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Abstract

The Worcester Community Connections Coalition’s (WCCC) Digital Blue Book (DBB)
is a directory for Worcester families to connect to service providers they need. This project
explored the use of Google Forms, Microsoft Forms, and Survey Monkey as content
management tools for the DBB. Using Survey Monkey we prototyped a data collection tool that
allows service providers to update or add a new entry to the DBB. We also developed a color
coded workflow diagram to model the process of updating the DBB. To streamline the update
process, we made a cohesive CSV file that displays the listing information and corresponding
contact person for each organization in the DBB. This project assisted in the upkeep of the DBB

to ensure the contents are accurate and easy to maintain.



Executive Summary
Introduction

The United States is believed to be a country that provides its citizens opportunities to
progress and become financially stable by working hard. While this may be the case for some
people, this unfortunately only reflects one kind of reality. For many people, there is a harsher
reality that shows that there is little economic upward mobility from the lower classes, and much
worse, a trend in increasing likelihood of poverty. With the annual inflation rates in
consideration, the average person is making the same amount of money 20 years ago while the
cost of living has gone up significantly (Investopedia, 2021). The rising costs of living, and
significant income disparity in the U.S. make it extremely difficult for the middle, lower and
poverty class to thrive. This unfortunately is a problem that is found in many cities around the
country, including Worcester, MA. Worcester is home to over 185,000 people, 21.1% of which
are at or below the poverty level - over double the 10.3% poverty rate for the State of
Massachusetts (Research Bureau, 2020). While this can be attributed to the earlier mentioned
income disparities, it is also important to consider the individuals that lack the necessary
resources to advance economically.

The Worcester Community Connections Coalition (WCCC) is an organization that assists
struggling families in Worcester in finding and gaining access to resources to meet their needs.
The WCCC has a published resource guide which contains a list of service provider
organizations, and their contact information, called the Blue Book.

Given that the Blue Book was transitioning to an online format, our sponsors needed a
way to efficiently and effectively collect information from each organization listed in the Blue
Book. With that, our group had the goal of developing a workflow plan for collecting

information to update the Digital Blue Book’s contents in an easy manner.



Methodology

In order to properly accomplish our goal of producing an effective workflow plan, we
found that the best course of action was to accomplish these three tasks:
1. Consistently meet with our sponsors to finalize a workflow plan that suits their needs,
2. interview service providers to gain insight on how the Digital Blue Book can have a
larger impact as a digital platform, and
3. research technologies and approaches to aid our sponsors in implementing the workflow

plan.

The first objective was approached by scheduling interviews with key informants for our
project. We specifically interviewed service providers and WCCC parent leaders to provide us
with the perspectives of both the Worcester community members and the kind of services that are
being provided to them through the Blue Book.

We approached our second task by scheduling weekly Zoom meetings with our sponsors,
which included members of the WCCC, as well as members from its parent organization the
Seven Hills Foundation. Each week we were tasked with deliverables to present to the group the
following week for feedback and guidance.

When it came time for researching, we decided to look into online survey services and
their Application Programming Interface (API) uses for a developer. We identified three potential
online survey tools that could suit the requirements of our project: SurveyMonkey, Google
Forms, and Microsoft 365 Forms with Microsoft Power Automate. After a discussion between
the group and our sponsor, we decided to pursue SurveyMonkey. Primarily, we narrowed our
research to focus on how the SurveyMonkey API could be used to generate new surveys to be
sent to the WCCC affiliate organizations, and extract the data in the responses to automatically
update the Blue Book website dynamically. Furthermore, we explored how Survey Monkey’s
API could be used to populate an already listed organization’s information into the survey, so
that the organization may view their most current listing to make any changes that they deem

necessary.



Results

A key deliverable that we created is a survey using the online survey making tool Survey
Monkey. The purpose of this survey is to direct a user through the process of adding, deleting,
modifying, or declaring “no change” for a listing for the Digital Blue Book. When designing this
survey, there were three main considerations:

1. Avoiding duplicate listings,
2. ensuring that the surveys will be completed by the right persons,
3. and creating it in such a way that this single survey could be used for all of the
above processes.
For the first consideration, we recommended that via the Survey Monkey API, a
“checker” function be developed to ensure that the same listing does not appear more than once.
Secondly, we began the process of generating a spreadsheet that displays each organization listed
in the Blue Book alongside a designated contact person, to be completed by our sponsor, Anne
Bureau. Given that no such comprehensive list has been created, and that many of the contacts
are known through Anne’s familiarity with the Worcester community, it was determined that
such spreadsheet would aid in both internal organization as well as improve security when
making changes to a listing. Thirdly, we coded the survey in such a way that questions are
prompted based on a user’s response to previous questions. For instance, if a user decides to
update an existing listing, they would not be prompted with “new listing” questions. This system,
while complicated in design, simplifies the survey for the user, and allows for all four potential

paths to be accessible in a single survey.

