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Technology in the Human
Services
Welcome to New Technology in the Human
Services Volume 4! Those who have been with us
through some or all of the previous three volumes
are owed an explanation about the change in name
from the now familiar Computer Applications in
Social Work.
In reality the old title was becoming less and less
appropriate as a description of the content of the journal. In
the first place, 'computer' is too narrow a label for the range
of technology being covered. Tele-communication has
already been featured regularly, and other developments, such
as interactive video, seem likely to call for increased
attention. Next, 'Social Work' is not a suitable description
of either the journal's contributors or its readers. Many of
these are DP staff, and others come from different service
professions, such as psychology. Volume 3 made a rather
cumbersome attempt to accommodate to changing
circumstances by adding 'and Allied Professions' to the title.
Now the Editorial Board have opted to have a more
fundamental renaming.

New Technology - Human Services
'New Technology' probably needs neither explanation nor
justification.
Information Technology' was a possible
alternative, but it is more of a mouth full, and some of us
look forward to the continuing development of helpful
applications which are not solely information-based.
'Human Services' was a harder choice. A problem in the
UK is that we have no widely accepted label to cover the
range of services and service professionals encompassed by
the journal. 'Personal Social Services' might get close, but
anyone familiar with North America will be aware how
useful the Human Services' phrase can be. We would like
it to catch on in the UK.

HUSITA '87

papers were presented at HUSITA. A few were only suited
to verbal presentation, but a majority were substantial
publishable contributions, and the HUSITA organisers are
working to find outlets for as many of them as possible. A
volume (edited by Walter LaMendola, Stuart Toole and
Bryan Glastonbury) will be published by John Wiley during
summer 1988. Haworth Press is considering a special issue
of Computing in Human Services, and several other journals
have been approached. New Technology in the Human
Services will not devote whole issues to HUSITA papers,
but will print them alongside other contributions in each
issue of volume 4.

Future Events - HUSITA 2
The journal will also keep readers informed about events
developing out of HUSITA. There are two areas being
pursued.
One is HUSITA 2, a second international
conference, on a date and a venue not yet decided, but
certainly not in the UK. No formal organisation exists to
set up the next conference, so its future probably depends on
what happens in the second area, that of seeking to establish
an international association, to retain and build on the links
forged at HUSITA. If such an Association is formed it is
very likely to have the organisation of future international
conferences as part of its frame of reference. On the day after
the formal end of HUSITA in Birmingham, a substantial
number of people stayed behind to consider the next stages
of development, and a small group was asked to conduct a
feasibility study and circulate proposals for an international
association.
Subsequently the Government of the
Netherlands has offered a grant to meet the cost of the
feasibility exercise, and work is going ahead.
After the major effort of organising HUSITA, this journal's
organising group, CASW, will now return to its more
traditional activities.
These include conferences and
workshops, details of which will be circulated to all 'New
Technology in the Human Services' subscribers.
[ [

The last issue of the journal coincided with the HUSITA
conference in Birmingham, and the next 3 or 4 issues are
going to be very much influenced by that event. Over 130
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Events
International Association of Schools
of Social Work
A Special Colloquim
Sunday, July 17,1988, Vienna, Austria

Use of information Technology
in Social Work Education
IASSW is proud to announce a special colloquim
preceding the bi-annual congress to be devoted to
the use of information technology in social work
education.
The provisional list of presentations includes the
following:
1. New Applications of Information Technology in
Micro and Macro Clinical Social Work Practice.
2.

Computer Aided Learning and Social Work
Education.

3.

Software in Social Services and in Social Work
Education: What is available?

4.

Expert Systems and Social Work Education.

5.

Open forum for participants to share their
experiences and interests. Potential
contributors are encouraged to contact the
colloquim chairperson directly as soon as
possible.

