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Thizs study was deslgned to examine an automated
call-in radio news service versus an operator-answered
system. It examined how the tapes were being used and
attempted to determine the eflfectiveness of promolional
items for the service,

It was clear the numbers of callers using the aulomated
service increased significantly (nearly three times) over an
opcrator-answered system. The study suggested that a loll-
free telephone number was nol  a significant [ctor In
whether the service was used and also found that the order

the system musl be done.

Intraduction

The purpase of this sludy wias (o
measure the effectivenesa of an
aulomated, lelephone delivery sys-
tem for mvlle news stories; o leamn
how the reports were belng wsed by
Louisiana radio slalions: and to
measure the effecliveness of ilems
used to promole the service.
Decliming budgets and lack of stafl
ruled out the mass malling of lapes
to radio stations each week and led
us to explore other, more cost-
effective methods of distributing
broadoast news slordes, jusl as Poaell
[1983) reported.

A previous study (Brooks, 1988)
reported resulls of a pllot project

in which the storfes were avallable was nol Important.
The resulls also suggest that for call-in kinds of news
services Lo work, regular promotions to remind the vsers of

invelving a telephone disteibution
system and discussed the subjects
that interested broadeasters most.
Not only were [arm broadcasters
inferested In the alorfes—so were
genernl newsa broadeasters. The
study confirmed Marks' [1968)
finding for television: that agricul-
lural stories can be of interest 1o
moasl broadeasiers, Il presented in a
way that interests them. For ex-
ample, a news reporter may be
interested in astonyaboul the Impact
of storms on crops, if an estimate of
damage, In dollars, s included,

As o resull of thal research
(Brooks, 1988), broadcasters In Load-
slana can new access agrculiurally-
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ariented news stories, 24 hours a
day, by simply ¢ a phone num-
ber and rcmrd,ilm‘mnggtmfgnml are
autormatically played when the phone
Is answered by an electronic device
that starts & cartridge machine, The
service. known ns the LSU Ag Center
Newsline, Is headquartered In Baton
Rouge. This report focuses on that
senvice,

Malhod
A two-step methed was used.
The first part involved a careful
recording of the numbers of calls
recetved on speciiic days during the
same abx-month period (except one
year kater) as was used In the pilol
project,
During this most recent study.
communlcations personnel wers able
to record the exact number of calls
received because the automated de-
vice called "Telecart,” [made by Henry
Engineering, Slerra Madre, Ca., sells
for about 32000 has a counter that
records the number of calls recetved.
A second part of the study was
the use of a follow-up survey, sent to
known users of the eall-in service,
aal-;mgﬁ:rrmtrn]lnwulnlnnmuun
= The kinds of programs in which
the sterles were used,

* The time of day Extenslon Ser-
vice stories were usually used,

= The preferred story lengths.

= How often the LSU Ag Cenler
Mewsllne was called.

* Day of the week the LSU Ag Cen-
ter Mewsaline was called.

* The time of the day the service
was called,

* Use of promotional items for the
service,

* The need for a tell-free number
for out-of-town users,

+ The length of ime callers stayed
on the phane for reports,

* Fulure plans (o conlinue using
the service.

In addition, the six slations Lhat
continue to recebve tapes through
the mall were ashed for the following
Information:

# Subjecis that were more Interest-
ing than others,

« The kinds of programs [n which
the storfes were waed,

# The time of day the stories were
usually used,

* The preferred story lenglhs,

* Use of the LEU Ag Cenler
MNewsling: had these broadeast-
ers ever called, In splie of recelv-

Ing the same tapes through the
madl?

* Preference in recelving lapes by
madl or using the telephone ays-
fem.

The survey form contalned a
number of cholces for each question
and the respondents were ghen a
chance o explain their answers,

Rasukta: Murmbaer of Calls Recolved

& slde-by-side comparison of
cills recelved shows the number of
calls recelved on the automated
aystem were nearly three Umes
greater than they were during the
pllot perfod. when the syslem was
answered manually.