In order to visually display how a user is brought through the survey for each possible
path, we created a workflow diagram. This diagram outlines the four potential paths that a survey
taker could be sent through. In this workflow diagram, it is easier to see the types of questions a
user will be prompted with based on their path selection, and how that information entered in the

survey finds its way onto the Digital Blue Book website and to Anne for documentation.



Recommendations

Another portion of our project involved providing our sponsors recommendations for the
kind of features they can include in their website. These recommendations were put together
following our interviews with our key informants. Some considerations to take into account for
Digital Blue Book include: gender neutral logos, as well as changing the fonts to promote
readability, especially for a mobile device.

The first consideration of having gender neutral logos was a concern brought to our group
by Kendall Molina. During our interview, when our group showed Kendall a prototype for how
the service category icons would look on the website. One of his first concerns was that each
icon needed to appeal to a more general audience. The first icon he cited was one that had a
picture of a football on it to resemble “After School Activities.” Kendall stated that the term
“After school Activities” does not only apply to boys. Therefore, the icon should be switched to
have an image that was more gender neutral. As a result of this recommendation, the group
decided to look for other icons which weren’t gender inclusive, and figure out different images
that appeal to all genders.

The second consideration of adjusting the website font to promote readability, was
suggested by Karina Wallace. This was an important suggestion, since the demographic the Blue
Book appealed to were service providers and Worcester community members that needed quick
and easy access to critical resources. Simplifying the text would have a tremendous impact on
how many people access the website, how often the website will be accessed, and most
importantly, how easily the users can have access to resources listed in the Blue Book.

As the Digital Blue Book is being implemented onto the website, our group hopes these
suggestions are taken into consideration. The WCCC was founded by parents to address the
problems faced within the households and their communities. The Blue Book was created to
assist the WCCC in giving a voice to those that need their problems addressed. Given these facts,
it is clear that the most ideal form of the website will be one that considers the concerns and
suggestions of its target audience, throughout its implementation. One that represents the

reliability, and care of our sponsors.
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Chapter 1: The Importance of Local Resource Guides
The Rise of Income Inequality in the United States:

To “pull oneself up by the bootstraps” is a term that originated in the 1800s and is a
mocking phrase considering the impossible nature of this action (Kristof, 2020). Ironically, this
term has the opposite meaning in modern times. The phrase has become a part of the American
mythos often used when addressing the less fortunate in the United States (Kristof, 2020).
Moreover, the U.S. has adopted a viewpoint that those that are poor merely need to work harder
to dig themselves out of poverty. A 2019 poll (Figure 1) highlighted that a popular American
viewpoint on the cause of poverty are poor life choices, and drugs/alcohol (Ekins, 2019). The
third most popular belief is tied between a “lack of job opportunity, breakdown of families, and a
poor work ethic”- an indication that Americans attribute success with hard work, and poverty

with laziness (Ekins, 2019).

What Americans think causes poverty

Of the following, which three reasons do you think are most responsible
for the problem of poverty in this country? Select up to 3.

Poor life choices
Drugs/alcohol

Lack of job opportunities
Breakdown of families

Lack of a work ethic

Lack of educational options
Discrimination

Unfair economic system
Gov't fostering dependency
Inadequate gov't programs
Lack of role models

Lack of delayed gratification

42%
40%
29%
29%
29%
27%
25%
22%
14%
13%
8%
7%

CATO INSTITUTE 2019 WELFARE, WORK, & WEALTH NATIONAL SURVEY

Figure 1: National poll results of what Americans think are causes of poverty (Ekins, 2019)
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Though these are the frequent narratives within the U.S., the aforementioned beliefs on

the cause of poverty are not valid. An analysis of Congressional Budget Office data demonstrates

that income inequality has been increasing since 1979 (Mishel et al., 2015). Before the housing
crisis of 2008, the average income (of the middle 60%) of American households was $17,867

below the expected average income - had there been no income inequality (Mishel et al., 2015)
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Figure 2: Actual and projected household income of the middle class assuming no growth in

income inequality since 1979 (Mishel et al., 2015)

2009

With the rise of income inequality, the lower and middle class have on average 23% less

in annual wages (Mishel et al., 2015). With the annual inflation rates in consideration, the
average person is making the same amount of money 20 years ago while the cost of living has
gone up significantly (Investopedia, 2021). The rising costs of living, and significant income
disparity in the U.S. make it extremely difficult for the middle, lower and poverty class to have

any upwards mobility.

Another factor that must be considered when discussing the topic of poverty are the

wage trends of the U.S.. From 1948 to 1973, productivity and hourly compensation had a linear
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relationship (Mishel et al., 2015). However, since 1973, hourly compensation and productivity
diverged from one another. Even though productivity increased 74.4%, hourly compensation

only increased by 9.2% (Mishel et al., 2015).

