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Dedicated to

Oliver Craig BurkholderOliver Craig Burkholder
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Who insisted that there was a way to prevent horrors such as 
the Penn State child sex abuse from ever happening again.

And

To all the children and elderly who were abused because 
we did not know how to protect them.

Now we do.
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WHY ARE SERIOUS ISSUES NOT REPORTED?

The Penn State and USA Gymnastics child sex abuse scandals are infamous. The Penn State 
story broke in late 2011 shocking the country not only because of the horror of the allegations and 
extended timeframe, but because of its association with a legendary football program and coach. 
Less than five years later there were even more allegations over a longer timeframe associated with 
the much-loved USA Gymnastics. The country was incredulous - how could this have happened? 

Look 1st had studied organization performance for decades and evaluated and consulted on the 
devastating consequences of similar cases. As we learned more about the Penn State and USA 
Gymnastic travesties we resolved to thoroughly study this terrifying phenomenon and develop 
preventative information and solutions for all organizations. 

In addition to Penn State and USA Gymnastics we have also studied incidents including: 

• Background checks going un-reviewed for hundreds of hires. (A new employee arrested for
vehicular homicide with a company car would not have been hired had his background check
been read.)

• A building complex’s entire sprinkler system being disengaged because of one faulty
sprinkler head.

• A college student cheating operation.

• A driver for top executives of a “Most admired” company picking up minors and purchasing
liquor for them in company vehicles.

• A fire investigator from a major consultancy falsifying reports.

• A senior law enforcement officer harassing women.

• A prostitution ring run from a Fortune 500 manufacturer’s swing shift plant parking lot.

• A senior executive steering consulting and software contracts to friends’ firms.

• Substandard products being used by a division manager of a major commercial contractor.

• A top sales representative buying and stealing competitor documents.

• A university professor “selling” grades.
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• The vice president of major company division surreptitiously blocking minority development
and hiring.

• Major condominium tower construction manager substituting substandard products.

• Restaurant manager accused of sexually harassing 14-year-old employees.

• Restaurants’ minor employees sexually harassed.

• Homecare giver abusing elderly for three years.

• Three cases of not following organization policies and procedures that resulted in significant
judgments.

• Four cases of executive fraud.

• Over a hundred cases of teachers sexually abusing minors.

• Over 20 cases of senior community residents being abused and or neglected.

Sexual harassment and assault, authority figures having sex with minors, defalcation, fraud, 
discrimination – outright racism, theft, bribery, safety and security breaches, violations of law, 
policies, and procedures - it seems that at least one such incident makes the news every week. We 
are becoming inured to what has been infamous, but to the victims the implications are very real 
and may be horrifying. And for every incident in the news there are hundreds that never become 
public knowledge. However, like the Penn State scandal and countless other aberrant acts and 
organization debacles, these incidents all share four common characteristics: 

1. They were caused by an individual’s or individuals’ aberrant behavior.

2. At least one other person knew of the behavior.

3. The behavior undermined the organization’s performance, in some cases significantly.

4. Virtually all the harm to the victims and the organizations would have been avoided if
the behavior had been promptly addressed.

We will leave the study of the aberrant behavior to others; the scope of this paper is confined to 
understanding why these incidents go unreported and what, if anything can be done to facilitate 
prompt communication, the possibility of which is likely to preclude some negative occurrences. 
These incidents are analogous to fires: We recognize the importance of preventing them, but we 
also must take steps to alert the appropriate professionals as soon as they are first observed, so 
that they can be stopped, and the damage minimized. When we referenced this analogy, some of 
the people involved in these incidents said a fire would have caused less damage. 
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PART I.

COMMUNICATION BARRIERS AND FACILITATORS

In the cases we reviewed, a common explanation management explanation for being unaware of 
serious issues until it was too late is associated with a very well-known psychological theory. 

After the horrible 1964 murder of Kitty Genovese in Queens New York City, police claimed numerous 
witnesses heard and or saw a woman being attacked and took absolutely no action to intervene, 
stop or report the crime. Major newspaper headlines included, “Thirty-Eight Who Saw Murder Didn’t 
Call the Police.” 

