
After instructing social work
faculty, practitioners, and students
about the use of e-mail and com-
puter networking, a pattem of
recurring questions and themes
appears. The following include the
answers to these commonly asked
questions. They are divided into
general categories: 1) E-mail:
Introduction; 2) E-mail: What can it
do?; 3) Technical Questions about
E-mail;4) E-mail Etiquette; 5) Net-
working; and 6) Common Jargon.
The questions range from simple to
advanced. They can facilitate setf-
teaching. After you have prac-
ticed, these answers can be used
to assistothers who are leaming

gies that involve people in thought
production and expression. In
many ways, writing can be a more
powerful source of leaming than
oral expression.

Social work educators have
utilized logs or reaction joumals for
social work training since the tum of
the century. Electronic mail isa
powerful extension of this tradition.

2. Isn't electronic mail rather imper-
sonal? Isn'f the human touch lost?

Thisisa frequent concern of rnonv
newcomers to e-mail. Formost
regular users,the lossof communi-
cation obtained in face-to-face

communica-
tion through
body lon-
guageand
tone of voice
ismade up
through

richness in language used. Few
regular usersof e-mail complain
about it being too impersonal. In
fact, many find it to be more
personal.
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computer networking for the first
time. A caUtionary note: The
technology of electronic communi-
cations israpidly changing. An
answer to a question in September
of 1994 may not be totally correct
in February of 1995. However, the
general principle will remain the
same.

E-Mail: An Introduction

7.What ise-mail and how can it be
a learning tool or process?

"E-mail* isan abbreviation for
"electronic mail. * It actually isa
modem way of using writing to
communicate. Linguistssee indi-
viduals using language in four ways:
to listen,to talk, to read and to
write. Writing, which isthe process
one employs via e-mail, makes use .
of certain personalleaming strate-
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3. Isn't e-mail one dimensional?

It is. One can't read body lan-
guage or listen to tone of voice in
the some way. However, that also
tends to force the recipient to pay
more attention to the content of
the message. When one receives
an e-mail message, one doesn't
know the race of the indMdual. the
age, whether a handicap existsor
many other characteristics that
interfere with much of human
communication. Wrth e-mail, these
other variables are down played in
the communication process. The
content of the message becomes
the focus.

4. What recommended readings
are most helpful for e-mail?

Following isa listof magazines that
address e-mail issues:

BBSCallers Digest
Boardwatch Magazine
CompuServe Magazine
Connect
Internet World
Magazine NetwOrking
Connectivity Online Access

Jim Milles has prepared a
bibliography that isconstantly
updated. The updated version can
be retrieved bye-moiling him at
MILLESJG@SLUVCASLU.EDU.

Following are some important
titles:

Dem, Daniel P. (1994). TheInternet
Guide for New Users.New York:
McGraw-Hili. .

Gilster, Paul. (1993). TheInternet
Navigator. New York: John Wiley.

Hahn, Harley & Rick Stout. (1993).
TheInternet Complete Reference.
Berkeley: Osbome McGraw-HilI.

Krol,E. (1992). The Whole Internet:
User'sGuide & Catalog. Sebast-
opol. CA: O'Reilly & Associates.

LaQuey, T. (1992). TheInternet
Companion: A Beginner'S Guide to
Global NetwOrking. Reading, MA:
Addison-Wesley.

Levine, J. R.and Baroudi, C. (1993).
TheInternet for Dummies. San
Mateo, Califomia:·IDG Books.

5. I think that the use of e-mail is
merely a fad. What makes you



think otherwise?

One of the authors of this article
was sharply criticized by students
for "forcing· them to use e-mail.
"Whyr the student asked in an
angry tone. The author read aloud
a passage from Mary Richmond's
book, Social Diagnosis, published in
1919,in which she encouraged
social workers to use the new
turn-of-the-century technology-
the telephone. However, he
replaced the word "telephone-
with "e-rnot.: Likethe telephone, e-
mail ishere to stay. Entry level social
workers can take the lead role in
introducing electronic communica-
tion in social work practice.

E-mait. What can it do?

6. What are the advantages of e-
mail? What good will e-mail do for
me?

When a social worker usese-mail, 51
he iswidening his/her network.
One can linkwith other highly
specialized social work educators
and practitioners. Thisisparticularly
true via the Social Work Discussion
Group (see question #23).

In addition, e-mail avoids the
problems of "telephone tag.·
When I use the telephone, I call.at
my convenience. The recipient of
my call also has to be available at
that time. Since that doesn't
happen often, hours are spent
saying "I'm retuming her call,
please have her telephone me
when she isfree. - The phone cail is
retumed when I'm not available.