300% -
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2 Hourly compensation: Up 91.3% Hourly compensation: Up 9.2%
»200%
Productivity
150% -

108.9%

Hourly
. ,/f—//r///—‘—"’ﬂ\\___ﬁ__:EiEEfEffﬂiﬂ.«f——/”-__"d/’\hu‘
0% 2

1948 1953 1958 1963 1968 1973 1978 1983 1988 1993 1998 2003 2008 2013

Cumulative percent change since 1948
3
=

Figure 3: The relationship between productivity and average worker’s compensation between
1948-2013 (Mishel et al., 2015)

The disproportionate divergence between compensation and productivity indicates that
workers are producing more while receiving less in their paychecks from employers. The ever
present systemic wage gap affects college workers, non-college workers, blue collar workers and
white-collared workers. With living costs increasing in the U.S., a lack of proportionate work

compensation will only continue to promote poverty (Investopedia, 2021).

Moreover, the wage gap in the U.S. is only applicable for the middle and lower class. The
top 1% of the U.S. has experienced a wage growth of 138% whereas the bottom 90% only
experienced a meager 15% growth in wages since 1979 (Figure 4, Mishel et al., 2015).
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Figure 4: Annual Wage growths between the top 1% and the bottom 90% in the U.S. from
1979-2013 (Mishel et al., 2015)

From the presented data, the U.S. economic system appears to only serve the top 1%
while impeding wealth growth for the remaining 90%. This is present when analyzing
CEO-to-worker compensation ratios which stipulates that CEOs make 296 times what a typical
worker earned in 2013 (Mishel et al., 2015). Further demonstration of this is present when

comparing hourly wages from 1979-2013 (Figure 5).
60%

40 Very high wage 4%

20
Middle wage
6%

-5%
Low wage

-20
1980 1990 2000 2010

Figure 5: Average hourly wage growth between lower, middle and high wage earners from

1979-2013 (Mishel et al., 2015)
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The data presented showcases a trend where the middle and lower class make
approximately eight times less in hourly wages from 1979-2013 due to stagnant wage growth
(Mishel et al., 2015). Once again, with the rise in cost of living, stagnant wage growth will only
perpetuate and promote income equality in the U.S. - increasing the likelihood of poverty

(Investopedia, 2021).

The income inequality that is present in the U.S. is chronic and undoubtedly systemic.
Just like the impossible act of “pulling oneself up by their bootstraps”, the current economic
system is set up such that it would be nearly impossible to rise above the middle and lower class.
This is especially true regarding those that are trying to overcome poverty. Despite that, the
negative connotations of being poor are ever-present, and the narrative of “pulling oneself up by
their bootstraps” further detracts from the primary factors that cause poverty in the U.S. (Ekins,
2019). The symptoms of income inequality are present throughout the U.S., and this is a current

issue that affects the City of Worcester, Massachusetts.
Effects of Income Inequality in Worcester, MA:

The City of Worcester is located in central Massachusetts and is the second-most
populous city (with 185,877 people for its population) in New England after Boston’s population
of 684,379 (U.S. Census Bureau, 2020). The 2020 Worcester Almanac indicates that the City of
Worcester has a poverty level of 21.1% - approximately two times more than the Massachusetts

average of 10.8% (Research Bureau, 2020).

Equally as relevant, Worcester’s poverty levels compared to various age groups (Figure
6). Worcester has approximately 10,000 individuals under the age of 18 that are below poverty
levels in 2018 (Research Bureau, 2020). Furthermore, 28% of those that are below poverty levels
in Worcester are below the age of 18 (Research Bureau, 2020).
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Worcester: Poverty by Age for Population Below Poverty Level, 2018

25,000

20,000

10,000

MNumber of [ndividuals

Under 18 years 18 to 64 years 65 years and over

Figure 6: U.S. Bureau, 2018 5-Year American Community Survey regarding Poverty Levels by
Age (U.S. Bureau, 2020)

Worcester has twice as many individuals who are under the age of 18, and below poverty
compared to Massachusetts’s reported average of 13% in 2006 (Massachusetts Kids Count,
2008). Poverty levels are an issue in Worcester, and this issue becomes even more urgent since it
affects a large population of children. Furthermore, these statistics indicate that there is a need
for resources that can aid, and improve the living standard for many in Worcester. This is a

societal factor that our sponsor has dedicated their effort to improving.
Sponsor Introduction: The Worcester Community Connection Coalition:

The Community Connections Coalition (CCC) responds to the identified needs of
families with the ultimate goal of preventing factors that lead to child neglect or abuse. The four
core coalition functions of the CCC is to provide family support services, family preservation
services, time limited reunification services, and adoption promotion and support services (Seven
Hills Foundation & Affiliates, n.d.). Our sponsor, the Worcester Community Connection
Coalition (WCCC) was founded by a group of parents in 1993 with federal funding through the
Family Preservation and Support Act. The WCCC'’s goal is to provide a safe and neutral setting

for residents and service providers, including discounted cash flow, communication, decision
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making, shared resources and coordinated action plans for families (Seven Hills Foundation &
Affiliates, n.d.)”. One major initiative of the WCCC is to link families to necessary services. As a
fulfillment of this initiative, the WCCC consolidates pre-existing resources and services that

citizens can utilize in Worcester - this compact resource guide is called the “Blue Book™.