Fueled by the reporting of this incident, psychologists formulated the “Bystander Effect,” or Genovese 
Syndrome. The theory is premised on the coexistence of two associated factors: the presence of 
other people weakens everyone’s inclination to act; and the individual preference for conformity 
discourages action when no one else responds.

REASONS NOT TO COMMUNICATE SERIOUS ISSUES

We designed our research to identify indications of not only the Bystander Effect, but also all the 
other reasons why serious issues go unreported. 

We surveyed all the populations which could conceivably observe serious issues, including every 
component of the workforce, and business buyers and consumers. Participation in the survey was 
driven by over 447,000 emails from lists we acquired for each group; the data was collected via email 
and web-based instruments. Workforce participants self-categorized into five subgroups. Ultimately 
over 33,600 responded by selecting up to ten reasons why they wouldn’t report a serious issue and 
ranking the features that would prompt to them to do so. 
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Serious issues were defined as matters associated with: 

Table 1

Category N
Candidates 9,951

Temporaries 2,037

Staff 5,944

Management 2,768

Consultants/Contractors 1,346

B2B Buyers 1,849

B2C Buyers 9,767

Total 33,662

• Client/Customer Relations

• Criminal Behavior

• Culture, Values and Mission

• Discrimination

• Elderly

• Ethical Issues

• Fraud

• Legal Issues

• Minors

• Performance

• Policies and Procedures

• Public Relations

• Safety

• Security

• Sexual Harassment

• Substance Abuse

• Use of Organization Property
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Figure 1

Workforce, business buyer, and consumer participants, including 2.4% who identified as mandatory 
reporters, identified ten major reasons not to communicate serious issues. At least 70% of at least 
three of the groups selected these reasons: 

1. “Concerns about confidentiality”

2. “Reporting may adversely affect me.”

3. “I don’t want to be associated with anything bad.”

Concerns about adverse effects includes a reason with even more negative implications, “fear of 
reprisals.” Participants also noted a reluctance to use reporting platforms which include overtly 
negative terms such as “complaints,” “compliance,” “ethics,” “fraud,” “hotline,” “red flag,” and 
“whistleblower.”

In the cases that we studied less than half of the actual “observers” said that they did not communicate 
what they witnessed because they expected others to do so. But most had been concerned about 
making a mistake and getting “wrapped up in, and being associated with, a mess.” Virtually all 
of them had been concerned about going to the trouble of reporting the matter, and then facing 
negative consequences for doing so, only for management not to take any action. And the more 
time that passed since first witnessing the behavior, the more they assumed that management must 
know about and condone it. 

None of our case studies met the conditions which foster the bystander effect and there was no 
indication of it in our survey results. 
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FOSTERING EFFECTIVE COMMUNICATION

No solution will be effective unless it is holistic and resonates with all constituencies. To determine 
how to optimize communication, our survey also asked respondents to rate, on a scale of 0 ‒ 10, 
over 20 features which would increase the likelihood of reporting serious issues. 

Ten of the features had an average rating of 7.30 or more.

Figure 2

Table 2: Likely to Communicate Serious Issues (0 ‒ 10)

Feature Workforce B2B Buyers B2C Customers

Absolute Confidentiality 9.76 9.27 8.82

Independent Third Party 9.52 8.67 8.74

Check Status 9.61 8.59 8.67

Report/Access Online 9.36 8.61 8.28

Accessible, Simple, & Quick 9.08 8.25 8.34

Cannot Be Deleted 8.98 8.14 8.45

Confidential Messaging 8.73 7.64 8.41

Submission Confirmed 8.64 6.03 7.29

Cannot Be Hacked 8.03 5.59 8.33

Available 24/7 7.14 4.18 8.26
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All groups rated the same three features as being most important: 

1. Absolute Confidentially: The notifier’s identity is sacrosanct unless they choose
otherwise

2. Operated by an Independent Third Party

3. Check Status: The notifier may confidentially check the status of the communication

In subsequent research we defined applications that had at least these three features as Effective 
Communication Systems.
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PART II.

COMMUNICATION EFFECTIVENESS 

Serious issues are part of a communication continuum followed by feedback and then comments 
and suggestions. In subsequent research Look 1st will address the value of feedback, comments, 
and suggestions and associated best practices.

To better understand communication effectiveness, we conducted a larger second survey using 
findings from the first and broadened the scope to compare the likelihood of communicating 
suggestions and feedback, as well as serious issues. 

