Chapter Four

Data Analysis
[lliteracy Experienced as a Stigma

Previous research (Adkins and Ozanne 1997, 1998; Beder 1991; Eberle and Robinson
1980) supports the notion that low literate people are stigmatized. Goffman (1963)
conceptuaizes a stigma as the possession of a characterigtic that is socidly discrediting and sets
the stigmatized individua apart from “normd” others. Our society values educetiond
attainment and passes negative judgment on those low literate individuals who fail to atain basic
skillsin communication. Society’ s reactions to those with limited literacy skills provide an
illugtration of the indtitutiondization of the low literacy stigma (Becker and Arnold 1986). As
oneinformant in the NIFL pre-study explained when she was trying to renew a driver’ s license

after the State began requiring drivers to pass awritten test for renewd:

| went in and wastold to fill out the paper. | said, “l can't.” Hewouldn’t
ligen. Hesaid, “Of courseyou can. Go over to that table, read it, and fill
itout.” Fetasif every eyeintheroomwasonme. | looked &t it and
froze. | could read name, address, and phone, but | was so nervous and
embarrassed, | couldn’t even do that. Left and never went back.

Additiondly, the detaiin this sudy support that low literate individuals are indeed
digmatized. All the informants suggested that their fallure to gain adequeate literacy skills
socidly discredited them, which was experienced as shame.

Sometimes | get ashamed.... | say “Go down one aisle and if you can't
find what you are looking for go to the next.” | just say, “Don’t ask (for
help)” (Eric)

Well, I’ ve aways been embarrassed because | couldn’t read very well.
And, you go out and try to read road Sgnsif you are traveling or

something, and you can't read that well. |’ ve dways wanted to read. |
mean, |I've got books. All kinds of books at the house. But | couldn’t read
al that well. And | was just wanted to read them. (Olive)

Yeah. And, I’ ve seen people have the clerks make out their checks
because they couldn’t write the check out. They didn’t know how to spell.
| had trouble remembering how to spell twelve. And when | run up
againg that, | always looked and made my checks out. Because | fed bad
that | didn’t know how to spdl it. (Sarah)
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This shameranged in intengity from apain that “I just snub off (George)” to episodes of
viscerd panic and even “breaking out in tears every time | told someone (Rebecca).” Similarly,
in the modified thematic gpperception portion of the interviews, informants often made
attributions of shame and embarrassment to the person depicted in the drawings or towards other
people who have limited literacy skills. While dl three pictures portrayed marketplace
gtuations, thefirg drawing shown to the informants illustrated a lone consumer examining a box
of cered in the grocery aide (see Figure 1). This particular drawing generated severd
atributions of embarrassment and, a times, the informants seemed to relate personaly to the
imaginary person depicted in the picture.

M%bﬁ)embarra&mmt. It embarrasses me. | wouldn't tell anybody about
it. (Bi

He sfeding not redly good. Y ou know, if he'sjust likelooking at it and
thinking, “Wdll, | don’'t know what it says. | can’t make out the words.”
He s probably feding redly bad....Y ou know. (Tina)

He sfeding bad. ...He can't read nothing. (Jack) [Note: thisinformant is
anonreader]

In addition to the experience of shame, the informants felt socidly margindized.
Informants often relayed personal experiences where they were cdled such names as* stupid,”
“ignorant,” “retarded,” “dumb,” “dow,” and “dough-dough head.” Moreover, when their

illiteracy was discovered, they were socidly ostracized.

