, Govermment sgencies, such as the Department
off Public Heelth and the Depertment of Welfare; voluntery ageﬁciésj
such as bthe Health and Welfare Uowneil: the D. €. Bar Assoeigtion
pnd meny others were personally visited in en attempt to provide
"community readiness"” for the Citizens Information Service project.
LIS represantatives at%eﬁpte& to stress the concern of CIS to
complement, rather then supplent, existing informetion and referrsl
services, and a high degree of cooperation was achieved through

these discussions.

h. Btaffing. The project budget indicated how the projec

operetion was to be phased.in over the course of a yger. This phasi

in vas necessitated vpot only by funding considerations, but also

wlglw
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because of the firm interntion on the part of the sponsors to allow
sufficient time for the project personnel and A8visory Committee to
paticipate and plan in detell the day.to-day apsrations of CIS.

In the first guarter the Project Director and one

Receptionist.Typist were to be employed and ready Lo begin work.
During this perieod arrsngements for sulteble space were to be mede
end eguipment sscured. In addition, the Advisory Comxmitiee was Lo be
formed and begin to work on such problems as working out the detailed
releticonships between CIE and the varicus public snd private sgencies
to be uged as referral resources. A sub-.committee of this Advisory
Committees seting with the Project Director and Hesesrch Consunitant,
were to egtablish the procedures Tor evalustion of the first yesr's
operation. Ancgther sub-committes was (o address itself to the
Tubure operation of CIS outside of the UFO complex. & third vas to
serve &5 & Perponnel Soreening Coomittee for futures stefd. Thege
commithess were 0 Degin their delivergtions during the firel guartey
and combinge them blhroughout the year.

Phecing thds perilod also the Project Director was to
become thorouzhily Tewiliar with the opsrationz of the (hief
Agslstant U, 8. Attoroeyis Office end its staff. Final detsils about
referral procedures from that Office to CI8 ard the besisc guidelines
for such referrel were to be worked cut, snd the steff of Assgistants
ard other persomnel were Yo be oriented o CIS coperations. Tue same
activities were to be conducted with the D. C. Folice Depsrtment and

the =pcinl and lemgal sgencles. The Director was to desigp the

-
2/58



curriculun for a gtef T tralning program, Using such consultants as he
might need from time to time, and meking srrangements for staf? of
community agencies to perticipete as trainers in the CI8 s ff
orlentation.

In the gecond guarter the staff was to be avgmentad by

an Attorney, a Social Worker, five Citizens Aides and a Clerk-typist,
and the (I8 doors would e officially opened to compl&inaﬁtsg

This new staff was to be trained during pert of each
working day until the need for such imtensive training diminished,
Using the follow-up procedures which have been deviged this staff
would begin to cement cooperstive relstions with their counterparts
in the agencies, and through such contact would further refine the
follov-up procedures and try to adjust any undus burden impused on

the agencles.

In the third gusrier flve more {dtizens Aides snd
sncther clerk-typist wers to be edded. Witk the mdd@ltion of these

Oitinans Ade

o]

zach Nelghborhood Development Canter sres would have
one reypresentative on the IS staff. This nev steff would be
trained by the pwrofessional IS staff, and it wae hoped that even
though CIS would have haed conly & short operational history the
training program could be hased upon the experisnce of the stafl as

they have crested this new operation.

In the fourth querter five more Citizens Aldes and a
glevketyplist would be sdded. These five peopls were to be drevmn
from thoss gepgraphicsl areas which eppesr Lo produce the grestest

mber of complainante. They too, vere to receive on.the-jch

trainin

]

¥

. o,
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Part of the tradning would he the reguirement that
fitizens Aides fully explore ithelr assigned nelghborboods for those
smaller ragources which are not generally consldered a part of the
Healith and Welfare Council complex. These include the myriads of
volunteer services provided in church basemeuts, old stores and other
placee where 2 nuber of services are provided of which few people now
know,. For instance, there are alcoholic rehabilitstion clinies run on
8. volunteer self-help basis, clothing distribution centers, seli-help
enployment programes organizsd by execonvicis, and volunteer baby-
sitting services, to elt= only a fev examples., OI5 would attempt to
use every community rescurce gvailable, and slso to loeate and
imvolve neighborhood-bessd gervices whieh could provide sensible
substitutes to the more highly structured social agencies. Where
professional bhelp is nseded, professional help would be given, but

it 1s high

ot
Sl

¥ possible thal supportive non-professional services
could be effeciive in many of the cases pressoted.

5. Froposed (psretling Procedwres. Bvery resource to which

complainents are referrsd was to be furnished with simple pre-coded
forms upon which the resulis of the referral can be records=d. Esch
Citizen Aide would be assigned & "beat"” and his Job would include
the collsction of these Forms bi-weekly. Durdng these collection
artivities problems of Inapmropriste referrals, excessive case loeds
or gbher problems which erise would be dizcussed and reported to the
Froject Direcior who would both try to lmprove the situation at the
gxecubive level, and also use the material as 2 basis for pialf

treining in regulsr steff mesting sessions.
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indested woulll De mainbained., A central case Tlle would also be
naintained a2 that stalf can substitute for eech other when necessary.

The Clitizens Aide would record each interview and the
clerical staff would meintein the records.

Members of the D. €. Police Depariment would glso be
furnlshed with pads of referral slips to be used in eltuations when
direct referral to €I85 is indiceted. Orientation to the new (I8
service would be provided in conjunction with top police stafi and
the U. 8. Attorney’s Office. Chlef Asgistant U. 8, Attorney Muphy
offered to partleipebe in these orientstion seesions.

Other compopents of the training program wonld ilnclude
interviewing technigues and other "humen relations skills,” a
thorough swvey of sxisting commumily resources; recording techniques;
gbhical considevations of medintaining coufidentislity; the inter.
relationghips of lsw end sccial work, ebo.

OIB drevw wpoo the experlence of the British Ciitizens

Adwine Burcan ag much ag possible, CIE concentrated upon informetion

e

and referyal functioms. However, 1t wae entleipated that with train.
Ing and repested cuperiences with certaln major types of problems
yresented to OIS over the months that the advizipg Hunction might be
agsumed in cerbain caBes.

6. Ivalustion. IDvaluation of this project vould be undere
teken by the UPO Ressareh Diviglon with the help of outside
consubtants, A researeh design would be deviged during the first
phase of the Project. Resesrch efforts during the first yesr were

w25
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to mainky be devoted to providing avcursie snd deballed docuneniabion
of the CIS cperatlions, so that at the end of the first ysor it could
be showm a) how clilembs got to CIS; b) where they live; ¢) the nature
of the problems presented; d) referral resources; e) oubcome of
referrals; f) relationship between supply and demand Ffor services:

g} peak and low periods of demand; h) other gquestlons relating to
future possible decentrslization; i) other guestions relating to
fubure operation outelde UPD, or without OLEA funds,

The data collection forms, and Indeed the deslign
itself, wers to remain flexible for the first several monihs so that
evaluation would bear s functional relstionship to the service as it
ig egbablished and as unanticioated situatlone arise whichk can he
then incorporated.