2 i‘( _ Q
Worcester Community Connections Goalition

-4

. 484 Main Street, Suite 460
% 70 u | I"] C Worcester, MA 01608 %
—— 508-552-7469

An Affiliate of Seven Hills Foundation

Figure 7: Worcester Community Connections Coalition banner from Facebook.com (Worcester

Community Connections Coalition, 2020)

Moreover, the WCCC created the “Blue Book™ around the early 2000s, a physical
encyclopedia containing resources in the Worcester community that one can utilize (A. Bureau
personal communication, April 23, 2021). The Blue Book is a pocket-sized pamphlet that
provides a wide directory of services that range across diverse programs such as after school
programs, LGBTQ services, tax preparation, substance use services and much more. The Blue
Book is a helpful resource guide for parents, and it is equally important for social workers. Social
workers often refer to the Blue Book when helping their clients (K. Wallace, personal
communication, May 26, 2021). From our research, the Blue Book is often used three to four
times a day when working with clients (D. Samuels, personal communication, May 20, 2021).
This resource guide has been utilized so often that it has been referred to as the “little bible”
amongst parent groups (D. Samuels, personal communication, May 20, 2021). Overall, the Blue
Book has been a crucial resource guide for parents and social workers for two decades. It has

provided the Worcester community the tools to ensure a nurturing environment for children, and
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assistance for adults. However, with the rise in computers and smartphones, the demand for a

digital Blue Book is apparent (D. Samuels, personal communication, May 20, 2021).

Prior Efforts Toward Developing a Digital Blue Book:

To account for the increase in demand for a digital Blue Book, the WCCC wanted to
develop a website that is representative of the printed version. Currently, the printed Blue Book
is updated manually by the director of the WCCC, Anne Bureau. Anne Bureau deals with the
printing of the Blue Book, and ensuring the Blue Book is up to date. With hundreds of
organizations included in the Blue Book directory, updating the listing each year is a tremendous
task for a single person. On top of this, Anne Bureau is heavily relied on in terms of who to
contact for the updating process. The digitization of this process not only improves the efficiency
of the WCCC, and Anne Bureau’s job, but it also allows the directory to be updated in real-time.
With that in consideration, the Blue Book website should be an easy to use website along with
providing the WCCC an efficient method to update the Blue Book contents. Thus, in Spring of
2021, a group of students at Worcester Polytechnic Institute (WPI) collaborated with the WCCC
to digitize the Blue Book as part of their interactive qualifying project (IQP). Their overall goal
was to create a “digital platform for the WCCC to [allow the Blue Book] to be more widely
available and easily and frequently updated” (Breitbart et al., 2021, p. 2). On top of that, this IQP
team ensured that the website is “accessible”, since research indicates that an accessible website
benefits the browsing satisfaction and efficiency for non-disabled individuals and disabled users
(Schmutz et al., 2017). To achieve this, the IQP team categorized each section of the Blue Book
using symbols and modules to ensure people of all technical expertise can use the website with
ease. The team also included an offline PDF version of the Blue Book to account for the
population that does not have broadband access. Ultimately, the team created a prototype website

for the WCCC containing the contents of the Blue Book (Figure 8).
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Figure 8: Blue Book website prototype (Breitbart et al., 2021, p. 7)
Our Project Interactive Qualifying Project Goals and Objectives:

For this project, our team worked with the WCCC and Seven Hills Foundation to create
the blueprint for maintaining the Blue Book website via “comma-separated value” (CSV) files.
The method that we designed had to ensure that 1000+ Blue Book directory listings can be
updated routinely without the manual process that was done by Anne Bureau in the past. As a
result, the goal of this IQP was to design the workflow for the WCCC and Seven Hills
Foundation wherein Survey Monkey is utilized to obtain updated content for the Blue Book
website. Overall, the completion of our project will improve the maintenance of the Blue Book
website for the WCCC, Seven Hills Foundation, and the service providers in the City of

Worcester. In the next chapter, we will discuss the methods we used to achieve our project goal.
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Chapter 2: The Pursuit of our Goal

developing a workflow plan for the WCCC and the Seven Hills Foundation to retrieve

information to update and maintain the Digital Blue Book. In order for this goal to be fulfilled

our group found it necessary to note these three objectives:

1.
2.