You haveto be. | mean, when your friends make fun of you and cdl you
retarded, and you can't do it... you know.... If you start dating and they
know you' re dating and they meet the girl and say, you know, and they’ll
say Suff like, “You know he can't read.” ... (Jeff)

| know once at the Post Office. | went to the Post Office. So | went and
asked for some help with something. And | know it was me he was
talking about. 1 wasn't sure of redlly what | heard dl of it, but | know they
was saying something about | couldn’t read very wdll.... (Olive)

Yeah. You know alot of people on the other sde. Whenyou areina
group and you' re talking, you know, they’ll ook at you and think “What
do you know?’ Especidly these people with an education, some of them.
They think they know it dl. And they redly make you fed benegth them.
(Sarah)
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Given the name-calling and socid discrediting, many of these low literate adults
regularly lived in fear of these negative socid evauations. Many informants talked about their
fear of making amistake or “messing up,” which is condstent with socid stigma theory.

The sigmaof low literacy impacted the informants self-esteem. In this extended quote,
Tinardates the crushing loss of her driver’ s license that she had earned through hard work and
in which she took pride. Tinaneeded to revea her reading problems — a very uncomfortable
gtuaion for this self-described “faker.”

It wasawful. It wasawful. | mean... | waslike swesting profusdy. | was
nervous. And, | couldn’t read none of the words. And, see, they wouldn’t
giveit meordly. Because, thefirg timethey won't giveit to you oraly
over herein (State). You'vegot to do thereading. | faledit. And | felt
sobad. | fet solow. It'slike, | had my license. And, you know, | kept
praying. | prayed alot. | said, “God, please don't et me lose my license.
| worked s0 hard in high school to get my license. | don’t want to loseit
now.” So, | called them up over there... | took thetest and | failed it and |
fdt redly bad and redly low. My sdf-esteem that day wasred low. It
waslikeit bit the dugt, man. 1t waslike, thisisit. But, then | thought, I'm
gonnacal them and seeiif | can takeit ordly. | thought, if somebody

could read it to me, I’ ll know the answers. It was s0... you know, it was so
devadtating. Becauseit waslike | knew it in high school. (Tina)

Smilarly, Nancy’ s vigt to the optometrigt illustrates her shame of illiteracy, the socid
margindization when it is discovered, and the accompanying assault on her self esteem.

...and they sent meto Dr. Gillespie. He stood back on that old chart. And
he put it in front of me and he wanted meto read it. | couldn’t read it.

Man, he just yelled. He said, “Well, I'm tdlling you to reed that.” ... He
embarrassed me. And there were people out in the waiting room and he's
saying that so loud.... Very low. | mean, everybody in thereis probably
thinking I’'m dumb as hdll. Y ou know, because | can't read and write very
well.... And he pulled it away from me and said, “ Can you see anything

on there?” And | said, “1 couldn’t.” He said, “Wdll, you are going to have

to read thisto me or you can't get your glasses.” (Nancy)

For other informants, the magnitude of the sigma simpact on ther fedings of sdf-worth
was perhaps most apparent as they related their experiences with the adult literacy help
programs. All informants expressed gratefulness to the literacy volunteers who serve astutors.
The process of seeking literacy assistance, while at times a very scary venture, provided huge
rewards for the informants. Consistent with earlier research (Adkins and Ozanne 1998), Frank
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described the experience as having a“ door open up” for him. Another informant reported a
transformation to fedling “like a human being,” and Michad voiced aregret that he waited so
long to seek assistance saying that if he had done it earlier, he would have had “a better ook out
on severd things” Severa informants expressed increased confidence and overdl sdf-worth.

When... lots of time you go to Church and each one of them read. And,
some of them, | wouldn’t know the words. And, | just felt like | was
maybe stupid. But | knew | wasn't. | just didn’t know ... | just refused
sometimes to read, because of that. But | wouldn't now. I'll takea
chance, eveniif | didn’t know it. [laughing] That'swhet they’ ve done for
me. They made me confident in mysdf. (Sarah)

It's been amazing. It made mefed good. You got more dignity. Istha
the right word to use? Dignity? [Interviewer: Dignity.] ...And you got
more pride in yoursalf. You dress better. Y ou shave more. Onetime, if |
didn’'t shavein aweek, it didn’t matter. If | didn’'t comb my hairina
week, it didn’t matter. Now, it mattersto me.... Oh, yes.... With LVA, |
am. That'sthe greatest thing that ever happened. Thank you very much.