7. Significence, Withous overstatement 1t can be =aid

thet this ploneer effort to solve the probvlem of handling oitizens
complaints may well be the forerummer to a national system of such
services. ALL metyopolitsn commmunities shere this problsm. It bag
glso been showw in many sociologicel studies that the long
established socisl ard legsl insbitutions do not reach the "poor,
mltl-problem Yendiies” in amy slgnificant mumbers. A& Citizens
Information Service, ovganized cooperatively by the citizens who
need it, in association with the representatives of the institutions
concerned with lew eaforcement aﬁﬂ reform, scolel ywoblems, and
otherse«such as CI8 has been orgenized.-can serve as bthe needed
catalyst in urban centers bo weld the sceinl and lsgeil complex into
a functioning unit which would serve that vortion of the population
who nave the grestest need snd the fewest resources.

-26.
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¥
7 .
genous non-professional as case work

The use of the ind
pides was anobher significent ién?vgtive aspact of the m scl prow-
H

_— ¢ .
posal. The training of peonlg to perform certain Tuanctions now only
It hes heen said

H

performed by wrofessionaels b%? great implications.
4
# i
that the "huwman services" arf the fastest growing "industry"” in'the

NS .
United States, The possiblilities of opening new career lines to

pecple, and of providing a broad base of support for highly skillied

mwofessionals, is indesd very great.
A third polnt of significance was the mribual education
Az cooperative reletions are developed, and as

which would =nsue.

the Citizen Aldes sre accepied more and more as colleagues in a Joint
erfort, they will be able to receive not only highly valuable training

from the professionals which they encounter in their work, but will

glso ilmpart their own particular kind of information.-i.z., thelr own
e on the 1life shtyles and expectations of the population with
This despening understanding of what life is really

hieh we are deallng.
L0 Gr people on the poart of lawyers, social workers and

1ike for
policessn will do much o improve the guality of planning for sgoclal

and legal vrograms in the future.
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B. TPirst Quarter {October 1, 1966 . December 31, 10966)

This querter began with Citizens Information Service still
in the plenning snd formative stages. The Persomnnel Committse of
the CI8 Advisory Board continued to interview progpective candidsates
Ffor the position of Projest Director. The three [lnsl candidates
were interviewed individuslly by the Board on October 13, 1966,

The Board then selected Mr. James W, Baldwin as thelr choice for
Project Hrector, We. Balduin's name and resume was then submdited
to the United Plamning Personnel (0ffice and to the Office of law
Enforcement Assistance along witﬁ the resumes of the other two
leeding candidates. Both UPO and OLEA indicated thet Mr, Baldwin
vas acceptable as Pfoject Tirector. Mr. Baldwin accepted the
position and reported for work on November 14, 1966. The CIS
Advisory Board at its regular Qctober bosrd meeting granted the
Froject THrector authority to selaet; employ and/or disndss, if
necessary, his own starff.

1. Parsomnnel Recruiting. Yhe Project Dirvector visited

gzch of the ten Neighborhood Development (enbers to advertize each
job pomitipn &nd in acme instances held interviews atbt the Cenbters
for Citizens Aldes positlons. This undertaking reguired a thorough
review of each application submitied; a complete screening of
gualificaetions of each applicant and finally an extensive interview
with the candidate. OGrest cire was exercised to select only those

who possezeged the highest gqualifications in esch job position.
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2. Space. During the month of November the CIS Staff con.
gleted of the Projsct Director, the Receptionigt.Typlst and a
Volunteer Coordinator. This Initisl steff was relocated from &
temporary office at UPQ Headquerters to the basement of the Civil
Division Building (Room 8) of the D. (. Court of General Sessions.
This present location 1s e temporary arrangement. Chief Judge Greene
offered to srrsnge for space for CIS in the old District Courthouse
located at 451 Indiana Avenue, N, W, and suggested an eppointment with
the Chief Clerk of the Couwrt concsrning this metfer.

The proposed space vas inspecited and, althouwgh slightly
sualler than anvicipated, it was deemed suitable for the needs and
puwrpose of CIB. Ite nesrnsss and eccessiblility to the Chief Assistant
U, S. Attorney's Gfflce is one of the major features that makes this
space desirable. The exaclt dete of cccupancy of this space 1s not
Inown at bthe present time.

3. Conmittes on Traiming. The Committes on Training met to

discuss orientablon and training for the first five Citinens Aldes to
e hired for CI8. There was general agreement on objeclives of
orientetion and that such oriemtation should bhe for o one-veel period.
{4# Tarther discussion on treining will be included in a separate
gection of this report.)}

L, fctions of the Adviscry Board. At its meeting on

October 13, 1966, the Advisory Board voted to ineorporate CIS as a
non-profit eorporation. The Hominating and By-~Lews Compitice prepered
a drart gtatement of purpose for ﬁ&e gpproval of the Board and aslfter

its adoplion by that body, the Committes proceeded with drewing up the
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neCessary papers relsting Yo ipcorporation. XYt further prepared s
draft of the By-Lawe of the Corporation snd afber some discussion and
revisicns, this document was sdopted by the Board at its meeting in
December, 1966. At that time it was anncunced that CIS had become
incorporsted November &, 1966 under the provisions of the District of
Columbia Noneprofit Corporation Act. Applicatlicon was made to the
Internal Revenue Service for exemption from Federal Income Tax and
subsequently granted. X

5. Community Resources Index. Volunteers from various

women's groups contributed many velunteer hours in the development of
the Community Resources Index. They were first trained in inﬁefviewing
skills and techniques. An igterviewing schedule waes designed and
volunteers scheduled appointments, interviewed key persomnel of the
agencies involved and gathered brociures for the development of the
Index. HXey D. C. Govermment sgencies, voluntary resources, legal
agencies and such have been personally visited to provide them with
information aboub the gosls and purpose of the OIS project and to
establish 2 working relationship with them.

o

& ogrem Became Operative. Citizens Information Bervice

i

officially opened for business on December 19, 1966, with a steaff
force consisting of the Project ﬁirectsrﬁ Soglal Worker, Staff
Attorney,; five Citizens Aldes, oite Receptionisl-Typlst, tne Clerk.
Typist &snd the Volunteer Coordinator.