With electronic mail, both the
sender and the receiver of a
message communicate at their
convenience. Phone tag becomes
a thing of the past.

7.How safe is e-mdH in the transmis-

sion of confidential information and
data?

In terms of confidentiality, nothing is
absolutely safe. There isa method
of increasing the level of confidenti-
ality.

Regarding passwords: 1) Do
not share your password with
anyone. 2) Do not let anyone
watch you type your password -
especially students. 3) Do not write
down your password - memorize
it. 4) Select a password that
cannot be found in the English
dictionary or isnot a proper noun.
In particular, do not use a family
member's name as a password.

A procedure has been devel-
oped for the transmission of confi-
dential information: 1)SENDa test
message to the address of your
confidential receiver. 2) In the test
message request the retum of tbe
transmission. 3) Usethe telephone
to make sure that the receiver
actually received and sent the test
message. 4) Usethe REPLYcom- .
mand to send the confidential
information and insure that no
errors are introduced into the
address.

See question 12for more.

8. Can the use of e-mail and
Intemet influence one's social
behavior?

Yes. Some students claim that they
make strong friendship ties to others
via e-mon In a term paper on the
Intemet, a student wrote:

"I was enrolled in a sociology
course and stiUworked 30 hours a
week. The professor of this course,
who. by all accounts meant well for
he knew nothing of my addictive
personality, logged me into the
intemational communications
university system (Internet) after

reading several of my poems that
he thought were worth posting and

.sharing with others, world-wide. I
had my own password, a brand
new log-in name, and access to
hundreds of NewsGroups. Soon, I
realized that there were hundreds
of people behind the NewsGroups.
People I could talk to. People who
would talk to me. People I could
converse with anytime of the day.
A well spring of conversation with
other poets. Intemet allows com-
munications across the world. In
only a few days, people began
commenting on my poetry, phon-
·ing me via computer, e-mailing me
(basically, computerized letters),
and for the firsttime in all of my 20
years of life, I had a sociallife.-

9. How can lHrIail be used for
social work practice?

The term "networking- has a long
history in social work education and
practice. In traditional social work
practice, networking includes ties
with other professionals and organi-
zations. Forexample, a social
worker in England was having
problems dealing with the "false
memory svnorome: (FMS). FMS
occurs when a child indicates that
s/he has been subjected to child
sexual abuse when in fact the child
hasn't. Through the Social Work
DiscussionGroup (sponsored by the
Universityof Maryland), social work
practitioners and educators from
around the world discussed the
topic. We allieamed from the
discussion and became better
practitioners.

10.Does the use of electronic
communication affect basic social
work values such as the right to self
determination. appreciation of
human diversity, and so on?

... about electronic communicationand computer networking



Empowerment is the prime social
quality of &mail. Race, ethnicity.
gender, physical disability, sexual
orientation, and religious affiliation
are all in the background of elec-
tronic communication. In the old
West, the six shooter was called the
"great eouolzer." In post-industrial
societies, the great equalizer is &
mail!

Technical Questions About E-
Mail

7 7. My agency doesn't have e-mos
capacity. What equipment do we
need and how much will it cost?

The answer to this question is
extremely complex. Under most
circumstances, it iseasiest to
purchase a service from a com-
mercial network. Following isa list
of the major vendors:

compuServe
GEnie
Delphi
America Online
Prodigy
Portal

800-848-8199
800-638-9636
800-695-4005
800-827 -{)364
800-77&3449
408-973-9117

However, if you are interested in
only e-rnoll services, vendors
include:

MCIMaii
AT&T
SprintMail

800-444~245
800-242-6005
800-736-1130

Ask friends and former profes-
sors for guidance. However, prior
to purchasing a service, make sure
it offers a "gateway to Intemet.-
The gateway to Intemet will allow
you to partiCipate in the University
of Maryland's Social Work Discus-
sion Group and other Internet
services.

72.Isit possible to send &mail
anonymously?

Yes! Anonymous e-mou is an
exciting new service available from
a computer enthusiast in Finland.
Thisservice is particularly helpful for
mental health clients who want to

secure confidentiality. To discover
the protocol for anonymous e-mos,
SEND to the following address:

HELP@ANON.PENET.FI

The e-mail should simply read.
"help. - Johan Helsingius will send
directions. He notes that his free
service is also available in German
and Italian. He ends the English
version of the directions by stating:
"If you think these instructions are
unclear and confusing, you are
right. If you come up with sugges-
tions for improving this text, please
mail me! Remember English is my
third language.-

It is not clear if the development
of the "clipper chip- by the U.S.
government will affect this service.