(William)
| loveit, and | fed good about being able to teach my kids. And, | fed

good about when they bring the papers home and be able to understand
what | am seeing and read and write. (Ginger)

This genera sif-confidence was specificaly manifest in the marketplace when George
talked about how hisimproved literacy skills alowed him to get an Ames discount card of which
he was particularly proud. Similarly, more than one informant spoke with pride about “not being
afrad’ to go grocery shopping, and another person attributed his improved literacy skillsto
helping him buy ahome. Ginger gushed with pride as she relayed her fedlings on her purchase

of avacuum cleaner soon after she was ableto “read directions,”

...I bought me asweeper. And, | put it together. | read the directions.
Followed step by step. | felt so proud that | put the sweeper together. ...I
didit! I didit! Nohdp. That'sagood feding. (Ginger)

Factorsthat Increase the Use of Coping Strategies

Asdiscussed in Chapter Two, Review of Relevant Literature, stigmas may profoundly
impect the stigmatized individud’ s sdlf-esteem and self- concept as aresult of the negative socid
evauations made by the “non-stigmatized.” Research (cf. Crocker and Mgjor 1989; Crocker,
Major, and Steele 1998; Goffman 1963; Jones et a. 1984) supports when repeated assaults on



ones sdf-esteem are experienced, then the stigmatized individuad may engage in sdf-protective
drategies to lessen the impact of the assault on hisher fedings of salf-worth.

Social psychology researchers (Crocker and Mgor 1989; Crocker, Mgor, and Steele
1998; Goffman 1963; Jones et d. 1984) previoudy identified generd characteristics of various
gigmas, which impact the degree to which astigmatized individud attempts to engage specific
sdf-protective mechanisms.  For the stigma of low literacy, three characteristics were postul ated
to be of particular rdlevance: time since acquidtion, respongbility, and vishility. Conceptudly
these three categories gppear reasonable with previous anecdotal support of their existence and
role within the sigma of illiteracy reported. The data at hand, however, provides some empirical
support for the premise of these characteristicsimpacting the likeihood thet people with limited
literacy abilitieswill engage in sdf- protective measures within the marketplace.

Time Snce Acquistion

The shorter the time period one possesses a sigma, the less probable an individud isto
draw upon Strategies to protect themsalves from the bombardment of assaults on their sdif-
esteem (Jones et d. 1984; Crocker and Mgor 1989). Literacy skills develop from an early age.
As children enter the first and second grades (gpproximately aged six to seven years old),
learning to read isa primary activity in their educationd and socid development.  Thus, from a
very early age, children learn that society places value on the acquisition of literacy skills.  For
those adults with lower literacy levels, they have grown up without these vaduable literacy skills
knowing that society looks disgpprovingly on ther limited abilities.  All of the informantsin this
study have had at least ten years to refine the stratagems that alow them to experiencelifeina

literate world.

A second proposed relevant characteristic of the low literacy stigmafor adults takes into
account the respongibility for the individuds reading problems. Limited support found for this
characteridtic is discussed in the following subsection.

Percaived Control or Responshility for the Stigma

Eberle and Robinson (1980) note that unlike physical handicaps, which are generaly
believed to exist beyond the control of the affected individud, low literacy is believed to be the
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responshility of theindividud, i.e.,, within hisor her contral. If only theindividud tried harder
in school or paid more attention, then the skill deficits would not exist.  Limited direct support
for this dimension emerged in the interviews with the 22 informants. In nearly al cases, the
perception that others believed they were & least partialy responghility for not being more
literate was embedded within the informants’ accounts of fedling embarrassed and ashamed.
Thisfinding is congsent with the stigmatization process. That is, stigmatization occurs when
society, in generd, passes negative eva uation towards an individua possessing specific
characterigtics. The informants perceive this negative evauation to occur as aresult of some

persond shortcoming.