All populations were targeted which could have suggestions, offer feedback, or be aware of a serious 
issue. This included every component of the workforce and business buyers and consumers. We 
acquired additional lists to increase the survey population to almost 1,150,000 and the data was 
also collected via email and web-based instruments. Almost 80,000 responded and as in Part I, 
workforce participants self-selected their subcategory. 

Respondents were asked about the likelihood of communicating suggestions, feedback, and serious 
issues: 

• According to organizational procedure

• To human resources (if applicable)

• To their boss (if applicable)

• To another party/function in the organization

• Via an Effective Communication System which is defined as incorporating at least the top
three most important features identified in Part I:

o Absolute Confidentiality

o Operated by Independent Third Party

o Check Status

Participants rated their likelihood of communicating on a scale including Definitely, Likely, Consider, 
Unlikely and Definitely Not. 
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Table 3: Survey Participants

Category N

Candidates 11,287

Temporaries 9,367

Staff 8,863

Management 3,879

Consultants/Contractors 1,742

Vendors 1,486

B2B Buyers 1,987

B2C Buyers 14,624

College Students 26,754

Total 79,989

As in Part I, serious issues were defined as matters associated with:

• Client/Customer Relations

• Criminal Behavior

• Culture, Values and Mission

• Discrimination

• Elderly

• Ethical Issues

• Fraud

• Legal Issues

• Minors

• Performance

• Policies and Procedures

• Public Relations

• Safety

• Security
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 • Sexual Harassment 

 • Substance Abuse 

 • Use of Organization Property 

THE FINDINGS

In the next series of charts, we’ve combined the Definitely, Likely, Definitely Not, and Unlikely 
responses for Procedure and Effective Communication Systems. 

Of the 24 perspective combinations, there are four instances in which participants were more likely 
to follow Procedure than use an Effective Communication System:

 • Suggestions, Consultants/Contractors

 • Suggestions, Vendors

 • Feedback, Vendors

 • Serious Issues, Vendors

However, in all four cases, if the Consider responses were added to both Procedure and Effective 
Communication System, the Effective Communication System responses exceed Procedure.

LikeLy to CommuniCate SuggeStionS

 
Figure 3
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Figure 4

Figure 5

LikeLy to CommuniCate FeedbaCk

Figure 6
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LikeLy to CommuniCate SeriouS iSSueS

Figure 7

Figure 8

Detailed analyses, including bar charts of 25 communication category ‒ channel combinations, are 
available in Appendix A.
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reporting to Human reSourCeS

Figure 9

HR leaders were baffled that human resources was totally unaware of the HR incidents we studied. 
In each case, the lack of response ultimately had significant consequences. Our survey indicates that 
across all constituencies, HR is not the “go to” function for suggestions, issues, and serious issues, 
although that may be less a measure of HR than of the communication process and system. In most 
organizations with a dedicated HR function, we believe that human resources is best postured to 
manage the Effective Communication Systems. 

Figure 10
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eFFeCtive CommuniCation SyStemS

Throughout this research, we have defined a system that includes the three most important features 
identified in Part I, as an Effective Communication System:

• Absolute Confidentiality

• Operated by Independent Third Party

• Check Status

An Effective Communication System results in at least 50% communication which marks a baseline of 
effectiveness. Any procedure, program or system that does not result in at least 50% communication 
is not effective. Without an Effective Communication System, the more serious the information, the 
less likely it is to be communicated: Less than 28% of all populations will make a suggestion, only 
23% will communicate feedback, and just 18% will report serious issues. Compared to existing 
procedure, an Effective Communication System will increase communication of suggestions by 
88%, feedback by 126%, and serious issues by 172%. 

We may conclude that communication systems that have more than three the most important 
features will increase communication of suggestions, feedback, and serious issues even more.

To better understand the importance of an Effective Communication System to different populations, 
we also surveyed parents, consumers, and business buyers. That information is available in 
Appendix B.

ConCLuSion

The ‘Bystander Effect’ has been included in psychology classes and textbooks around the world 
for over fifty years. But as Steven Levitt and Stephen Dubner exposed in Super Freakonomics, 
the original basis of the effect is simply not true. As Kitty Genovese was being brutally assaulted, 
dozens of people did call the police, some repeatedly, but the NYPD’s telephone reporting system 
was then, at best, not effective. Kitty Genovese died not because of a flaw in all of us but because 
the police’s communication system was not working. 