73. Isthere a "besr orrecom- ,
mended way to avoid being >.
overwhelmed by e-maU?

It is very easy to become over-
whelmed. Best advice: leam one
thing at a time. Make no effort to
digest large amounts of informa-
tion.

74.Isit possible to use e-mos at
home? If so, what hardware and
software would I need?

Yes. You need a computer, a
modem, and telecommunications
software. Before purchasing a
modem, make sure to get advice
from your network provider. Your
modem must be compatible with
theirs. "Call waiting- telephone
service must be temporarily dis-
abled when a modem is in use,
since it will interfere with the com-
puter connection.

75.How do I interpret the e-mail
addresses to know where an
individual is from?

E-mail addresses typically fO/low an
inductive pattem. That is, they
move from specific to general. An
example of an Intemet address is:

MARSON@PEMBVAXl.PEMBROI<E.EDU

Moving from left to right, we read
the indMdual's UserlD, the "at- sign.
the name of the computer, the
location of the computer and
finally the type of organization.
EDU means that the address is
located at an institution of higher
education. Other common
Intemet acronyms include:

COM Commercial Organization
MIL Military Sites
GOV Nonmilitary Govemment

Sites
NET Special Network Machines
ORG Other Organizations

16.Can J check my e-mail mes",
sages from a hotel?

Yes, two methods can be used.
First, you can use a laptop com-
puter with a modem and connect
it to your hotel phone. Second,
many hotels have computers
available in lobbies for such usage.
It costs about $15.00.

77. How do I select a password and
why must I periodicaUy change it?

It is best to select a password that
cannot be found in the dictionary
and that is not a person's name.
Most people recommend that the
password includes 8 to 10 spaces of
the alphabet and/or numbers. It is
of central importance that one
selects a password that one will
never forget. Passwords must
change periodically (usually every
6 months) for security reasons. See
question number 7 for more infor-
mation.

18.If I have a document that I word
processed on WordPerfect (or
another major word processing
program), can I e-mail it? Can I&
mail a document that has been
scanned into a file?

Yes and Maybe. One can SEND a
word processed file though e-rnon
However. because of the embed-
ded commands found in normal
word processing programs. the
receiver may be unable to read



the transmission. ASCII is the best
altemative. Microsoft Word,
WordPerfect, and WordStar offer
ASCII options. PC-Write and EVE
also can be used. If your e-mail
system uuencodes a file before
transmitting it, the receiver will need
to have the software to uudecode
it. Thissoftware isavailable as
shareware and can be down-
loaded from some popular on-line
servces.

E-Mail Etiquette

19. What does :-) mean?

This isthe smiling face. It is used
when you are telling a joke or
saying something humorous via e-
mail. Affect cannot be read via e-
mail and computer networking.
Experienced e-mailers tell horror
stories of how they thought some-
one else was joking when they
weren't.

There are hundreds of other
"emoticons" that have been
developed to convey numerous
emotions.

20. What common courtesies
should be followed when replying
to an e-mail message?

When replying to someone, it is
helpful to repeat the question by
indenting it one space and inserting
a "greater than sign" (».

Generally, if someone asks a
question via e-rnos. it is proper to
respond via e-mail directly back to
the. same person. It is poor eti-

. quette to post the reply in a
NewsGroup or discussion group
unless the question was originally
.posted in that group. It is also
considered poor etiquette to
forward e-mail to a third party
without first notifying the original
sender.

21. When should a reply be publicly
or privately rnosear

Common sense judgment is best.
Protect yourself. One must remem-
berthat when a message issent to

an open forum, there are no laws
protecting your confidentiality.

23. How do I subscribe to the Social
Work DiscussionGroup?

Networking To subscribe to the Social Work
Discussion Group. Do the following:

22. What is the Social Work Discus-
sionGroup?

The Social Work Discussion Group is
an intemational group of social
workers who 'are linked together via
Intemet. Commonly, we communi-
cate with colleagues in Europe and
New Zealand. The group tackles
controversial issues including: the
false memory syndrome; jokes
regarding NASWand CSWE;
problems with DOS 6.2; issues of
private practice. Non-controversial
issues are also addressed, including
position announcements; "Does
anyone have information
about ....": "Can you help me with a
research sornple?": "Can you
explain cutocorreionon?" and so
on. Social work students often use
this resource to find citations for
term papers.