While informants acknowledge being negetively evauated, they tried to distance
themsdlves from assuming respongility for their limited literacy skills, instead attributing the
negetive evaluations to society’ s “misunderstanding” of the problem. For example, Ginger
challenges the opinion that she could read better if she was not so lazy,

... Yeah. Thinking I'mlazy. | don't want to. I'll tdl you, if | could do it,
I’d giveamillion dollars. | am so independent. I’'m not lazy. Something
like that, | would love to scribble and write and spell. 'Y ou know what |
mean? But, those people cannot (understand), and | learned not to take it
50 hard. (Ginger)

Bill recounted his childhood memories of being put into classsooms with the “D and F

students’ where teachers “wouldn’'t help” or “didn’t have time’ for them (Field Notes, 3/13/00).

Other informants speculated the root of their literacy difficulties to be related previoudy
undiagnosed dydexia

Thethird characteridtic, of the low literacy stigma, rlevant to the utilization of coping
drategies, addresses the vighility or ability to conced the stigma from others. This proposed
relationship found support in the data as well.

Potentid of Conceding the Sigma

Reatively spesking, it is difficult to assess an individud’ s literacy skill level by merdy
looking a someone; however, functiond interactions may illuminate the illiteracy stigmaquickly
(Gardner 1991). Goffman (1963) classifies stigmas where the attribute can be hidden as
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discreditable, meaning avoidance of the negative evauations occurs as long as the characterigtic
remains undisclosed.

As reported previoudy, informants spoke of feding embarrassed and ashamed of their
low literacy skill levels. They dso spoke directly about wanting to keep their literacy problems
concedled from others, especidly those whom they did not know. The ability to conced reading
problems in the marketplace is demondirated by Tina's handling of money. By only using dollar
bills when others are around, Tinaiis able to keep her limited literacy and numeracy skills
concealed.

| do, when people’ s not looking. Like the pop machine. | just, you know,
I'm thinking well, if | hit the button and it's not the right amount of
money, | just pour more money in it, because there s nobody redly

ganding around watching. But, when | go into arestaurant or if | gointo a
clothing store, or agrocery store, | never use change. (Tina)

The ability to keep their low literacy levels concedled can serve as adeterrent to seeking
literacy help. Additiondly, if low literate consumers can easily conced their kill deficiencies
they may not conscioudy recognize an impact of low literacy skills on their dally interactions.
Thelow literates ahilitiesto conced therr literacy problems through the use of various coping
strategies contributes to the lack of perceived need for literacy assstance as reported by Beder
(1991). Although the data support the notion of low literacy experienced as a stigma, the precise
impact of the sigma on the low literate informants fedings of sdf-worth could not be quantified
through this research. Additionaly, many of the coping strategies identified in the data do not
work directly at protecting the informants self-esteem. Therefore, in Chapter 5 stigma theory
will be revidted to expand the discussion and conceptudization of low literate consumers

marketplace behaviors.

Next, the range of domainsimpacted by literacy isbriefly discussed. Findly, the coping
drategies that low literate consumers use in the marketplace are explored in depth. While many
of these coping strategies may be used across dl of the following life domains, this research
focused on the adaptation struggles that were specific to the marketplace.
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Low Literacy Impacts Multiple Life Domains

Jennings and Purves (1991) describe literacy as apervasive forcein an individud’ s life.
In this study, the impact of low literacy aso had a profound impact on the lives of the
informants. Smply put, adults with limited literacy and numeracy skills experience negetive
consequences across multiple life domains.