Consistently meet with our sponsors to finalize a workflow plan that suits their needs,

needs of the Worcester community, and

Timeline Week3 | Week4 | Week5 | Week 6 Week 7

Conduct
interviews with
social workers
and parent
leaders

Analyze social
worker and
parent leader
interview data

Sponsor
meeting with
Nancy Benoit|
department
Liason from
Seven Hills
Foundation

Build an update
request form
via CSYV files,
and conduct
peer review
process with
sponsor

Finalize update
request form,
and prepare for
final
presentation

Table 1: Project Objectives and Methods

Within this chapter we will review the methods we used to accomplish our project goal of

interview service providers to gain insight into the applications of the Blue Book and the

research technologies and approaches to aid our sponsors in implementing the workflow
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Sponsor Meetings:

A crucial aspect of our project was the weekly meetings we held with our sponsors to
understand their needs for the maintenance of the Digital Blue Book. We set up these meetings
by sending emails to our sponsors, inviting them to attend Zoom meetings with our team. Among
this group was our instructor and Worcester Community Project Center Program Director Laura
Roberts, WCCC Program Director Anne Bureau, Seven Hills Foundation Marketing &
Communications Associate Nancy Benoit, and Seven Hills Foundation VP of Advancements
Kate Myshrall.

These meetings proved to be a necessary step for our project, as we consistently clarified
our goal and objectives with the WCCC and Seven Hills Foundation. After thoroughly assessing
the needs of our sponsor for the Digital Blue Book and the Worcester community, we narrowed
down our focus to facilitating the collection, storage, and organization of the content used for the
website.

We brainstormed with our sponsors the best ways to begin pursuing our goal, and
determined the most appropriate available method of data collection was an online survey. With
this in mind, we declared our first task: research online survey tools that are capable of
converting response data into a spreadsheet, which can then be converted to a .csv format. After
identifying and examining three potential survey making tools, we presented what we found on
each survey, and discussed each of their features and limitations. We asked our sponsors to
choose which survey method they preferred, as well as the kind of questions they wanted to have
in the survey. Once we completed the final version of the survey, we finished with the content
collection and storage portion of our task.

The organization of the information was kept for the sponsors to complete, as the scope
of the Blue Book digitization process went beyond the seven week period our group had. While
this was the case, in order for our sponsors to move forward they required the information that
was in the Blue Book. More specifically, they needed the complete list of the service providers,
their contact information, and the kinds of services they provided. Additionally, the group was
required to categorize the services of each organization. This information was left for our group

by the previous IQP team. They compiled 38 separate .csv files into one folder for each to be
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accessed separately. This was helpful because each of the .csv files were labeled by service
category, so there was no issue putting together a list of the different kinds of services. Our group
made a Google Sheets document and pasted all the contents within the spreadsheet. This was

shared with our sponsors for them to fill in any additional information.

Project Insight Through Interviews:

Our group gained insight on the significance the Blue Book has in the Worcester
community by conducting interviews with key informants. Many of the people we interviewed
were among the names provided to our team by Anne Bureau. Additionally, the list of key
informants included members of the previous IQP team, and WCCC parent leaders, namely
Doreen Samuels, Karina Wallace, and Kendall Molina. We sent emails to each key informant and
scheduled a time for a semi-structured Zoom interview.

From these interviews we learned the impact the Blue Book has had on the Worcester
community and service providers listed in the resource guide. Our questions prompted responses
that would help us understand how the Blue Book is used, what changes may improve its

usability, and a cost benefit analysis of a Digitized Blue Book.

Finding the Ideal Survey Tool:

Our research focused on online survey services and their Application Programming
Interface (API) uses for a developer. The criteria for such a service was that it allowed for the
ability to export response data into a CSV file, to remotely update the survey via back-end code,
was user friendly, and was affordable. In addition, the survey tool needed to have the option for
both open-ended and multiple choice responses.

Throughout our research, we identified three potential online survey tools that could suit
the requirements of our project. The first tool we identified as a potential service was Google
Forms. Since this is a widely known application and does not require an account to participate in

a survey, we believed that this would avoid some potential complications with its use, so we
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identified it as user friendly. Google Forms surveys allow for a variety of custom questions, so
we declared that it would be a sufficient form for service providers to be able to update their
listing information. Also, it permitted us to export response data as a CSV file, and through their
Business account option, we would be given API access. This was a tremendous pull factor,
since the ability to use their API would let us remotely create and modify surveys, extract
response data, and upload the contents of the survey responses into the WCCC Digital Blue
Book in real time.