Communication of suggestions, feedback, and serious issues will double with a system which 
ensures anonymity, virtually precludes the possibility of cover-ups, and allows the status of the 
communication to be checked. A communication system is effective because it eliminates the reasons 
why serious issues, feedback, and suggestions are not communicated, and includes features that 
facilitate timely and complete communication.



15 © 2021 Look 1st, Inc. All rights reserved

This research was driven by particularly aberrant long-term behavior at Penn State and in USA 
Gymnastics. Both started in the late 1990s when officials terminated and covered-up investigations. 
Allegations from victims and witnesses with firsthand knowledge of the continuing sexual abuse 
were dismissed and ignored. Others did not notify authorities because they assumed management 
already knew of the abuse and were afraid of reprisals. The sexual abuse of almost 400 minors over 
almost 20 years would have been prevented by an Effective Communication System. 

Effective Communication Systems may not prevent every single aberrant act but they will at least 
give first notice so virtually all subsequent damage can be precluded. And although these systems 
are designed to prevent and provide the earliest notice of aberrant behavior, they also have a 
prophylactic effect. Awareness of an Effective Communication System alone will deter at least some 
of the acts that lead to the issues that concern us all and damage individuals and organizations. 

Biochemist and prolific science and science fiction author Isaac Asimov once told an audience of 
senior HR executives that they bore the heavy responsibility for doing what was right, because it 
was right. He went on to say that if they didn’t do something because it was right, they should do 
it because it made good business sense, as what is right always makes good business sense. He 
concluded by saying that if they did not do something because it was right or because it made good 
business sense they would eventually be forced to do so, or be punished, by the marketplace or 
the law. 

Every organization should immediately implement at least an Effective Communication System at 
least for serious issues because it is right and it makes good business sense. Organizations that do 
not implement an Effective Communication System are also denying themselves vitally important 
input.

And if there isn’t an Effective Communication System to prevent a serious issue, the likelihood of 
even learning about it before a potentially devastating impact on performance, is reduced by at 
least 63%.

There is no excuse for not having at least an Effective Communication System to protect people and 
organizations.

Based on this research, all of the top 10 features that increase the likelihood of communicating 
have been incorporated into all Look 1st notification, feedback, and suggestion applications.

Look 1st welcomes all feedback and inquiries regarding this paper and the research reported 
herein. Please forward comments to AskUs@Look1st.org; all emails will be acknowledged.
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APPENDIX A
LIKELIHOOD OF COMMUNICATING SUGGESTIONS, 

FEEDBACK AND SERIOUS ISSUES

introduCtion

A comprehensive analysis of the likelihood of communicating suggestions, feedback, and most 
importantly serious issues is essential to developing effective reporting and survey processes and 
applications. Appendix A provides that critical information. 

All populations which could have a suggestion, offer feedback, or report a serious issue were targeted 
including every component of the workforce, business buyers, consumers and college students. The 
survey population was almost 730,000 and data was collected via email and web-based instruments. 
Total responses were over 53,000; workforce participants self-selected their subcategory. 

Respondents were asked about the likelihood of communicating suggestions, feedback, and serious 
issues: 

• According to organizational procedure

• To human resources (if applicable)

• To their boss (if applicable)

• To another party/function in the organization

• Via an Effective Communication System which was defined as incorporating at least the top
three most important features identified in Part I:

o Absolute Confidentially: The notifier’s identity is sacrosanct unless they choose
otherwise

o Operated by an Independent Third Party

o Check Status: The notifier may confidentially check the status of the communication
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Serious issues were defined as matters associated with: 

 • Criminal Behavior 

 • Client/Customer Relations 

 • Discrimination

 • Elderly

 • Ethical Issues

 • Fraud

 • Legal Issues

 • Minors

 • Mission, Objectives, Culture and Values

 • Performance

 • Policies and Procedures

 • Public Relations

 • Safety

 • Security

 • Sexual Harassment

 • Substance Abuse

 • Use of Organization Property 

Table 1: Survey Participation

Category N

Candidates 11,287

Temporaries 9,367

Staff 8,863

Management 3,879

Consultants/Contractors 1,742

Vendors 1,486

B2B Buyers 1,987

B2C Buyers 14,624

Total 53,235
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LikeLiHood oF CommuniCating SuggeStionS

o Candidates

28% would Definitely and 31% are Likely to communicate suggestions using an Effective 
Communication System. Using Procedure, 12% would Definitely and 17% are Likely. Using 
Other Internal means, 59% are Unlikely to communicate, as would be expected. 