Statistics suggest that low literate adults possess lower lifetime income potentia than
those with higher literacy skills (Kirsch, Jungeblut, and Campbell 1992). Repeatedly, informants
expressed a dedre to improve their literacy in order to improve their employment Stuation. In
severd Stuations, the possibility of securing employment served as a motivating factor for
continued efforts to improve therr literacy skills.  While discussing long-term godls, Bill
confided his desire to return to teaching smal engine repair at aloca vocationd school. He was
forced to leave ajob he truly enjoyed since his second-grade reading level prevented him from
obtaining a high school generd equivaency diploma. Similarly, Michad details how his reading
problems prevented him from accepting a well-paying job with a utility company.

Other informants note the obstacle of even being able to complete ajob gpplication
without assstance. Chris underscores the link between literacy skills and “good jobs’ when he
advises others with reading problems to seek tutoring. Tammy acknowledges this connection
when she recounts why sheistrying to raise her reading level from asixth-grade leve even
though she would prefer to “stay home,”

...but my mom don't want meto. She dways stayed home dl her life,

and my mother broke down and cried. She don’'t want meto end up like
that.

Not only do limited literacy skills hinder individuas from obtaining “good” jobs, they
aso complicate the tasks need to maintain a household. Tasks, ranging from reading the terms
of their mortgage to writing checks for the household hills, cause difficulty for low literate
adults.

Low literacy skills profoundly influence the informants ability to be good parents and
role modds. Jeff, Ginger, Hegther, Tammy, Olive, Nancy, Rebecca, Michelle, Paul, and
Miched dl grapple the impact of their low literacy skills on their children. Smple tasks, such as
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writing an “excuse’ for achild’s absence from school or reviewing and hel ping with homework

are daunting.

When low literate adults enter the marketplace as consumers, literacy skill levels do not
miraculoudy improve. Everyday shopping tasks generate potential difficulties Sometimesthe
problems result from an inability to find and understand pricing; at other times, the sumbling
block may come when writing acheck to pay for items. All informants relay indances wherein
a marketplace environment improved literacy skills could remove, or a the very least diminish,

barriersthey face.

Due to the marketing focus of this research, in the following sections | will discussthe
coping drategies as they manifest within the marketplace environment. In the interpretation
chapter, how these various strategies fit with past conceptua research is discussed.

Memorization

The data reved afrequently employed strategy: the memorization of textud, visud, and
gpatia cues to get needs met within the marketplace. Low literate consumers routinely rely on
their memoriesin order to negotiate the complex world in which they live. While an average
literate person might write down directions or use maps, low literate people commit travel routes
to memory. In one discusson with Frank, he explained where he lives by telling me how to get
to hishouse by carefully describing the various landmarks dong the way (Field Notes, March
20, 2000). Both Nancy and Bill tdll of memorizing colorsin order to function in their workplace.
Bill reveds how he memorized the color codes for each of the motorcycle brands he repaired and
eventually he did not have to depend on the colors because he knew which part went to which
bike. In addition to usng memorization skillsin their work and dally lives, dl informants
recounted instances where they relied heavily on their memorization skills across various

marketplace contexts.

Informants discussed memorizing the layouts of retail outlets where they frequently shop
in order to find items on subsequent trips. While Chris' shopping trips are limited, he knows not
only where the electronics department is, but dso the generd organization within that
department from store to store. Other informants implicitly report their dependence on pictures
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used on gtore signage, especidly sde signs, to ad in shopping. Ginger explains one benefit she
receives by memorizing store layouts,
...I'learn asI’m doing it. Okay, thisiswhat for next time| go. Okay, this
iswherel canfindit... | usualy go to the same store because it' salot

esser. | know whereiswhat, and what to find and whereiswhat | need.
So that saves metime.

Memorizing the retail environment increases shopping efficiency by saving time. As Tina
states. “Once | got the store pegged out, | know where everything'sat.” Yet thisneed to
memorize the retail layout congrains the informants shopping choices to those stores with
which they are familiar.