The next tool we classified was Microsoft 365 Forms with Microsoft Power Automate to
streamline data flow for exporting response data. While this service had the same benefits as
Google Forms, we did not believe that it was user friendly. In our research, we found that in
order to have this same functionality, we would need to utilize both of these services as well as
request for API access, which seemed far more complicated than Google Forms. Furthermore,
there was quite a learning curve with Microsoft Power Automate, which would be a hindrance to
both our group and our sponsor.

The last tool, Survey Monkey, seemed like the perfect fit. We discovered that this service,
with its Enterprise plan, allows for unlimited Survey Monkey API access and integration, and
had all of the same functionality of Google Forms. Survey Monkey was easy to use, was visually
attractive, and had especially simple API integration with step-by-step instructions.

After discussing these advantages during our weekly meeting with our Sponsor, we
learned that Seven Hills had already purchased an Enterprise plan. Thus, this allowed for a
smooth integration of this plan into the Digital Blue Book code, and minimized the learning
curve of adapting to a foreign service. With this information, we decided to pursue Survey
Monkey.

Therefore, we delved into further research into Survey Monkey and its tools so that we
may understand the Survey Monkey API and its applications. Primarily, we narrowed our
research to focus on how the Survey Monkey API could be used to generate new surveys to be
sent to the WCCC affiliate organizations, and extract the data in the responses to automatically
update the Blue Book website in real time. Furthermore, we explored how Survey Monkey’s API
could be used to populate an already listed organization’s information into the survey, so that the

organization may view their most current listing to make any changes that they deem necessary.
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WCCC-Blue Book Entry Request

rovide the address for your organization. @ o

4. Provide 2 website for your organization (if applicable) 9 o

s

Figure 9: Initial proposed survey form for an organization via Survey Monkey

Chapter 3: Results & Findings
Introduction:

Although our approach was implemented for the purpose of creating the workflow, we
found that each method described in the previous chapter played an important role in how the
website would operate. This importance will be expanded upon as we discuss how the sponsor
meetings influenced the creation our workflow, the details of how the workflow works, how our
group determined which survey form was suitable for receiving information, the role the .csv
played in the storage and use of this information, and final recommendations our group had for

the Blue Book website.

Sponsor Meeting’s Significance:

Weekly sponsor meetings provided us the guidance to create the workflow and there were
also some other important takeaways from our meetings. They involved the change in our goal
and objectives, along with the ways in which the sponsor’s input helped us build on these

objectives and implement them.
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As mentioned in the previous section, our goal changed from actively working on the
modification of the website, to creating a path for information to update the website’s contents.
The initial goal would have involved much coding, as well as being granted access to our
sponsor’s database for the website to implement the code we wrote. However, our sponsors
brought to our attention that they would be handling the backend operations of the website. As a
result, this led to them expressing a need for the contents of the website to be updated

dynamically, which meant that the website’s content would constantly be updated in real time.

These meetings were important because we were able to understand the role in which our
group played in the development of the website. There were three general steps to the website

development and maintenance process:

1. Collecting and sorting the information,
2. storing the contents, and

3. organizing the information.

For the first step, we researched different survey tools to determine which was ideal for
the sponsor and developed a workflow plan for the survey entries. For the next step, we collected
the Blue Book entry information into a .csv file. Finally, in order to organize this information, we
arranged listing data by their listing category. This allowed us to group similar listings in the .csv
file.

The Proposed Survey Explained:

In our research, we decided to pursue Survey Monkey as the most appropriate survey tool
for an organization to be added, to be removed, and to make changes to their Digital Blue Book
listing. Within Survey Monkey, we had the ability to create multiple choice and open ended
responses. In our survey, the first question prompts the user with a multiple choice question that
will send them down one of four potential paths: new entry, no change, delete, and update listing.
Based on their selection, the survey is coded to prompt a different set of questions that
corresponds to the chosen path. At the end of each path, there is a confirmation question that will
either submit their responses and complete the survey, or redirect the user back to the beginning

if they indicate that their entered information is not correct or completed.
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1. Please select one of the following options @ 0

| would like my organization to be included as a new entry in the Blue Book
| would like my organization to be removed from the Blue Book
| would like to update an existing Blue Book entry

| would not like to make any changes to my existing listing

Figure 10: The first question of the survey in Survey Monkey that determines the next set of

questions for the user.

For the new entry path, the user is sent through basic information questions that includes:
name, address, phone number, email, and designated contact person. For the removal path, the
user is simply prompted to enter their listing name, as well as two confirmation questions to
ensure that they intend to remove themselves from the Digital Blue Book. The no change path is
the simplest path, and it only asks the user to confirm that their current listing information is
accurate and updated.

The update path is the most complex. Given that there are several different fields for each
listing, the user is prompted with a question that asks if they would like to edit each field one by
one. If the user selects no, then they are sent to the next question. If the user indicates that they
would like to make an edit to a given field, then a textbox will be displayed for the user to make
a desired change for that field.