A great ellort was made (o dupli-
cate the conditions for this study
perfod, as were used when the sys-
tem was answered by us: the same
phone number was used, the same
methods of publicity were used, the
aame narralor and wriler was Lised,
the same recording conditions ex-
Isted. the same sbx-month tme of
year was used, the story types [agrl-
cultural and consumer) were the
saume, gl the same long-and-short
verslons of each story were available.

Findings from this portion of the
study suggest that a call-in service
such as this one will be used more
frequently when it 15 automated.
Cecasstonally, callers were unable
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to get audio tapes during the carlier
period because no one wos omllable
to feed them. Making the tapes
avallable 24 houra 3 day made
actess much easier,

Second, while nearly 80 percent
of the calls were recetved during the
daytime pertod (8 am-d:30 pom,
M-F) with the aulomated service,
there was a significant percentage of
callers during "ofl” perfods [week-
erndds and weeknighls),

Third, the numbers [ram both
gludies clearly show ihe greatest
number of calls were recehved early
In the week. al a Ume when news
tends to be alow and broadeastera
are looking for atories with actuali-
lies, The broadeast news stores pro-
vided by the Extension Service can
serve that need. Many broadoasters
have sald so.

Fourth, the average number of
calls per week was more conslslent
during the automated siudy (11.8)
than during the pilol period (4], At
tmes during the Inillal study, only
one call was recetved In o week: the
lowest number of calls recelved
during the automaled period was 8,

Table 1: Results

Feaukis: Follow-up Survey
A total of 19 surveys were senl Lo
broadeasters who elther recelved
tapes by madl (6) or who were known
1o use the LSU Ag Cenler Newsline
(13). There were 13 responses for a
68 percent returm rale. (While the
numbers using the lapes may seem
small, 1t should be noted that
frequent users who responded are
fwo stale mdio networks: between
them they serve about 95 statkens In
Loulksiama.)
Resulis from the mall sunvey
suggest:
= That Extenslon Service audio
news stories are used moat often
as asupplement Lo Improve reg-
Lar mewsacasia (¥ responses) and
are used in farm progrmams (7).
= That the radio news slorkes are
uscd moal often in programs that
alr from & pum. to noon [12),
+ That broadeasters prefer radio
riewa atortes that are 60 seconds
in length or less (9],
For those broadcasters who
regularly use the LU Ag Cenler
MNewsline, moat reported:

Fkel Period Aulomaled Period

Weckend 7 =

e A T3
Monday 56 84
Momday P MNIA ]
Tuesday 25 58
Tuesday PM N/A 10
Wednesday 11 a9
Wednesday PM MrA &
Thursday 12 24
Thursday PM NFA 10
Friday 8 42
Total calls 112 315

Weckend' refers o Che Hme period from 409 p.ok Frasy io 5 a.m. Monday, 1apes
were il avadlable during this pericd for the pllot project.

= “PM" refers to the Wme poriod from 4:30 pom, o 8 am, the lollowdng day, Tapes were
mit svallable during this period for the pllod project.
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# Calling the service al least once a
week (5 versus a few Umes a
month, ence a manth or leas.

= Calling after receving weekly bill-
boards of slorles avatlable in the
weekly packet of news stories (5)
or the posteard (4). Three users
sald they called every week re-
gardless of when the mallings were
recelved.

* Thal an 800 number, avallable
during limited times, was not an
imporiant facter in calling the
service (8],

* Staying on the lne through all skx
culs (E).

= An [ntention to continue using
the service (B).

Ofthese wha continue torecetve
tapes through the madl (this Ust s
skowly belng phased oul], feur of five
reported trying the Ag Center
Newsline; four of live sald they siill
preferred recehing the tapeathreugh
the mall because the quality of the
product was better.