This memorization strategy aso helps low literate consumers select products. By
memorizing product brand names, logos, package designs, and colors, consumers reduce the
amount of time spent examining dternatives and increase their ability to obtain their preferred
products. Like most consumers, this strategy dlows low literate consumers, like Alan, to “grab
and buy.” However, low literates differ in their extensive use and dependence on these
drategies. Chris speaks of knowing which cered to purchase because he “rememorizes’ the
picture on the box. Similarly, Tammy looks for the little rabbit on the cans of infant formula
(Enfamil brand). Some informants take product labels to the store as aform of externa memory
in order to “match them up” and buy the item they desire.

A few informants suggest visuas serve as heurigtics to indicate product quality. As Paul
explains, “...if it looks good on the box, it's got to be good. That’swhat alot of people does.”
In addition to pictures serving as externa memory cues and heuridtics, low literate consumers
pay aitention to the colors as ameans of product differentiation. This agpect is highlighted in
Hesather’ s account of helping an aunt who has even greeter literacy chdlenges, than she has.

And, | noticed a couple times she'd go and she'd pick up the bottle and
she'd look at it, like, you know, trying to figure out which iswhich. And,
she handed me the bottles and she says, “Heather, which oneiswhich?’ |

says, “Well, the Aleveisin the short top with the blue labd onit.” | says,
“you take two of them, it's supposed to last for 12 hours.”

Tdevison commercids play an important role in determining what the low literate

consumer memorizes for future shopping trips. Low literate consumers use commercias to
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memorize brands ranging from over-the-counter pain relieversto fast food offerings. One
informant even credits memorizing commercias with teaching her how to shop.
...S0 | canlook at the name brand of Tylenol because, I’ ve learned name
brands by watching commercials. And they arered good. So, | was
talking to someone who was taking about logos. And that’s how | learned
how to do some of my shopping, through logos. Tylenol, Bufferin,

aspirin, and stuff likethat. | can go to the storeand | can find that.
(Rebecca)

Televison ads increase brand awareness of nationa brands, which many of the
consumers bought. But given their constrained resources, informants aso bought store brands.
As described above, Rebeccalooks for brands she has seen in televison commercias yet she

often buys “off-brand” itemsin order to save money.

Anacther informant, Eric, lives on afixed income and routindy spesks of being mindful of
the price of items. By using the visud information displayed on the product packaging, Eric
compares the brand name cered “ Co-Co Whesats’ with asimilar product sold under another

brand name at alower price and opts for the cheaper item.

For al consumers, memorizing retail layout and brand cues makes shopping eesier. But
unlike the literate consumer, low literate consumers used their memorization ability to make
shopping a safe and comfortable experience.  AsWilliam dates, “ Thank God for Campbell’s
Soup,” which is an advertised brand that he is dways able to recognize and select when
shopping.

The role of memorization in creating a safe shopping experience is perhaps most evident
when these dtrategies fail and consumers are unable to find a product or they bring home the
wrong product:

And, alot of times, you know, there are amilar boxes. There might bea
blue box that has potatoesin it and ayellow box that has scalloped
potatoes. Y ou know, they might pick up that blue box, and they like that
blue box. And they might pick up that yellow box, and take it home and
say, “Wedon't likethat.” Different color box thet has different types of
cheese (Michdle)

Because, you know, there are some things you get... | have done a couple
of times. Wdl, maybeitisand maybeit an't. Y ou know, but we'll try.
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And when you get it home, it'snot. Y ou don't make that purchase very
often like that. (Michad)

Failure to find a product often resulted in anger and frugtration. Some of the low literate
consumers do ask for help when they unable find a product. But when the memorization Strategy

fails, the choice st is often reduced for the low literate consumers.

Mother’s Day was very rough. But, | managed, though. | found aMother’s Day
card. And, you know, it said alittle comic on it. 1t'sgot alittle picture of acomic
grip. It redly worked out good. It redly did (Michad).