The oecasion receivad Tavorabls press coverage and
pablicity from the news medis. {(Reproductions of news stories
announcing the event, &s well as other news starles relatsd to the

30
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project are abtached to thls repérﬁ,} {n opening day the Honorable
Harold H. COreene, Chisl Judge of the D. C. Cowl of General Sessions,
visited the CIS Oifice and was thoroughly briefed by the Project
Director on the scope, purposes and geals of CIS. TImmediately
thereafter the Chiesf Judge issaeé a memcrsndum directed te sll the
Associate Judges and Court Personnel apfiouncing the opening and
wrging them to make refervals to the Service whenever arpropriate.
On December 30, 1966, upon assuming his new duties the Honorable
Joel D. Blaclwell, Chlefl of the Q, C. Court of General Segslone
Divieion of the Office of the United States Attorney, alsc visited

the CIB office and vas given a taorough brilefing.

“31m
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C. Besond Quarter

During this quarter, Citizens Toformslion Bervice moved
gradually from ite planalng and {ormelive stages ps a United Planning
Organization.adminigterad wrojset to an opsrating project that assumed
delegate sgency stebus. It entered into contreet with UFO on March 3,
1967 with fupds being supplied under the grant from OLEA, Justice
Department .

¥ith the stteinment of delegatbe sgency status, and thereflore
hecoming semie.gutonowous frow UPD, the €I85 Board of Directors mssumed
an administretive vole in coptrast to its Tormer advisory capacity,

A dAecision was wade Lo bold meebipgs of the Board the third
Thursday and meetings of the Dxreculive Comslttes, the second Tuesday
of each menth, At fte meeiling in February, the Dosrd elected its
Tirst permanent membersbhip apd &% the March mesting, election of
affflcers was held, Offlceres slegbed for the first year were:
tam e P @5 LA 20T
weeaidh Vicewlrezident
Free memeeotll ViceoFresident

5 f:”} ;,'1:1“?:'&% B "vr_.‘:(‘ {:bﬁ&}» o
e rEROurer

L. bmmUAEird!i g o Achievemenbs. 1n an =fTort Lo Lecome

i e N

more involved in Bhe comnueity, O worked with the pastor of Lhe
First Trinity Iuthersn Chuveh at bth snd ¥ Streets, N, W. to esteblish
a counseling service at the church which will handle meritel and/or

¥

femily mwoblemz and to which 0I5 may vefer its elients vho need such

services. The clhhrch also sxpresszed sn inverest in providing a dey

care cenber under the Dav Care Asscclabion. Both plans were presented

£
2
=3

to the chureh's Poar Trushesa and have been adopbed.
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o3 Legel Bervices were

briefed sbout U5 by Soedsl Yorlker and Attorney. The
Bocial Worler ister comducbed an io-deptdh Yraining session for the

o

benefit of the HISP ghaff

The incesass of ciblizens wio nome to, or caell, OIS

vorslatives o Iriends suggests e keener

gnd accaptancs by, the general public. The deta

:

refiect that more of citizens mre referred to CIF from
sources other than lav enforcemsnt sgencies,

Thrrough The cooperation of low enforcement persounel and
the Court of fensrel Ssssiong threes new mebhods sre cuwrently being

used by the gtafl to betber zerve citlzens:

&g will bs noted by the suatigtical dats, the

s
%
i

pajority of citizens come to I8 from the U. 3. Attorney's Office.
Citizens comwing to the couwrd atructure with legal or sociel problems
offcen feel Trightened o confuged slong with heving Teelings of anger

and hostiltity. The 1. 3. viz Office refers those citizens

with non-criminsl problooes to CI0 for gersening and referral.

Because of the beavy workliosd of the U. 3. Athorney’s Oifice, a

Oitizens Alde ip seplgnod oo thet office fop intalke and screening.

the Jjoint approvel of the

Thietr, 0. 0. Court of General

b, A procedurs For preventing citizens from becoming
alecholics afier they sre indtislly chorged with drunk and dizorderly

was developsd by a Sudgs @ L Bxzoubive Ddrector. StafT have been

La3

4
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assigned Lo cowmgel citizsens released by the cowrt about the effects
of alecholism, the court procedurs and ecommmity resources avalilsble
to the alecholic. Those vho have social o Tamily problems or who
prefer o mors wivabte dntevview ave invited to the I8 office where
they are seen by an Alde. These clients hove been helpel in
locating emergeney lodping, gaining emplovment, rejoining families
in cther sbates, securing hespitelizaticn an 1l /or becoming involved
in vehebilitation. This prosedure has been accepted and adopted
by each Julge sitting in D. €. Branch of the Cowrt of General
Sessions.

2. The thlrd experimegtel melbhod has been developed
where & faudlly crisis exisis, and while there may be prosecutive
the complaimnd does ol wish to prosecute. Many
times citizens indicete that they "just went soweone to talk to” the
obher Tamily wmembsar or that they prefer Lo seve thelr morriage. 7The
professional shafi seen these Temilies to provide emergency CCURSEw
ling. The client 4ds Pirst interviewed by & Cliizens Aide who
develops an orderly view of ths cags, This allowvs the mofegsional
stalT to pinpoint repidliy the aress of hehevior which ftend to cone
tribute to the crisie. Hith the ollewt’'s spproval, and wheraver it
appedars bao be ugeiul, the defending party is cortacted and ilonvited
to comeg into the off

ice so that o joint interview may be conducted.

in berms of finaneial

The tense fandly

matters, child carve, sowiel activities, heslth problems and those

pehevior problems {partic : beatings) that tand to ceuse

g Toeally cerisis, in soproximetsly one«third of these domestic

2/63


http:inter-vi.EM
http:fai~{tJ.ly
http:proced1.ce

vrases, this contact, with adequate follow.up, has re%ulted in & peace-
ful adjustment to the imnmediate crisis. In cther céées a referral

is wade to other counseling services for in.depth treatment.
Frequently stafl can wrepare citizens Tor longe.lerm famlly counseling
elsevhere.

2. Problems Encountered. Many clitizeus who are referred to

CIS reguest that the opposing member of the dispute be placed under a
reace bond oy peasce warrant. These regqueste are related to problems
in family or mariitel relationships where Lhe complelinant has either
been molested or thresbened., There is no resowrce gvailable to these
citizens who ere often emobiopally uwpsel, fearful of physical
violence, and who desire that some action be taken for their pro-
tection.

Angther mroblen exists in the lack of resources availeble
for .ental care. This is evidenl when a member of a fmuily comes to
CI8 to reguesl assistance with s velabive who is smobtionally 111 but
who refuses Lo geell nesyohiacyic treatment. Ofien thess psople arse
wnable to pay for a pgychisivist to visit the hone and, since there
is no xblic rescurce avellshls o provide for such a visit, nothing
is done wnbil the 311 persom creates a public disturbance.