Discussion of Promolional Hems
The four metheds of promotion
include placing a page Inm a weekhy
news packel (Brooks, 1987 with the
complete rundown of fapes ovall-
able; mailing a pesteard each week
fo news packel reciplents wdAth the
complete rundown of tapes: and
quarterty mallings of a letter with
basic information about how io use
the service, and a telephone sticker.
with the phone numbers.
Whike the survey reaponses ahow
o split as to how the statkons learn
aboul the tapes, a few of the respon-
dents noted that the postcard 15 a
gocd reminder: one sakl he tacks the
card to the wall above the phone to
remind him to call. (In fact, we re-
cently stopped sending the posteards
for o few weeks and the number af
calls dropped noliceably. 'We ataried
sendling the cards agalin and the

numbers went up) The card prob-
ably gels noliced because I s green,
g0 it will be seen in a stack of white-
eobored mall. The card ks also inex-
penshve (o madl and may get read
more because the news packet s
contained In a large maniln envelope
that must be opened first. Through
experience, we know this kind of
madil tends to be opened last, at a
later Uime. or nol at all. Thats sy
the posteards continue 1o be sent
each weel

Mothing definitive could be
determined aboul the use of the ba-
alc intreductory letter and the phone
sticker, though these ilems will
conlinue o be used,

Conclusions

The results of both melhods of
atudy suggest that broadeasters will
use an aulomaled system that ia
rellable. Unexpecled resulis were
found In the use [or mon-use) of the
S00 number and the days of the
week when most calls were recelved,

We thought the toll-free number
would be an essential for owt-of-
town siatlons to eall the sendce,
Apparently this just isnt the case for
many uscrs of the service. Perhaps
mest are In & position to pay for a 10-
minute call to Baton Rouge (Lo get ot
least six storfes) each weeks long-
distance phane rales are leas for the
20 percent who called during
non-business hours and there are
many persons in mdic whoe work
during the earky morning hourswhen
rates are less.

From comversations with bromcd-
casters, Monday seems 1o be the day
when many calls are made o the
system. Many sabd they were looking
for “tape™ after the weekend, when
many of them aren’t wor There
were o significant number of calla

(13 perceni) recebved on Friday, nearly
twice the number recelved during
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the pllod perted. It appenrs there are
pome broadeasters who use the

service that prefer to recornd and wse
the tapes on weekends as news
features, rather than in regular
weekday nevsscasts,

It was surpriging to find that
moat callera stay aon the line for the
entire 10-minute feed, Storles are
purposely posiioned sothat the ones
expected o draw the most attention
are heard early. Nearly all of the
respondents were complimentary of
the quality of the story content and
Umeliness, As Boubwell (1980 found,
Umely, well-produced features, re-
gardleza of subject. will draw the
interest of broadeasiers,

As a result of the study, we
shortened all news storlea lo G0
seconds or less, Already, the numbers
of callers are up since the change
was macde. The present formal of
offering long and short versions of
each story was probably (oo much,

Anolher way (0 maximize the
service would be (o ahill from nweekly
to o dailly feed. In our present aifua-
thon, this s noet possible because
stall size I Inadequate.

To encourage those recetving
tapes by madl to switch to the LSU Ag
Cenler MNewsline, a highly-quality
telephone line must be provided to
ensure near-studie quallty. This
may be possible at a later time,
though it will raise the cost of provid-
Ing the service.

Finally, the results of two years
of studying the telephone delhvery
service suggest there Is a place for
this kind of technology for those who
delbver radio news, The savings in
malling costs are conslderable; we
were spending as much as three
dollars per tape each week to send

and recebve Il back to be used again
(Brooks, 1958). Inltlal costa may be
high (Telecart, $200; cart machine,
£1.500-%2,000, plus iclephone In-
stallation and meonthly charges) bul
il ke proper equipment is already on
hand, costs are small to gel started
(Brooks, 1988),

Some broadcasters lke the con-
venlence of having a ready source of
aclunlities, 24 hours a day, by aim-
ply dialing a telephone number and
recarding the phone call. But as the
results also show, the lapes must be
warth calling for: timeliness,
relevance, becal In nature and quality
efthe storyare Important factors that
will determine the success or fallure
of such a project.
© fOme additonal nole: we recently
beganacall-in message service, using
the same equipment, to answer the
public's questions aboul our vestock
shows, This service 15 intended fora
miuch larger awdience; from Jan. 1=
July 31, 1980, this service has
generated 1,746 calls—routine calls
thiat did net have to be ansaered by
oW persannel],
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