Drugstores comprise one outlet where consumers experience chalenging and congtrained
choices. From sdecting an appropriate OTC to combat cold symptoms to finding the easiest to
use home diagnodtic test kit, informants indicate a heavy reliance on visud information. While
Tammy acknowledges her limited reading skills constrained her product choice in the pharmacy,
Rebecca voices frudtration at the relative sparseness of visual cues on pharmaceutical products.

| got the best one (home pregnancy kit) | could...It's got pictures on them.
(Temmy)

Pharmacies don't have pictures. And, | ook for things that have pictures
0| canfindit. But alot of these bottles... and I’ ve talked to people who
does know how to read, and they have trouble finding things. But | think
they need to put somehow pictures... put pictures on the labels, put
pictures like thisfor colds. (Rebecca)

Restaurant patronage comprises another context of constrained choice. However, the
increased use of pictured menus by restaurants increases the consumers choice. When edting
outside the home, restaurants where menus picture various food offerings receive high marks
from the informants. An interview with George over lunch provided first-hand experience with
thisgrategy. In my fild notes| describe the interaction,

When we were trying to decide what to eat (before the actual red
interview gtarted) he was looking at the menu, which had alot of pictures
and he pointed to aroast beef sandwich that had fries and said, “ Ooo thet
looksgood.” And | said, “Yeah, that doeslook good.” And he said, “I
think | want that.” | said, “OK” “How muchisit?” Well, acrossthe side,
the description matching, the description of the roast beef platter was not
next to the pictureit was 3 or 4 aboveit. So you had to look for it. And |
told him how much it was and he said, “1 canread. Oh, thereitid” He
knew what the numbers were. (Field Notes, 7/01/00)
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Fast food restaurants like Wendy’ s and McDondd' s d o facilitate the use of visual
information by the low literate consumers through the use of pictoria menu boards. Michad
told me while he uses the pictures, he usudly will “order Number 1. Usudly do, with an order
of friesand diet Peps.” Other informants commented on liking Chinese restaurants or places
with abuffet whereitems are on display. Choosing sdlections that have tantaizing menu
picturesis often used as a heurigtic for judging food qudity. Asinformants reading skills
improve, they face greater product and retail outlet choice.

I’m not A-1 reading yet, but | can read, you know. And, shop? It's
wonderful. | liketo shop. Now I don't have to go for the main brand
anymore. But, | dways went for the name brand because you know, at
McDondds, | have to thank them before | get Big Mac, French fries and

Coke, | had that menu pat down. | don’'t eat Big Macsanymore. I'm
sorry. Me and Big Mac we parted company. [laughing] (William)

Now, | have no hard time now. I'm not afraid doing it. My wife writes
down on the piece of paper, and | go in the grocery store, find out what
ade guff isin, and | go down, look at my paper and look on the, like
green beans, or like spaghetti, or Suff likethat. And, on the piece of
paper, now |I’'m not afraid to start sounding off the letters and to find the
right stuff now with the piece of paper. (Frank)

Wi, | can go shopping by mysdf now. | can go anywhere by mysdf
now. (George)

Repetitive Behaviors

Mogt informants frequent asmal number of retail establishments. Not only do many
informants live in areas with a narrow range of retail outlets, about haf of the informants do not
have cars and must rely on other means of transportation including public transportation,
walking, and rides from family or friends. These two factors work in concert to reduce the total
number of stores that the informants can patronize. Still, the informants have strong retail store
preferences within this constrained choice set. The datareved that the decison among outletsis
dictated by the informants level of comfort within the retail environment; retail comfort occurs
when the store is familiar, the sadlespeople are hdpful, and the decision-making is habitud.