The third and most pressing need as experienced by the
staff of CIS is rveleted to ehild custody. Parents complain that the
esbranged or divovced spouse hes tsken the child from the home and
refuges Lo return him. Many fimes & child may alternate between

parents depending wpon which parent is aﬁie vo get the child firsi.

ol

7

C;

F

nizss there 1s physienl abuses, uo lLmne éﬁaie help is available to the
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couniainant o1 the ehild. A custody sult can be instituted bus this
is tiaew~consuming and the complaizent must have sufficient funds
for lepgal serviees. The child then becomes & pawn bebtween the
disputing periners.

3., Analyeis of Data. The dals reflect that the majority

of clients are referred to OIS from law enforcement agencies with the
U, 8. Attorney's Office referring the largest percentage. Over onea
third of these people come from the northwest section of the city
with the smallest number coming Irom the southwest area. Over 65%
of the total mumber of clients inderviewed by CIS are females who
generally are concerned about family or marital problems. While it
iz not reflected in the deta, our experience has been that males
rarely reguest help with problems in family relationships. They
are able to recognlze ithese problems; hewever, they relate them to
tangible problems such as housing or finencial difficulty.
Fregquently citizens pregent multiplie problems.
An exauple of this would be the citizen who has a drinking problsam
alopg with the nsed for housing, enmployment and medical or
peyehistric treastmwment. I Is ﬁ@% wrmeual for such a person o be
referred to several comm by resowrces at different times as the
staff assists the eclient in alleviabting the most criticel nead,
Direct service is provided by CI8 whereby persons
are counselled Ly the staff. In some instapces, the gtafll attorney
is able to negotiate a dispubte or give legal divechion to the
elient. Tdrect ssrvice in other cases is rendered when staffl prow

videg necessary transportation for a2 client tco obtain employment

H
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or accompanies a client to 2 hospital. Over B(O% of citizens inter-
viewed during this quarter received direct services form staff of
CIS. Bome were later referred to other agenclies for long-term

counseling which is not part of the CIE function.

w3 T
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D. Third Quarter (April 1, 1967 - June 30, 1967)

1. Demonstrations or Achievements. OCitlzens Information

bervice has used several approaches during this gquarter to be more
regponsive to the needs of citizens. In April the office hours were
extended on Monday, Wednesday and Ffiday to 7:00 P. M. snd on
Saturdays from 9:00 A, M. to 12:00 noon. This wes done on an
experinental basis to determine if there is s need for our services
beyond 5:00 P. M. It was decided duwring The second month of this
operation that the service need only be extended on Setuwrdays and
this has become a part of the regular office hours.

During the month of May, an ettempt was made Lo
establish closer relationshi s witl the United Planning Orepanization's
Hedishborhood Develoonment Frograag both iv ternms of stafl visits to
centers and in terms of those citizens served Ly CIS frow Lhe
various orogram areas. Vigits were .aade to fowr centers for the
purpess of acqguainbing neighborhood workers with the purpose, policy
ardd ooeravion of CIS. Bacli visit resulted in lively discussions and
avenues were sugpested for coordingiion of services., Citlzens are
roubinely referred to the tayﬁoué componenvs of A NDP when
approoriate; however, this solbl marks the first attempt to
categorize ciltizens statistically by che MDP area. I¢ is interesting
to note Lthat aver 25% {or %56) of the citizens interviewed by CIS
during this quarter live ouﬁsié&‘ihe established Neipghborhood
Develownelt Frogran boundaries.

Although CI8 was Tunded teo lesgen bthe Jead of the

U, 8. Attorney's Office and to aid the Police Deporilment, its

1
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activities heve related, on & somewhat limited baais, to the
comrunity.st.large. There is inereaged intereat_?ram the commmnity
in obtaining Iinformetion that does not relate to & legal or soclsl
problem., Citizens have difficulty in determining the various
functions of city egencies, of malking the bes§ possible use of the
various training programs and of understanding from & consumer's
standpoint their rights and responsibilities as they relate to
property, lodns and purchases.

There is & continuing effort to coordinate data obtained
for the Community Resources Index with other agencies and individuals
in D, €. V¥e contlnue to pool Informatlon with the office of the
D. €. Department of Public Health which iz neking a study of sgencies
whichk aid bandicapped children snd young adults. We have offered
our resources to & national conventicn of Baptist ministers wheo will
be studying and developing plans Tor disseminating information to
their local communities.

Staff members have been eugeged 1ln effortes to publicize
the work of €I8. The Ddrector has sappesred at roll call st police
mrecincts to explain the work of €I85 and he end other staff have
appeared at meetings of various agencies to discuss CIS and its
activities.

2. Problems Encountered. A problem continues to exlst where

agencies to which referrals are made by CIS are not diligent in
returning dispesition ¢lips. This wes pointed out by the researchers
of the United Planning Crganization In their preliminary determing.

tiwn of availsble date for thelr planned arnalysis. PFPlans are
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currently being mede to obtain digposition information on past
referrals so that records will reflect specific action taken.

The UPO evaluation will not include reswponses from
eitizens. ACIS has thersfore met with the Resesych Director of
Howaird University School of Sceial Work to plan a study which will
include the responses of those ecitizens served by CI8, The Board
of Directors approved the study and a team of seven graduaste
studerts are developing a group thesis on CIS as partial fulfilli.
ment of the requirements for their Master of Social Work degrees,

Experience contimues to teach that there is no legal
or sociel institution whieh will effectively desl with the problem
of domestiec asganlt. It might be worthwhile to institute inguiries
among agenecles concerned with marital counseling, law enforcement
and family aid to collect their opinions on what, ideally, should
be done to alleviate this vicicus problens.

3, Analysis of Data. The data for this guarter reflect

that well over one-half (or €5%) of the clients served were seen
in persomal interviews with there being a fairly consistant
distribution of ecase load over the three months. here has been a
steady increase in telephone inguiries primarily from Metropolitan
Police Department referrals and from citizens who learned about the
project through nevs media. Approximately one-fourth {or 26.3%) of
clients have returned to CIS for additional information.
Generally, these clients return with a family member or come in fo
discuss enother aspect of their problem. An increase has been
noted in the number of male clients being seen.
40
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Host of the clients referred to CI5 have seriocus
problems in family relationships and are seeking help st the polnt
of crisis or to prevent & crisis. &pouses cite histories of marital
discord, fights, leck of basle necessities and problems in child
care. Although referrals are made which generally bring some rellef
to the client, a concentrated @ffort needs to be directed toward
the strengthening of famlly structures.

While there is & wide range of specific problems cited
{see "Specific Problems"), we are able to delineate certain caugal
factors. To clarify, assaulted or abused spouses tmay leave the
home only to find that they are unasble to adequately provide food,
cloching or housing for themselves and children, Many persons who
have drinking problems are also in need of shelter, employment,
transportation, ete. Financial needs are often related to initial
family breskdown and are frequently associasted with bad debts,
Child eare and/or custody is generally related to phases of family
breakdowm.