The Social Work Discussion
Group is housed at the UniVersity of
Maryland.

a. Send e-mail to:
USTSERV@UMAB.BITNET(or
USTSERV@UMAB.UMD.EDU)

b. Do not include anything in
SUBJECTline

c. On the first line of the message
type: SUBSCRIBESOCWORK
YourFirstName YourLastName

d. SEND the message

24. Where can I find out more
about network services for social
workers?

Natalie Strangelove offers an
excellent directory of networks for
both beginners and experienced e-
mail users. To get a free copy, send
e-mail to one of these addresses:

USTSERV@UOTTAWABITNETor
USfSERV@ACADVM1.UOTrAWACA

8nail-continued on page 24

Doonesbury
G. B. TRUDEAU

Just as society has come to rely on other forms of communication, e-mail
may soon become an essential part of everyday life, as iHustratec;in a
recent Doonesbury cartoon, shown above. DOONESBURY Copyright 1994 G.
B.Trudeau. Reprinted with permission of UNIVERSAL PRESS SYNDICATE. All rights reseNed .
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Frese-continued from page 3

him on those outings. He also plans
to organize a wheelchair basketball
team in Sioux City, similar to the
team he played on when he
attended school in uncom. Ne-
braska.

After taking a semester off to
relax, Cory plans toapply to
graduate school at the University of
Nebraska at Omaha. His long-
range goal isto work with patients
who are paralyzed or have spinal
cord injuries.

Cory is philosophical about his
accident. "I had a change in my
life, but I didn't let it get me down."
he says. "I went forward with
everything Icould because Iwant
to do something with my life. And I
want to set an example for others
who are paralyzed. Iwant to say
to them, 'There are things you can
do, so don't just sit there. ,.

Jo Ann Judy is a free-lance writer in
Columbus, Ohio.

E-mail-continued from page 15

The e-mail transmission must
read: Get SOCWORK DIRECTRY(Do
not correct spelling for " Directry.")

Jargon

25. What is Gopher and is there a
Social Work Gopher?

Gopher is the name for any menu-
based technology which provides
access to resources. Menus group
related files of information and then
organize them into sub-directories
under sub-directories: The idea is
by choosing a brood sub-directory,
we eliminate many other irrelevant
choices and get to the information
or resource we seek more effi-
ciently. The Mandel School of
Applied Social Sciences at Case

Western Reserve University main-
tains a gopher on a wide array of
social work topics. To reach it,
either use your own gopher soft-
ware to connect to POVERTY;;,
SASS.CWRU,EDU, or use TELNEfto
connect to the same address and
login as "gopher".

The authors are members of the
Baccalaureate Program Directors
(BPO)Ad Hoc Committee on E-Mail
and Social Worl<'Education. Stephen
M. Marson. PhO, ACBSW is Director,
Social Work Program, Pembroke state
University, Pembroke, NC. Dennis
Cogswell, EdO, is Chair, Social Work
Department. Radford University,
Radford, VA Marshall Smith, PhD, is
Associate Professor, Social Work
Department. Rochester Instffute of
Technology, Rochester, NY.

Armeni~ontinued from page 19

Because social work has not
previously been recognized as a
profession in Armenia, students had
to adopt creative approaches to
their field placements, says
Humphreys. Neither protessloncl
mentors nor clients were readily
available. The students were
forced to reach out to people in
need, she says.

"It's really exciting to see social
work being birthed in Armenia from
the very beginning,· says Wayne.
"Some of what they are doing is like
the roots of American social work,

going back to settlement house
days.·

The students showed extraordi-
nary commHment to the program,
adds Wayne. Most had to sell their
own possessions to pay for transpor-
tation to the University, and they
and the faculty had to wear coats
and boots even in the classrooms
to endure the winter COld.

Elizabeth Omaro-Otunnu is Univer-
sity Relations Associate, Office of
University Communications, at the
University of Connecticut.

Field placement-continued from
page 11

We have all had the support
and guidance of a teacher, a field
supervisor, or a mentor; and in due
course, you will provide the same to
an eager student. But for now, this is
your time. Work hard, learn well,
and you will make a difference. We
will be there to help you along the
way.

Want to know more?
Especially for students
Collins, Donald, Barbara Thomlison and
Richard M. Grinnell, Jr. THESOCIAL
WORK PRACTICUM:A STUDENTGUIDE,
Itaska, IL F.E.Peacock Publishers, Inc.,
1992.

Royce, David, SuditS.Dhooper and
Elizabeth L Rompf. FIELDINSTRUCTION:
A GUIDEFORSOCIALWORK STUDENTS,
New York, Longman, 1993.
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