Figure 1

o Temporaries

29% would Definitely and 46% are Likely to communicate suggestions using a Effective 
Communication System. Using Procedure, 9% responded Definitely and 14% Likely to 
communicate. 57% would Consider communicating to their Boss and 49% are Unlikely to give 
suggestions using Other Internal means.

Figure 2
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o Staff

19% would Definitely communicate suggestions using a Effective Communication System 
and 40% are Likely. 39% are Likely to communicate to their Boss and 24% are Likely to 
use a Procedure. 37% would Consider Boss and Other Internal means. 40% are Unlikely to 
communicate to HR and 26% are Unlikely to use Procedure. 16% would Definitely Not tell HR 
and 11% would Definitely Not use a company Procedure.

Figure 3

o Management

37% would Definitely and 24% are Likely to communicate suggestions using a Effective 
Communication System. 23% would Definitely and 27% would Likely tell their Boss. 19% would 
Definitely and 32% are Likely to use Procedure. 47% would Consider using Other Internal means, 
while 33% are Unlikely to tell HR and 13% would Definitely Not.

Figure 4
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o Consultants/Contractors 

23% would Definitely use a Effective Communication System to communicate suggestions. 
31% are Likely to tell their Contact and 25% are Likely to use a company designated Procedure. 
55% would Consider using a Effective Communication System, 48% would Consider using a 
Contact, and 41% would Consider a Procedure. 

Figure 5

o Vendors

24% would Definitely use a Effective Communication System, while 13% would Definitely 
use Procedure to give a suggestion. 21% would Likely tell a Contact and 27% would Likely use 
Procedure. 49% would Consider a Effective Communication System, 56% would Consider 
Contact, and 32% would Consider using Procedure.

Figure 6
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o B2B Buyers

11% would Definitely use a Effective Communication System; more than twice the amounts who 
would Definitely use Contact and Procedure. 6% are Likely to use a Effective Communication 
System and Contact, and 8% are Likely to use Procedure. 56% would Consider using a 
Effective Communication System, while 25% and 24% would Consider telling a Contact or using 
Procedure respectively. About 40% are Unlikely to use Contact and Procedure each and 25% 
would Definitely Not. 

Figure 7

o Consumers

19% would Definitely use a Effective Communication System and 4% would Definitely tell a 
Contact. 12% would Likely use a Effective Communication System, 8% would Likely tell a 
Contact and 10% would Likely use Procedure. 53% would Consider a Effective Communication 
System, while 39% and 46% would use a Contact and Procedure respectively. 

Figure 8
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LikeLiHood oF CommuniCating FeedbaCk 

o Candidates

26% would Definitely communicate feedback using a Effective Communication System and 31% are 
Likely. 10% would Definitely use a Procedure and 13% are Likely. 30% would Consider a Effective 
Communication System and 22% would Consider Procedure. For Other Internal, HR, and Procedure, 
respondents were more than 35% Unlikely and 20% would Definitely Not use those means. 

Figure 9

o Temporaries

27% would Definitely and 43% said they are Likely to use a Effective Communication System. 
10% would Definitely use Procedure and 14% are Likely. 46% would Consider telling their Boss 
but 21% are Unlikely and 14% would Definitely Not. 29% would Consider using a Procedure, 
28% are Unlikely to and 18% would Definitely Not. 

Figure 10 
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o Staff 

18% would Definitely use a Effective Communication System, 12% would Definitely use Procedure 
and 9% would Definitely tell their Boss. 41% are Likely to use a Effective Communication 
System, while 29% would Likely tell their Boss and 21% would Likely use Procedure. All would 
be Considered by over 25% of respondents. 40% are Unlikely to use both HR and Other Internal 
means and at least 17% would Definitely Not. 