The disputes, Tights and disecord thet exist betveen
couples eppear at this polut to be the key to a variety of problems
which brirg citizens to an agency. Famlly counseling at the point
of severe crisis 1s seen as one of the critical needs of citizens.

An effort was made during this quarter to cetegorize
the addresses of clients in accordance with the United Planning
Organizetion's Neighborhood Development Program bounderies.
Previously, the categories used for geographical distribution of
clients were the four sections of the city. This was done with the

-b1.
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assunption that meet clients would be from low-income families. The
data have pot borne out this assumption as they clearly reflect that
over one-fourth {26.0%) of the citizens served by CIS live outside
of the established poverty-ares bounderies. Only 321 (or 16.0%) of
ow clients for this guarter live in the Cardozo ares, which is
generelly considered the most dehselyapogulated, poverty.stricken
area In Wasnington, A larger proportion of owr clients live in the
northeeet and southeast sections of the c¢ity, with the smallest pro-
portion coming from the Urben League and Southwest srea. Cne might
conclude that the need for informatien and referral services is eity-
wide and is not determined by income.

Quantitatively, cases with legal implications have
shown & constant increase each month of this quarter. The nature of
the majority of referrals from the U. 8., Attorney's Office and the
Metropolitan Police Department is reflected in the heavy concentra.
tion in the family marital category, which inecludes assault, domestiec,
gupport end divorce problems. The difficulties inherent in these
pases vhenever phycicel violence occurs between family members are
this: (a) Bo willing third party witnesses; (b) The victim often
doee not desire prosecution; (¢} An advisor is working in & factual
vacuun since there are no other wltnesses except the parties.

As a consequence of these things the assailant in
these cages is acting with the knowledge that he has little to fesr
in the way of legal consequencen.

Qther types of?cases which involved the legal
section alsc included finencial, eriminal, property disputes, the

Jha.
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provision of fmmediate advice, emergency court representation, snd

a thorough explenation of the legal rights and duties inherent in
the eituation together with referrsl to a proper legal resource.
This appears to meet the needs of the aversge citizen whe comes to
or calls the U, S. Attorney's Office expecting guldsnce in s dispute
over a comtract, an arrest, or cther complaints.

0f the legal cases handled directly from in-take,
spproximately one-heif reqﬁired outside contasct with the opposing
perty or with witnesses or cther interested parties. In cases of
greater complexity or with unususl aspects, extensive contacts were
made with the sttorneys or sgencles to which the ceses were referred
in an attempt to inswure a good referral.

The majority (or 77.6%) of incoming referrals conw
tinues to come from law enforcement agencies. The data indicate that
60% (or 1,188) of our clienits were referred to community resaurces
with no one resource serving a majority. This is viewed as & posie
tive ppproach as the zoal of CIS is to meke better use of &ll

existing resources.
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E. Fourth Quarter (July 1, 1967 - September 16, 1967)

During this final quarter of fiscal '67 much time was spent
by members of the Boerd snd staff of I8 in the securing of funding
for fiscal '68 and future years. Meetings were held with officials
of variocus government sgencies and the Board then approved the
submission of gramt applications to the following: Depsrtuent of
ILabor (New Careers Program}, for a grant of $90,000 and to the
Department of Justice, $85,000., During this period the anticipated
grant of $15,000 from the Meyer Foundation was received. In
additien, the Board also authorized submission for fiscal ‘69 to
the Office of Community Renewal for CIS to become a part of that
office's proposed Urban Renewal Centers. This was done with the
understanding that other sources of furding would still be explored
and, more perticularly, the possibility of becoming an independent
sgency urder the D. €. Government structure.

During this period the Personnel Committee of the Board
of Ddrectors met and personnel policies were apmroved which were
subseguently adopted by the Bosrd. A Grievence Committee was
establighed for the benefit of employees and this Commitibee met
to digcuss and deeclde on those grievapces which hed bheen presented
to it.,

1. DPenonstrations or Achievements., A constant effort is

baing made by the staff of €IS to find and utilize every means and
media avalleble to promote the work done by CIS and to wake it
better ltnovn in every area of the DMsgtricet. The importance of this
cannot be stressed too auch in order that help mey be given to thie
largest possible segment of citizens.

b
2/68



The Research Deparcment of the Unlted Planning
Organlzation began gathering data to eveluste the case loed of CIS,
This date evaluation 1s one of the requirements of the funding egenecy.
To expedite this research program, the compilation of pertinent
data, followwup of referrals and the transeribing of data onto
UPO forms ave being done by the Aldes.

The Resources Specialist hired on s temporary basis
at the beginning of February to organize volunteers and to gather
information Tor use in the Rasources Index Tinished her working
periad at the end of July. B8he prepared a2 [inal report to the
Director offering her recommendations for further develoument of the
index. These recommendations iﬁclude (1} coutinued use of
volunteers and staff to interview sdditional sgencies in person,
{2) contameting churches and small agencies by phone, {3) consider-
gtion of employing a permenent Regources Specialist Tor continuing
work and up-dating of the resource index, (4) on-going efforte to
keep index material curreni, {5) considerstion of compilstion of
index materisl for publication and 4distribution to other sgencies,
and (&) consideration of new programs for using volunteers in
developing both the index file and progrem of CIS.

4 Citizens Aide was assigned to the U. S. Attorney's
Office, Court of General Sessions, on a full.time basis, rather
than part.time as has been the practice in the pazt, This will
make our servicer mveilable to more citizens and hopefully will
inerease the referrals coming to us from that office.

LG
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A Cltizens Alde worked one full day in gathering data
on all resources within the Shaw Area for the stafi of United
Plarming Organization. This material will be used for plamming of
the Demongtration Clities Project. A4 total of over 200 resources
was reached including businesses, schools, churches, private
physicians, lawvyers and socisl égencies.

A Citizens Alde who is bl-lingual has assisted the
U. 8. Attorney's Office, social workers and Juvenilic Court personnel
by interpreting for Spanish-spesking clients. This then enables
them to relate thelr problems with clerity and to relicve frustre-
tions caused by communication difficulties.

2, Problems Encountered. Follow-up analysis of the cases

indicates a fair degree of program resolution in Li- - inercilal
dispute area {l.e. contracts, debts, etc.) but a ver, ow number

of solutions in the family dispute area., This reflects the

paucity of institubtionalized methods or means to alleviate the cause
or deter the incidence of domestic violence amonz the poor. For
instence, vhen a client disputes an installment cord ot or debt
with a merchant and the dissgreement cennct bs resclved by
immediaste contaclt or negotiation e referral can be made to the
Lawyer Referral Service or the Welghborhcod Legal Bervices Project.
If further negotiation does not end the problem, & lawsult will
furnish an orderly procedure to resolve the dispute. In contrast
to the reedily pvallable procedure Tor dealing with property
disputes there sre no instiftutions with the power o » smonsgibile
ity to alleviste domestic violence. The judicisl systen in either

Wb
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its criminel or domestic relations sections is nelither equipped nor
degigned to furnish the remedial counselling system and effective
deterrent {quick and certain punishment) required. Bven the "final
sclution” to domestic problems, i.e., divorce, is not availasble to
the poor because no agency provides free representation in divorce
actions except on a basis wiich excludes most of the potential
clients,

CIS mupt continue to turn awvay those who reguest peace
tonds when they have been abused, threatened or harassed. The lack
of such protection for the residents of Washington is & constant
source of complaints from many clients.