Software products will be available on site
for examining, sharing and learning
This special coloquium will enable social work
educators from all over the world to get updated on
new develop-ments in information technology as
they impinge upon social work practice and
education. It will further enable those of us already
involved in this area to share ex-periences and learn
fromeach other.
Co Convenors
Stuart Toole
Albert Visser

Birmingham Polytechnic, UK.
Courseware Midden,
Netherlands

Please refer all enquires and suggestions to the
colloquim chairperson:
Ram A. Cnaan
School of Social Work
University of Pennsylvania
3701 Locust Walk
Philadelphia, PA 19104
U.S.A.
TEL: (215)898 5533
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Back Issues
CASWVol.3 No.1
Walter LaMendola from the University of Denver's
Graduate School of Social Work looks at the issues and
problems involved in developing software for the human
services; Bryan Glastonbury (University of Southampton
and CASW editor) considers the problems and pitfalls of
managing the social services computer system; Paul
Dolan and Elis Envall discuss the ethical dilemmas
involved in protecting the privacy of clients in computer
aided social work; Stuart Toole and Mike Winfield of
Birmingham Polytechnic lay down their thoughts on Expert
Systems and their implications for social workers; and the
FidoNet communications system is introduced.
CASW Vol.3 No.2
SOLD OUT
Peter Marsh, Bill Ormerod and Jane Roberts from
Coventry Social Services describe the Coventry Social
Services Department's experience of introducing l.T. into
the department; Birmingham Polytechnic's Harvey and
Baggott carry out a thorough review of four Expert System
Shells - Micro-Expert, Expert-Ease, ES/P Advisor and
apes; Fritz Gruendger from Berlin considers the
implications of computer applications in social work
education and Victoria Weavers, a social worker at Warley
Psychiatric Hospital asks "Can computers do social
work"?
CASW Vol.3 No.3
Bryan Glastonbury asks "Why has the software boom bypassed social work?"; the CUSSnet (Computer Use in
Social Services Network) electronic communication
network is introduced; Dave Arber, a consultant in
computer uses for people with special needs, shows how
computers can be of use to the sufferers of Alzheimer's
Disease; David Challis, John Chesterman and Robin
Saunders provide different perspectives on the same
computerised record keeping system in Kent; Alistair
McNicol describes how Strathclyde Social Work
Department is making use of the Themis Viewdata system;
and from the US Sharon Kava and Walter LaMendola
consider how modern telecommunications can help
develop rural social work.
CASW Vol. 3. No.4
Sheila Clark details the use of computers in planning
services for people with a mental handicap in Hampshire;
David Columbi leads us through his own computer
Odyssey and wonders why everyone keeps urging him to
buy an Amstrad; Peter Ashe describes the Lothian Social
Work Department approach to developing computer
systems; Hem de Graaf examines the use of computers in
Dutch Social Services; Stuart Montgomery relates how
Strathclyde Social Work Department have obtained extra
staff resources by using special funding measures. Plus
reviews of software, books and periodicals and a first look
at the new Aspect Relational Database. This issue also
contains abstracts of over 130 papers which were
presented during the HUSITA International Convention
held in Birmingham, United Kingdom, 1987.

Single issues £2 plus postage except No. 4 which is
£4 plus p. Photocopies of individual articles are
available at £1 (plus postage) each.
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Computer Illiteracy and Human Services
Ram A. Cnaan
The current electronic information revolution has produced several
negative effects, one of which is computer illiteracy. This article
discusses the causes, major victims, and consequences of computer
illiteracy. The article concludes with the new challenges that this
modem day social problem poses for human services
Introduction
The aim of modem technology has been
to solve a variety of problems.
However, technological revolutions
leave in their wake social upheavals, as
new technologies trigger sweeping
changes in people's values, emotions,
modes of communication, life styles,
norms, rules, and sentiments. (McHale,
1976).
Illich (1976), for example,
referred to the negative effects of modem
medical technology creates while
solving existing problems.
Perwitt
(1983) referred to these negative effects
as the "bittersweet" principle of
technological change. Lawless (1977)
cited over fifty cases in which
technology has side-effects detrimental
to society. He noted that the first stage
in society-technology relationships is
adaptation, but that it is only when
negative consequences are publicised
that the later stages of criticism, shock,
and awareness to new problems follow.
Cnaan (1985) noted a wide range of
possible negative consequences which
may
stem
from the electronic
information revolution.
The most
fundamental problem associated with
this new technology is, undoubtedly,
computer illiteracy. Some claim that
computer illiteracy is an ephemeral
social problem that will be solved
within a few generations (Meznies,
1982; Simon, 1977), while others
disagree.
Nevertheless, computer
literacy is the gateway to the new
information age.
Human services
therefore have an important role to play
in developing new methods to cope with
the problems caused by the new
technological tools and to help people
adapt to the new technology.
This article focuses on computer
illiteracy: its origins, potential victims.
©CASW Ltd 1988