Figure 11

o Management

39% would Definitely use a Effective Communication System, 25% would tell their Boss and 21% 
would Definitely use Procedure. 24% would Likely use a Effective Communication System, and 
28% and 30% would Likely tell their Boss or use Procedure respectively. 51% would Consider 
Other Internal means, while 26% would Consider a Effective Communication System. Boss, HR 
and Procedure all received over 30% for Consider. 34% are Unlikely to tell HR and 15% would 
Definitely Not. 

Figure 12
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o Consultants/Contractors 

26% would Definitely use a Effective Communication System, while 7% would definitely use 
Procedure. 6% and 17% would Likely use a Effective Communication System and Procedure 
respectively. 46% would Consider a Effective Communication System, 49% would Consider telling 
a Contact, 18% would Consider Other Internal means and 32% would Consider Procedure. 33% 
are Unlikely to use Procedure, and 11% would Definitely Not tell a Contact or use Procedure. 

Figure 13

o Vendors

28% Definitely would use a Effective Communication System, while only 11% would Definitely 
use Procedure. 6% are Likely to use a Effective Communication System, and 18% and 26% are 
Likely to use a Contact or Procedure respectively. 43% would Consider a Effective Communication 
System, 48% would Consider telling a Contact, and 32% would Consider using a Procedure. 
Only 19% are Unlikely to use a Effective Communication System, while 21% and 25% are 
Unlikely to tell a Contact or use a company Procedure respectively. 

Figure 14
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o B2B Buyers

15% would definitely use a Effective Communication System, 9% are Likely, and 56% would 
Consider. For Contact and Procedure only 23% and 26% would Consider respectively, 43% and 
38% are Unlikely and 26% for both would Definitely Not. 

Figure 15

o Consumers

22% would Definitely use a Effective Communication System, 13% are Likely, and 48% would 
Consider. 34% would Consider Contact and 45% would Consider using Procedure. 31% are 
Unlikely to use a Contact and 29% would Definitely Not. 28% are Unlikely to use Procedure and 
18% would Definitely Not. 

Figure 16
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LikeLiHood oF reporting SeriouS iSSueS

o Candidates

25% would Definitely communicate a serious issue using Effective Communication System, and 
32% are Likely. 8% would Definitely use Procedure and 11% are Likely. 32% would Consider 
a Effective Communication System and 20% would Consider Procedure. Only 8% are Unlikely 
and 4% would Definitely Not use a Effective Communication System, while all other means each 
had more than 38% Unlikely and 23% Definitely Not. 

Figure 17

o Temporaries

24% would Definitely use a Effective Communication System and 42% are Likely. Just 6% would 
Definitely use Procedure and 12% are Likely. 22% would Consider a Effective Communication System 
and Other Internal means, while 20%, 50% and 32% would Consider HR, telling their Boss and using 
a Procedure respectively. 28% are Unlikely to use Procedure and 22% would Definitely Not. 

Figure 18
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o Staff 

16% would Definitely use a Effective Communication System, 40% are Likely, and 32% would 
Consider. Boss received 9%, 27% and 33% for Definitely, Likely and Consider, while Procedure 
received 9%, 17% and 30%. 53% are Unlikely to tell HR and 24% would Definitely Not. 32% are 
Unlikely to use Procedure and 13% would Definitely Not. 

Figure 19

o Management

39% would Definitely use a Effective Communication System, 23% are Likely and 27% would 
Consider. 23% would Definitely tell their Boss, 31% are Likely to and 33% would Consider. 
Procedure received 17%, 31% and 40% for Definitely, Likely and Consider respectively. 48% 
would Consider using Other Internal means. 36% are Unlikely to tell HR and 10% would 
Definitely Not. 

Figure 20
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o Consultants/Contractors 

26% would Definitely use a Effective Communication System, 6% are Likely and 48% would 
Consider. 2% would Definitely tell a Contact, 8% are likely and 53% would Consider. Procedure 
received 5%, 12% and 31% for Definitely, and Consider respectively. 26% and 38% are Unlikely 
to tell a Contact or use a Procedure, and 10% and 13% would Definitely Not. 