Through this system, this single survey can be used for adding, removing, or making a
change to a listing on the Digital Blue Book.

https://www.surveymonkey.com/t/5ZS8QCV

Workflow of Updating and Maintaining the Blue Book Website:

The primary survey technology that our sponsor chose was Survey Monkey, and our
team developed a workflow that describes the interaction between Survey Monkey and the Blue
Book website. Our workflow is needed to account and describe all possible situations that can

occur when a service provider is updating their listing on the Blue Book website. Each path of
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https://www.surveymonkey.com/r/5ZS8QCV

the workflow either redirects the user to a different part of the survey, or is collecting their
responses, and updating the CSV files - updating the Blue Book website. With that in

consideration, Figure 11 is the workflow diagram that was created:
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Figure 11: Workflow diagram with multiple paths that a service provider might experience when

updating the Blue Book via Survey Monkey

The workflow begins with the assumption that a service provider is filling out a survey
that they found on the Blue Book website (the website will have a button that will redirect
service providers to the survey form) or is sent out by Anne Bureau for the annual Blue Book
update. We believed it was important to limit the number of times that a service provider can
submit a survey. This decision was made so that Anne Bureau will not be overloaded with listing
requests. After that, the workflow describes four main paths - new listing, no change, delete, and
update survey. If a service provider declares that they want to create a new listing, the logic of
Survey Monkey will prompt them with a pre-populated list of questions that is necessary for a

Blue Book listing (Figure 12).
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2. Please provide the following information © o

Name
Company
Address
Address 2
City/Town
State/Province
ZIP/Postal Code
Country

Email Address

Phone Number

3. Please provide a website link (if applicable) © 0

4. What type of services do you provide? Q@ 0

Covid resources Bullying/cyberbullying
After school programs Cash assistance
Budget and credit repairfidentity theft etc

5. Provide a brief summary of your services & 0

6. Is the above information accurate? @ 0

Yes

No

Figure 12: Survey Monkey sample questions presented to service providers that want to create a

new listing in the Blue Book Website

Once the service provider has populated the necessary fields in the survey, the API
feature of the survey will be utilized to determine if there is already a pre-existing listing with the
same organization name, address, or phone number. This feature will help eliminate the chances
of duplicate listings on the Blue Book website. If a duplicate listing is detected, the service
provider will be prompted to choose from a list of pre-existing listings. On the other hand, if
there are no duplicate listings, the information on the survey will be stored with an internal ID.
With the proper listing declared, the workflow for new listings is completed by having an

automated verification email sent to Anne Bureau containing the timestamp. If service providers
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have further questions, concerns or issues with their listings, they are carbon copied (cc’d) onto
the verification email, and are encouraged to resolve any issues with Anne Bureau.
If a service provider wants zero changes to their pre-existing listing on the Blue

Book, the survey will prompt them with a list of questions (Figure 13):

7. 1s the information of your current listing accurate? Q 0
Yes

No

Figure 13: Survey Monkey sample questions presented to service providers that want to make

zero changes to their pre-existing listing in the Blue Book website

With the completion of the prompted survey questions, the API feature of the survey will
access the service provider’s pre-existing internal ID, and populate the organization’s
information using textboxes. Once the service provider has confirmed their information, and
decision to make no changes, a verification email is sent to Anne Bureau, and the organization is
cc’d for their reference; and similar to the previous workflow branch, if any issues arise, the
service provider is encouraged to resolve any problems with Anne Bureau via email.

The delete option of the workflow diagram is similar to the previous two options. The
service provider is prompted to complete a survey that is pre-populated with questions that are

only visible to organizations that want to delete their listing (Figure 14):
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21. Are you sure you'd like to proceed to remove your listing? © 0

Yes

Mo

292. Please enter your organizations name for removal © 0

23. Are you sure you'd like to remove your listing? This action cannot be undone © 0

Yes

MNo

Figure 14: Survey Monkey sample questions presented to service providers that want to delete

their pre-existing listing from the Blue Book website

In order to delete their listing, the service provider must provide the organization’s
information, and the API feature of the survey will populate the organization's information using
their internal ID. Once the service provider confirms that they want to delete their listing, the
organization’s information will be stored for 30 days to account for accidental deletion of any
listings. However, a verification email will be sent to Anne Bureau, and the listing will be
removed. The organization will be cc’d to the verification email for reference, and any necessary
requests or questions for Anne Bureau.

The final path of the workflow diagram accounts for service providers that want to update
their pre-existing listing on the Blue Book website. Just like the previous three paths, the service

provider is prompted with a set of questions that only appear to organizations that want to update
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their information (Figure 15):

FinalSurveyExample

Update Listing

8. Would you like to modify your listing name? © 0

O Yes
O No

9. Please provide updated listing name © 0

10. Would you like to modify your listing address? Q) 0

O Yes
@) Mo

11. Please provide updated listing address © 0

Figure 15: Survey Monkey sample questions presented to service providers that want to update

their listing on the Blue Book website

The service provider will enter their name, and the pre-existing listing information will be

populated for their review. Then, they are prompted with a set of questions that will ask the
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organization to provide all information that they want updated. Finally, once the request is
approved through the website, their edits will change on the Blue Book website, Anne Bureau

will be sent a verification email with the organization cc’d for reference or any inquiries.