and consequences.
In this article,
computer illiteracy is reviewed as a
social problem, one that poses a new
challenge for human services which
must develop new social policies to
address as well as help prevent the
problem.
Computer Illiteracy:
Major Causes
There are many reasons why individuals
cannot acquire basic computer skills.
First, those who can neither read nor
write obviously have not mastered the
basic alphabet. This presents a major
obstacle to even minimum computer
literacy.
Second, in the United States, the
availability of computers in schools is
limited. In 1983, the median student-tocomputer ratio was 125-to-l at the high
school level (The Johns Hopkins
University, 1983). The average time
that students actually worked on
computers was 15 minutes a week. It is
obvious that only the most motivated
students, who are willing to work on
the computer after school, will become
computer literate.
Moreover, many
school computers are often used solely
or mostly for computer-assisted learning
(CAL). In such cases, students get very
little experience and time for real
computer literacy (Becker: 1982;
Sheingold, Hawkins and Char, 1984).
Third, the student-computer ratio in
schools, mentioned previously, is by no
means uniform. This unequal ration, as
will be later discussed, favours white,
suburban,
male
students
over
minorities, inner city, rural and female
students. Generally, the schools in
wealthier communities not only have
more computers but also buy more
equipment
(Quality
Education

Data, 1984; Zakarya, 1984). Thus there
is an issue of diffusion and
opportunities.
Fourth, computer languages are wrongly
compared with foreign languages.
Learning a computer language is not
primarily a matter of linguistics but of a
precise new logic that requires an
adjustment in thinking methods. Once
the thinking method is acquired,
additional computer languages may
come relatively easily. The problem
however is leaming the first computer
language. Learners find it difficult to
adjust to the rigid logical restrictions
required by the computer language. For
example, computer languages require
detailed and exact repetitions over and
over. Few deviations are tolerated.
There is no body or sign language,
terms cannot be defined ambiguously,
and more often that not, a minor
mistake can be responsible for failure to
get
results
(Kemeny,
1983).
Comparing computer science to the
natural sciences is also misleading.
Menosky (1984) noted that many people
wrongly assume that computer programming requires a background in advanced
math and even physics and chemistry.
Fifth, Sproull et al. (1984), in their
study of undergraduates required to take
computer courses, identified three stages
of psychological adjustment to this
unfamiliar new technology.
First,
almost all new students encountered
reality shock followed by confusion.
Next, the students attempted to reestablish control. Finally, successful
attempts to control led to adaptation,
while failure to regain control led to
anger and feelings of loss.
Anger
possibly could lead to successful control
but, "if control attempts are successful,
anger or withdrawal ensues and the
person is likely to become a cultural
dropout" (Sproull et. al, 1984: 35).
Sixth, people who once were computer
literate and had mastered one or more
computer languages, either in school or
on their jobs, may either move to non-
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computerised jobs or be required to use a
different type of computer. In the latter
case, the switch, whether from a
mainframe to micro, from batch to
interactive, or from IBM to Digital,
may be too demanding and involve logic
that seemed to be totally different. As a
result, those who once considered
themselves computer literate become
illiterate. Continual learning is essential in order to keep up with the rapid
developments
in
computers
and
computer languages.
Seventh, resistance is the term mostly
associated with automation in the
workplace. Taylor (1981: 57) argued
that "the computer always threatens to
disrupt the power balance within an
organization".
The threat of the
computer is perceived in many ways:
constant monitoring, loss of autonomy,
status struggle, information leaks, legal
concerns, and fear of an imbalance of
power (Boyd et al., 1980; Hammer and
Hile, 1985). Furthermore, members of
the organization may have different,
even contradictory expectations concerning the computer (Craig, 1984).
Whatever the reason, resistance to
computer applications in the work-place
is another cause for increased computer
illiteracy, since those who object to
computerisation are unlikely to learn
new computer skills .
Eighth, resistance to computerisation is
rarely due to cyberphobia (computerrelated anxiety) or technophobia (anxiety
related to the use of many modem
tools). Frideres et al. (1983) found
little evidence of technophobia in
today's society. Rice (1983), on the
other hand reported a few studies which
specifically measured cyberphobia. One
such study found that nearly one third of
the people who approached terminals
exhibited galvanic-skin responses at the
level of anxiety.
In such cases,
cyberphobia could be an obstacle to
computer literacy.
Ninth, Lindblom (1959), in his seminal
paper on the science of "muddling
through", has unintentionally predicted
opposition to computerisation.
As
Lindblom noted, as long as we can
"muddle through;" doing what we did
yesterday and making minor adjustments
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here and there; successfully using
intuition, experience, rule of thumb,
experts; opinion and messages from our
environment, why invest in planning
and data processing? According to such
thinking humans solve problems, not
by
wasting
resources, but
by
incremental
adjustments, therefore
computerisation is opposed as contradictory to human nature and a waste of
energy. When this kind of technological conservatism prevails, computer
literacy is ignored.
Finally, a major cause of computer
illiteracy is the lack of appropriate role
models. For example, most parents
cannot be models for their children as
they themselves are computer illiterate.
The burden is then shifted to schools.
However the teachers themselves are no
longer certain about what is expected of
them. Prewitt (1983) argued that the
shortage of high school science teachers
is a major cause of increasing scientific
and computer illiteracy. Lockheed and
Mandinach (1986) found that most
teachers who were asked to teach Basic
were not well prepared. Similarly, in
business and industry, the company
trainers themselves are often barely
computer literate. They teach what they
know regardless of its specific value to
the setting and students (Hall -Sheehy,
1985). Kemeny (1983) argued that
most decision makers in government
and industry today are computer
illiterates. Thus, they do not request
computerised analyses and they use
computers and computerised data only as
status symbols.
Computer Illiteracy:
Major Victims