Figure 21 

o Vendors

26% would Definitely use a Effective Communication System and just 9% would Definitely use 
Procedure. 5% are Likely to use a Effective Communication System and 23% are Likely to use 
Procedure. For Consider, a Effective Communication System received 43%, Contact received 
49%, and Procedure received 34%. 53% are Unlikely to use Other Internal means and 22% 
would Definitely Not, as would be expected. 

Figure 22
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o B2B Buyers

16% would Definitely use a Effective Communication System, 10% are Likely and 55% would 
Consider. 45% are Unlikely to tell a Contact and 27% would Definitely Not. 38% are Unlikely to 
use a Procedure and 27% would Definitely Not.

Figure 23 

o Consumers

19% would Definitely use a Effective Communication System, 14% are Likely and 49% would 
Consider. 22% would Consider telling a Contact and 44% would Consider using a Procedure. 
45% are Unlikely to tell a Contact of a serious issue and 30% would Definitely Not. 31% are 
Unlikely to use a Procedure and 19% would Definitely Not. 

Figure 24



31 © 2021 Look 1st, Inc. All rights reserved

o College Students 

36% would Definitely use a Effective Communication System and 30% are Likely, while 12% 
would Definitely use Procedure and 14% are Likely. Consider for Procedure exceeds a Effective 
Communication System, 34% to 16%. 19% are Unlikely to use Procedure and 20% would 
Definitely Not. 

Figure 25

Based on this research, all of the top 10 features that increase the likelihood of communicating 
have been incorporated into all Look 1st notification, feedback and suggestion applications. 

Look 1st welcomes all feedback and inquiries regarding this paper and the research reported 
herein. Please forward comments to AskUs@Look1st.org; all emails will be acknowledged. 
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APPENDIX B
IMPORTANCE OF EFFECTIVE COMMUNICATION SYSTEMS TO 

PARENTS, CONSUMERS, AND B2B BUYERS

introduCtion

Appendix B documents importance of Effective Communication Systems to various populations 
based on surveys of parents, consumers, and business buyers.

An Effective Communication System has been defined as incorporating at least the top three 
most important features identified in Part I. We may conclude that Effective Communication 
Systems that have more of the ten most important features will increase the importance of an 
Effective Communication System to parents, consumers and business buyers than the results 
published here.

Respondents totaled almost 36,000 and data was collected via email and web-based instruments. 

Parents, consumers and B2B buyers asked to rate the importance of group specific Effective 
Communication Systems: 

Parents 

 • Child Care 

 • Pre-Kindergarten - Kindergarten 

 • Grades 1 - 8 

 • Grades 9 - 12 

 • After School Programs 

 • Camps 

 • Scouting 

 • Sports Programs 

 • Tutors 



34 © 2021 Look 1st, Inc. All rights reserved

 • Youth Programs including Religious 

 • Employers of Minors 

 • Colleges & Universities 

 • Certification and Training Programs 

 • Trade Schools 

 • Cruises, Resorts and Theme Parks

Consumers 

 • Apartment and Home Rentals 

 • Automobile Sales and Services 

 • Cruise Lines 

 • Food Processing 

 • Healthcare Facilities 

 • Home Health Aides 

 • Home Projects 

 • Home Services 

 • Hotels 

 • Resorts 

 • Restaurants 

 • Senior Living Facilities 

 • Theme Parks 

 • Transportation Services 

B2B 

 • Providers and Suppliers 
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Respondents could select Not Important, Potentially Important or Important for each category. 

Table 5: Survey Participation

Category N

Parents 19,238

Consumers 14,624

B2B 1,987

Total 35,849

parentS 

Please answer only for those categories for which you have chosen or expect to choose a provider, 
or your children have been, or you expect to be involved.

Percentage

Figure 1 
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Figure 2

ConSumerS

Please answer only for those categories for which you have chosen or expect to choose a provider.

Percentage

Figure 3
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Figure 4

b2b

How important is an Effective Communication System when you chose a provider?

Percentage  Number

 
Figure 5 Figure 6

Based on this research, all of the top 10 features that increase the likelihood of communicating 
have been incorporated into all Look 1st notification, feedback, and suggestion applications.

Look 1st welcomes all feedback and inquiries regarding this paper and the research reported 
herein. Please forward comments to AskUs@Look1st.org; all emails will be acknowledged. 
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