The preliminary reduction of raw dats to resecarch forms
for the UPQ Research Department evaluation currently wider way has
pointed out the lack of cooperetion from community resource sgencies
in retuwrning the completed referral forms. This necessitates much
staff time in follow.up worlk, making phone calls to agencies and
visits fo clients to ascertain if the clients reached the agency
to which referred and what heln they received,

Reduction in the fiscal '68 budget has curtailed
mrojects which are needed to make the services of I8 wore readily
availeble and more well.known. For exanple, the police referrsl
pads recommended in the originel project plan have not been
printed because of shortage of funds for a supply of sufficient
guantity to be available to all policemen. The printing of an
information brochure t0 explain our services to other agencies and
to the commuiity as a whole would be helpful in publicizing our
work. The printing of signe to be displayed in various publie

places would e2id in this respect also.
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The lack of approved funding for fiscal '68 by the
funding agencies untll imonths beyond the expiration of the original
grant period was responsible for a decrease in staff morale and has
resulted in an uncertain fPuture for the program &g & whole. It is
hoped that by fiscal '69 more secure funding provisions can be made.

3. Analyeie of Data. There were 2,237 clients interviewed

during this guarter with nearly 60% of the clients being interviewed
in pereson. Of these, nearly three-fourths were new clients and over
60% were females. There were 407 (or 25.8%) of new clients who live
outside the Nelghborhood Development Program areas. This tends

to indicate that segments of the community are without a neighborhood-
based facility. The greatest number of clients come from the Far
Tortheast NDP area while the smallest muwiber are from the Bouthwest
ereda. These dota compare faverably with the data reported during

the mwrevious guarter.

The wajority of clients comtinues to come to CIS
directly from the U.S, Attorney's Office, with legal matters being
the greatest percentage of total problems presented. Most clients
vere given referrals to e variety of agencles for assistance with
their problems; others were provided with direct service.

Analysis of the legal cases showe a2 continuing pre-
ponderance of family-mnarital problems. More than one-half of the
cases are In this category. The second largest category involves
general property disputes (éebts, car wales, ete,); the third,
disputes vetween landlords and tenants, while the remaining cases
range from mental health cases to legal representstion problems,

with no significant vercentage in any one category.
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F. Treining
Prior to the opening of the cffice on

December 19, 1966, the IS Advisory Board Commlttee on Training
met to discuss orientation training for the first five cltizens
aides to be hired. Tt wag decided at that time that orientation
would last for a period of one week. The orientation schedule
{attached) included discussion of the history of CIS; poveriy and
poverty programs, developing empathy for and understsnding of
people; basic procedures regarding interviewing; record keeping;
functions of the couwrvs; and commmity resources. Upon completion
of orientstion, a continuing schedule of on.the-job training for
cltizens aides was maintained and aldes received two one and &
half howr training sessions per week.

Training of citizens aides was developed, plamned and
executed for ithe most part by the Executive [Director, the Bocial
Worker and the Attorney. For initial orientation classes, outside
resource persons in the fields of law, health and welfars and
educational institutions were utilized to provide the mides with
comprehensive knowledge of various agency procedures, the methed
of interviewing and working with persons in need, the cowrd
system, and how to make an &ppropriste referral. TFamiliarity with
the resources index, the art of comunication, the ability to
brealk problems down to various categories and the method of looking
at alternative soluticns have been stressed,

Intensive training in legal watters wae provided by the
CI8 attorney. This inecluded in.depth case analysis and vieglte to
court proceedings, narviculerly those involving divorce or support

hearings.
~b9.
? 2/65



Figld trips were made to various comminity resources
including visits to Glenn Dele Hospital, Junior Villege, and the
Alcoholic Rehabilitation Service st D. €. General Hospital,

One training eession demonsitrated methods of hendling
telephone inguires and practice in wvord usage employing materials
made availeble to CIS by the Checapeske and Potomsc Telephone
Compaiy .

With the beginning of the UPO Research Department's data
evaluation of the CIS program, aidés were instruected In how to use
the gimple research form provided for that purpose. Much staff
time was devobed to updating case histories for data reduction
purposes and in.service training was somewhet curtailed during

the period in which this took place.
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III. FINDIHGS AND ACCOMPLISHMINTS

Reference has been made to the nurbers of citizens interviewed
and referred during each of the quarterly reports of the year.
Below is statistical information of the total number of contacty

Tor the year ending September 30, 1967.
Table I

Fethod of (ontact

Total Percent ist Qbr. 2nd gtr. Wrd Gtr. 4th Qtr.

...... B ————

In Person 3, 399 35,2 a5 935 1,591 1,263
By Telephnne 2,251 20.53 7 Léa fee ohg

Yaeheral
Information Only h,ge6 Lk 5 513 1,264 1, hoy 1,577
Total 11,076 100.0 510 2,600 e 3,k

1/General information hes consistently been the calegory
containing the bighest muber of concaets. Reguests ave made for
general inforeation bovh in werson amd by telephone. Ho case
record iz maintained for this category ang contaclts are kept by
muiber only. This catepory includes reguests for Ioscation of
agencies, telephone munbers ﬁf services andfor questions relaied

to cowrt procedwres.
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Teble 1T

Case Status

- Status Total Percenu lat @tr. 2nd Gtr. 3rd Qor. bR Obr.
New Cases h, Gl 41.g g2 1,191 L7 1,580
Ongoing Ceses 1, 506 13.5 0 213 H36 657
Information Only b, 926 Lh,5 518 1,264 1, ka7 1,677

Total 13, 076 100.0 1) 2,608 3,0 3, 0Lk

Ongoing cases refer o follow up iritlated by the citizen anéfer

the Agency.
Table III
Identification of Mew Cases by Sex
Sex Total  Percent  lst Qbr. 2nd Qtr.  3rd Qbr. Ath Qbr.
Males 1,735 37,5 2h Liz 723 57l
Females 2,911 62,7 68 778 1,058 1,006
Total Hann 100.0 g2 1,151 1,701 1,500

2/68



IDP Areas

NDP #1

NDP ;2

Change, Inc.
Urban League
Bear Northeast
Far Northeast
Congress Heights
Southeast
Friendshiyp
Sountlwrest