blacks,
minorities
(non-English
speakers),
elderly
people,
the
unemployed, and rural communities.
As
Brown
(1981) noted,
"the
opportunity to adopt (new technologies)
is egregiously and in many cases
purposely unequal; and that individual
behaviour does not represent free will so
much as choices within a constraint set,
and that it is government and private
institutions which establish and control
the constraints".
Boys outnumber girls 2 to 1 in
academic-based courses in computer
programming (Lipkin and Martin,
1986). Sanders (1986) found that 64
percent of boys and 51 percent of girls
reported computers at home. However,
girls were three times as likely to say
they did not use their home computer.
Miura and Hess (reported by Sanders,
1986) found that boys outnumbered
girls in computer camps. They also
found that the boy-girl ratio favoured
boys as the age increased, as the
curriculum became more difficult, and as
the cost of computer camps increased.
A study by Quality Education Data Inc.
(1984) revealed that wealthier communities are more likely to have
computers. Gilliland (1986) reported
that 70 percent of the schools in affluent
areas had computers for students' use
but only 40 percent of the schools in
low-income areas. Furthermore, low
income families are seldom able to
purchase computers so that their
children can learn at home.
Poor
children therefore are less likely to be
computer literate.

As mentioned previously, computer
illiteracy rates vary among groups. In
this section, we will review seven major
groups whose computer illiteracy rates
greatly exceed those of the general
population. These groups should be of
particular concern to human services
since their computer illiteracy has
important implications for the future
which will be discussed later.

A large proportion of the inner-city poor
are black. Current statistics indicate
that 35 percent of the US black
population are at poverty level. They
also have higher rates of illiteracy than
do whites. Thus blacks do not have
equal opportunities to acquire computer
skills.
Lee (1986) noted that the
emphasis that black communities place
on relational reasoning puts blacks at a
further disadvantage since computers are
primarily based on analytical reasoning.

The groups most likely to be computer
illiterate are: women, poor people.

Many Hispanics and other ethnic
minorities who use English as a second
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language often do not have a high level
of fluency. Therefore, they lack even
the prerequisite for computer literacy,
the language in which computer
commands are given.
Bilingual or
foreign language software, although
available, has limited usefulness.
Elderly people are usually defined as
those at the age of retirement and older.
In this article, old age differs for each
individual and is based on past
experiences, habits of new learning, and
biological strength. Old people are
reluctant to replace old familiar methods
with computers. Giving up things that
have worked for them in the past creates
a sense of loss in elderly people.
However, as long as modem knowledge,
technology, and tools continue to
develop so rapidly, old people will have
little chance to keep pace. For example,
old people avoid modem technology
such as VCRs, microwave ovens, and
automated banking machines more than
any other age group.
Many people who did not become
computer literate in school often find
the opportunity in the workplace.
However, unemployed people especially
those who are chronically unemployed,
are denied this opportunity. In Europe
and the U.S.A., it is estimated that
about 10 percent of those aged 16 to 30
are chronically unemployed.
These
people do not come into contact with
computers and any knowledge they
gained in school is rapidly outdated.
They also cannot afford home
computers.
The final group at