CSV: The Other Side of the Survey Entry Process:

While the previous sections provided a view of how the survey data was collected and
sorted, this section focuses on the storage and arrangement of the information. The group found
it best to house all of the information into a single .csv file format. Comma-separated Values or
CSV, is a file that organizes information by columns and fields. As its name suggests, this type of
file separates the information in each field using commas (Figure 16). This type of file was used
due to its compliance with the software used to collect data from the survey tool Survey Monkey,
and its flexibility when applied to modifying the data. Both of these features are important
considerations when it comes to storing and organizing the abundance of information for future

ease of access.

Category,Name of Resource,Address,Phone Number,Extension,Website,Person of Contact,Email, Details
Mentoring Programs,Resourcel,"Address 1, Worcester,
MA",123-456-789@, www. abc. com, Personl,abc@xyz. com,*"provides a service"
Education,Resource2,"Address 2, Worcester, MA",111-213-1415,www.def.com,def@xyz.net,x"provides a
service"

Figure 16: Example of a .csv formatted file (Note: the information presented in this example is

not of an existing organization)

There are 37 categories listed alphabetically in the Blue Book, which contains a total of
over 900 listings. Each organization had key information associated with their listing, including
the service they provide, a description of the services they provided, their contact information,
and an address. All these fields will appear in the Digital Blue Book as the back-end code pulls
this information from the CSV file.
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Chapter 4: Interview Data and Recommendations
Website Recommendations:

As aresult of our interviews with key informants, we have three major findings
concerning accessibility, agreement on the demand for a Blue Book website, and thoughts on
advertising the Blue Book website’s debut.

Among all three key informants, there was unanimous agreement that the symbols, and
language on the prototype website can be improved to be more accessible and inclusive. Karina
Wallace believed that the current website lacks images with people. She believes that inserting
pictures of real people from different ages, races and gender would be a good measure of
inclusion. Future iterations of the website should have pictures that are representative of
Worcester to promote a welcoming tone on the website. Next, both Karina Wallace and Doreen
Samuels agreed that having less text is more beneficial for users. They believed that certain users
get overwhelmed when too much text is presented to them. Our group believes that the current
prototype of the Blue Book website is sufficient with this concern (Figure 17). However, when
future groups continue building the website, they should avoid excessive text when building

buttons and modules.

= Seven Hills (508.755.2340

Foundation & Affiliates TTY: 508.890.5584

HOME ABOUT AFFILIATES CHILDREN ADULTS CAREERS.

Worcester Community Connections
coMMEIMIINY Coalition Blue Book Online

CONNECTION: It Parent/Caregiver Guide To Community
Services

WHAT'S HAPPENING GET INVDLVED CONTALT 0 SEARCH

Clothing & Furniture
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Figure 17: Snapshot of current Blue Book website prototype

Another consensus among all three key informants is that they believe there is a demand
for a Blue Book app. They all think that with a rise in digital devices, it is inevitable for users to
want a mobile app - thus an inclusion of a mobile app for the WCCC Blue Book is the correct
path moving forward. However, recent research reveals that a mobile app is not the pen-ultimate
feature. Guzman et al. conducted research in 2019 to create a campaign for a stigma free app in
Worcester, Massachusetts. One of their conclusions indicated that a mobile friendly website has
the ability to be more expansive for users than a mobile app (Guzman et al, 2019). On top of this,
a mobile friendly website does not require the monthly or yearly fees. Also, a mobile app
requires constant maintenance with each Apple or Android phone update. So, our group’s
recommendations for future teams is to focus on making the Blue Book website mobile friendly
rather than extending efforts to build a mobile app - doing this will cut down costs for the
WCCC.

Finally, all three key informants believed that advertising the Blue Book is unnecessary,
and that an “email-blast” of its existence to the service providers will be sufficient to spread
awareness of the website’s debut. With that in consideration, future teams will not need to
expend any effort or funds to create an advertising plan for the Blue Book website. It is believed
by all three of our key informants that the Blue Book’s reputation is large enough that the

website will be “self-advertising” amongst its common users.

Overall, our team observed that there were three patterns amongst all our key informant
interviews.
1.) each informant had consistent concerns over accessible, and inclusive website designs,
2.) agreement that there is a demand for a Blue Book website, and a mobile app,
3.) And the belief that advertising the Blue Book is unnecessary - and an email blast is

sufficient to raise awareness of the upcoming website.
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