D. €. = Outside NDP
No Fixed Address
Out of Town
Address Unlmown

Table IV

Location of Cliente by NIP -dreas (Mew Cases)

Total  Percent  lst Qbr. 2nd Qbr. 3rd Qtr. Lkth Qbr.
278 6.0 2 73 130 73
256 5.5 5 8k 10k 63
292 6.3 5 33 87 112

89 1.9 3 28 36 2p
L43 9.5 15 136 147 145
527 11.3 1k 122 209 182
241 5.2 6 53 105 77
373 8.1 £ G2 1k8 162
132 2.9 5 37 38 52

31 N 1 12 8 10

1,160 25.0 25 272 L55 LO7
283 6.1 2 70 121 a0
202 L,3 ) 50 79 61
332 T.2 1 gk 113 12k

W, ohk 10G.0 s73 1,161 1,751 I,550

~53.
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Table ¥

Incoming Referrals (New Cases)

Source Total  Percent lst Qtr, 2nd Qtr. 3rd Qtr. Mth Qir.
U.8. Attcrney’s

Offlce 1,656 35.7 6l bl 599 552
Court ‘of General

Sessions 1,137 2h,g a 266 501 362
Police Department a7 18.9 3 252 332 250
Legal Aid Bociety 107 2.3 1 27 36 L3
News Media 171 3.7 b L7 a0 Lo
Self Referral 216 k.6 2 38 &2 11k
Staff/Board Members 38 B 2 8 15 13
Friends/Relatives 218 k.t L G2 73 79
Dept. Public Welfare 30 B 0 3 12 15
Neighborhood Legel

Service 11 .2 2 3 3 3

Frivate Attorneys 12 .3 1 1 7 3
Heallh &k Welfare

Council 10 .2 1 1 5 3
UPG Heighborhood

Bevelopment )

Project oh .5 0 1 14 g
Public Health 1b .3 o 2 b 8
Lawyer Referral T .2 U 2 3 2
Others 116 2.5 G 37 35 bk

Total L BhE 100.0 el 1,191 1,751 1,530

5.
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Specific Problems

Apgaull

Legal Problems
Disputes

Housihg
Transportation
Social
Medicil/Psychiatric
Employment

M* Child - Custody
Alcoholdsn

Others
Total

Table VI

Specific Problems Presented (WNew Cases)

Totel Percent lst Qtr. 2nd Qtr. 3rd Qtr. b4th Qtr,
878 16.5 25 165 323 365

1,136 21.3 32 167 L2s 512
501 9.4 B 129 193 171
605 1.k 10 139 261 195
260 b5 2 2k ey 87
433 8.1 1k 254 11k 51
371 7.0 9 &7 76 219
377 Ta1 2 8o 179 116
164 3.0 5 37 88 3k
452 8.5 12 132 220 88
153 2.8 1 L3 51 58

5,330 100.0 120 1,237 07T I,996
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Table VIT

Dispositions of New Cases

Digposition Total Percent 1st Qtr. 2nd Qtr. 3rd Qtr. bth Qbr.

Direct Services by
Citigzens Informetion

Service o,2pp Lo, 18 Ls56 799 oLg

Raferrals:

Legal Services 71 16.0 36 207 287 321
Metropolitan Police
Dgpartment 103 1.9 O 19 25 59
Department Public
Wizlfare 316 5.8 Y 55 106 151
Temporary Shelters
{Private) 173 3.2 1 LB &6 58
Health Services 351 6.4 6 y{al 136 131
Employment Services LoT 7.5 1 114 171 121
Other D.O.
fiovernment Agencies 254 L7 2 28 102 122
Federal Agencies 336 6.2 7 61 136 132
Other Private
Agencies 319 5.9 L7 39 140 123
Total Referrals 3,130 576 L 506 1,169 1,218
Ne Resources 54 1.0 0 13 17 19
Cliept Refused Refewal Gt a7 G 37 2 8]
Total Disputes 5,085  100.0 02 1,180 1,987 2,186
56
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IV. CONCLUSIONS AND RECOMMENDATIONS

A. Conclusions

Citizens Informetion Service has proven itself to be a
successful demonstration project. The follewing goals that were
outlined in the original proposal to 0.L.E.A. have been achieved:

1, To eliminate the excessive and inasppropriste demands

made upon the Y. 5, Attorney's 0£fice to deal with matters which

are either nonecrimingl in matuwre ¢r have no prosecutive merit.

Thirty.five percent of ouwr cases casme directly from the U. &.
Avborney's Office; by assigning an aide full.time to that office
to serve as an intake worker to soreen and refer cases Lo UIB, we
vere able Lo free one more U, §. Assistent Attorney to devole
more time to criminal matters.

2. To establish a2 central and accessible resource

index. Under the supervision of a paid volunteer coordinator,

volunteers were recruilted and trained to survey commnity
resources for compllation of a communlty resowrce Index, Several
hundred sgencies, botli public and private, were contacted. Data
were processed and transferred to 5"x8" index cards; the finished
product reveals a total of 351 community resources available for
use by the aides. Reguests Tor use of this index has been made
by agencies and individuals in the community.

3. To allow for complainants to be heard promptly and

in private. The average wailting pericd Tor a complainant is
less than ssven mimgtes. From the beginnivng QIS8 hes stressed
prompt and courteous service for all cliencs and by all employees.

VBT
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CIB8 has received several complliments regarding the prompt,
courtecus and efficient manner exhibited by the staff.

Our physical location does not lend itself to privacy
as an ideal inmterview situation requires, but if, and when, we
move to our permanent quarters, thls problem will be eliminated
because each interviewer will have a private cubicle.

4, To improve deteriora%ing police~community relations

in deprived neighborhoods. All police personnel from the Chief

of Police to the policeman on the beat are aware of the operations
and activities of CIS. The Executive Director has appeared ab
ro0ll call at most of the precincts to acquaint the palice with
the type of problems thet may be referred to CIS. All police-
men on the beat have a referral pad with the name, address, and
telephone number of CIS. Twenty percemt of our referrals have
come directly from the various police precincts. No evaluation
as yet has been made of the affect of police referrals on policc-
community relations, but, judging by the favorable comments the
aides occasionally hear from clients, we are sure that police-
community relations are being helved by the police being abie

to connect ecitizens with services.

5. To document the adequacies and inadeguacies of

community resources in relstion to the needs of the citizens.

After almost one yesl of operation, we mre in a position to
report many needs of our citizenry and to cite the adeguacies
and inadeguacies of many of our community resources, public as

well as private agencies, and social and legal services.

-58-
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CTTIZENS INFORMATION SERVICE
Oriencation
To be held at
First Trinity Lutheran Church Basement
561 - bih Street, N. U.
Monday, February &, 1967 through February 10, 1987
MonZay 2.5-57 a.a. UFQ and its Heighborhocd Development
Cewters, -Programs and Services.
Guests: Mr. Ted Parrig, UPO

Mr. William Waterman,
UPQ Coordinator

" " 12:;00 - 1:00 Lunch
" N 1:00 - 1:30 Review of morning session
N " 1:30 - 3:00 History of CIS

fuest: Mrs. Wilhelminia Hobinson
Senlor Neighborhood Worker
Heipghborhood Developmerst
Project 2

! ! 3:00 - 4:30 Question and Ansver
Tuesday 2.7-57 a.m, Interviewing Technigques and Skills

Guest: Mrs. Marjorie Henderson,
Legal Psychiatric Service

Discussion
! N 12:00 - 1:00 Lunch
" " 1:00 - 3:00 Office Procedures

CIS Forms & Reporis
{ase Materiale

" ! 3:30 - B30 Legal Assistance Program
Mr. Frank Cumnning

Wednesday 2-8.67 9:00 z.m. Vigit to Juvenile Court
451 Indians Avenue, N. W.
Guesl: Mr. Jerome Roach,
Field Instructor for
Cathelic University School of
Sceisal Work



Wednesday (continued)
12:00

1:00

3:00

Thursday 2.9.67  9:00

12:00

1:30
3:00

Prigay 2.10-67 9;:00

10:00

12:00

1:00

3:00

1:00

. 2130

1:00

Li00

10:00

12:00

1:0C

3:00

Lunch

The Court Systemn
Ftaff Attorney

The U, 5. Attorney's Office

Guest: Mr. Joel D. Biackwell
Chief Assistant
Distriet Attorney

Legal Ald Society
Guest Speaker: Mr. Temple

Lunch

Mre. Theresa Abbott, Executive Director
Washington Council on Aleoholism

Film: “"To Your Health"
Mr. John M. Bischoff
Chief Deputy Clerlk,
Domestic Relstions Branch
Review

Mrs. Thelma Rutherford
Health & Welfare Council
Information Service

Tunch

Mra, Marjorie Herderson
Legal Psychiatric Services

Summary
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HIVERSITY SCHOOL OF SOCIAL WORK
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How long hove you Tivel oo vour nressent ndoorennt yoors 5
fiow lonp did you Yive oL your Tormer addvroas?
Humbor of relctivesz oo ather per

Total nuwmosr of

monhis
TONT
THOns
oLl nv

aee e monbhs
living in too houschold: _
n D nuacenpldd

nyemoer o rooos o oniciady




16

L.

Highest grade completed in sciool:
. Llementary 1 & 3 L G 6

b, Junior Hipn 7 7 9

2. HZigh School 10 11 12

d. College 1 2 3 L

8. Othovao(opocifiy)

Ovcupation:

Where are you presently emnloyed?

How long have you beocn emnloyed in your nresent nosition?

Weekly Barnings: 3

¥Where we.oe you provicusly emploved?

o
4

a; Patcz ol Dmployment: Prom e

Wro clso in she vastly werkst

S

.

Fow mucl: daos nils srzon moina?

Woat 1o the total Jumily inuoma? o

- = 1 N s ~y a T b - -
a. J,a. Lbtorney's OfTice ¢ . Court, of voneral Bossions
- - T Y H i . e w P »;i- -
0, atropoliiton Polico Yeap: ~imont ;oO. TTosys Todla 3
- e e A b T 2225
4 - = . Fd : - ST - Fagd n o RER
©. dali-ing L o Belntivan : Avteneda HER
Agonciorn N TR SR ST LS RS ¢
Did ron T i el IAPREY i PR
d PR
. Sy -, T
- s b — 1 - - -
fi.. W EEGRN AL L L - : e EF RN PRI ‘ < - ” - e - ¥
. €2
ald you usi”?
whot was AT caacien of 01D woon o Siman o vioLiow o
agoncy?
v - - . P R
— U0 1o~ “otonn dnid -

e



1
(")

10,

11.

j=t

o

5. We'o gracted you?

6. Did you have to wait long?

a. &if yes,
(31} 15-30 minutas

© it . e i ———

8. Did ycu talk wlth unyone

c. If yes, whom?

yes

iz hour o

Pl

9. What help were jou pgiven

you weit awhile®

a. Went immedintsly

at CI3?

S
1

now long-{1} less than 108
s L)
7’g@%om did you tﬂlmfﬂluﬂq\{ﬁewuﬁn 3 name)

r

ng

OO R
SLruver

TI0INe

(2} 10-15 minutes  ;

E

elae at CIS? a, Yen

b, Waltod awhile
c. Didn't pgo at all

Eld ycu go to the person or agency immediziely

To waon or to what agency were you referrcd by CIL

gfter referral

T

57

e E

- - . . - R
z. If B (above), tow lons did your walg®
a. Wiy 4did you unin?
- e by - - 4
b. I ¢ {abovs) woy Sldnts you {;of’
3. In your judgmmo worma ou Siv as ot ooy I8 as Fow
8 ? ;J fabitte .s‘i,i’ g ne RS (R B Py 23308 ues - v wldD G35 ‘_,-{3&&
R -
i
a. +~es -
b. o
L, If no, what clae do sy bninme 013 conld Dove aoae o wout
5. I one of your Trigads or naizhiors wrero voculble, or noodgd
would you recormiend than o{shie) po o to CIS Dan o balin?
a, Yes b, .0 Cyoee I e, wlon?
Lo. dow do you thinic ikad L3 eould b fouroved
Contact ne
1. Do ownat ateney wesn rou cefoored? (oo
£, HDow were you procitsd al boo nolney Lo Uil ¥ EEERALC R GRS S
3, DLd you lLiowve o it o Tove nomirane Tea? U T
2, af yes, ow olong? o fean taan o omliocte 4 i e LA
£ oa % .o e .
B AL IR L o ERMD O inT .

o g —



Wan this noooney able o aln you? oo ; Ho

¥ [

EBractily vhat did 1% - for rou?

Whom did you talk with thare?

ok

I the agoncy wes,able tc heln you, did Li refar you to anciher

agency? Yes ilo
a., Lf yes, name of a;uncy

b. Did you ge to thwt agencs or did you retum to CIST
{1}, Went to otiicr arency
(2}. Returmed to CIS.

{3). Did neither

1 v(2) above, did CIS refer you to another agency? yogq . .

&, &f no, what did CIS do?

Wny didn't you return to CIS?

; No

What did you do?

Was your nroblem zolvsd satiasfachorily? eos ; Ho .

a. If no, what have son done or whabt are you Colng avout

Have you had sny nrobleas zince your finci cinizot wlith CF
which you ncod ielp? Yoo HSEN R

If yes, how did you oolveo the problen?
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