By repeatedly going to the same stores, low literate consumers become familiar with the
gore’ s merchandise. During our conversation, Heather tells that her low literate relatives go to

the same store “day in and day out” because they know the store and where to find the items they
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want to purchase. Inasmilar fashion, Ginger reports that familiarity and efficiency motivate
her retall store loyalty.
Yeah, | usualy go to the same store becauseit’'salot easer. | know

where iswhat, and what to find and whereiswhat | need. So that saves
metime. Especidly if I'mriding the bus. If | goto astore, | know where

they put thingsdl | need. (Ginger)

Retail loyalty is aso based on personalized relationships with store employees.  Rebecca
patronizes aloca drugstore where she gets persond and helpful assstance.  The rdationships
Bill developed in his business with asmdl group of suppliers proved invauable to the success of
his business.

Because they get familiar with you. And, you know, especidly if they
know you have a problem or something, they are helpful to you. Likethe

drugstore up here. I'm red familiar with the manager. And, they are red
good about helping you out if they know you. | think if they know you

more, they are willing to help. (Rebecca)

...I made sure that | ordered from afew, kept it to aminimum. ...
probably did lessthan ahaf adozen. Where they was used to meand a
lot of companies you didn't even haveto... you could just tell them what
you wanted. You didn’'t even have to give them a part number actualy.
They got s0 used to you, and after the years you could just call them up.
(8ill

Many informants shared stories about being known or recognized by the store employees and the
positive fedings they obtain through the interaction.

Findly, habituad decison-making is another form of repetitive behavior that isacoping
drategy. Quite afew of the low literate consumersindicate that their product choices are limited
to products used previoudy. Purchasing the same items on subsequent trips becomes standard
operating procedure. One informant can order with confidence at aloca restaurant by ordering
the same menu item:

...but I have been known to order the same things like pasghetti [sicjor something
like that, because | know [emphasis added] it’ s there on the menu. (Rebecca)

Stll, other informants spoke of mistakes resulting from purchasing something “new.”
Rebecca shared a story of buying French toast sticks thinking she was purchasing fish sticks,
while Michelle and Paul tell of having to return to the Store three times before buying the desired
gasgrill. 1t appears low literate consumers buy unfamiliar products on alimited basis. Thisis



best summarized in the words of one informant who stated, “Wel, maybe it isand maybeit ain't.
Y ou know, but we ll try. And when you get it home, it snot. Y ou don’t make that purchase
very often likethat (Michad).” Thus, repetitive behavior occurs in going to the same stores and
buying the same products.

Practice and Pre-planning Purchase Activities

Severd informants discussed the surrogeate literacy skill of practicing or learning by trid
and error. While less frequent in use than other strategies discussed, the practice strategy serves
two main purposes for the low literate consumer. In addition to often helping the consumersto
get their marketplace needs met, the strategy aso helps low literate consumers gain confidence

in various consumption related behaviors.

Practicing writing checks is one areain which many informants learn by trid and error.
Many informants state writing checks as a persond god in their quest for improved literacy
kills. After practicing diligently, Bill reached this god shortly after Sarting the literacy
program. Others, like Frank, practice writing checks at home.

Wework at home right now to write checks. | want to learn how to write
the check. When my wife, maybe some day she gets sick, and maybe |
don’t have no cash and | have to write the check. And, | know how to
write the check and don’t be afraid.

Practicing a consumption-related behavior helps the low literate consumer become more
a ease in the marketplace environment as poignantly illustrated in William' s account of
preparing for a date some 30 years prior,
It's funny, when | was young, 18, imagine asking somebody out for adate,
and you got to find out what on the menu before you take the girl to there.
Y ou can St down and say, “Yeah, we'll havethis” I'vegonein there,

checked it out, made adry run, and.... ... Oh, yeah. Oh, yeah. Make adry
run. With a pretty girl you don’t want to make her look bad either.

Inadightly different way, informants“ practiced” shopping trips prior to going to the
store. Nearly two-thirds of the informants (14 out of 22) either prepare shopping lists or pre-plan
their purchases. This coping Strategy appears most often in discussions of the informants
grocery shopping process and behaviors. Because the list is private in nature (i.e., no one else
sees the shopping list), the accuracy of spelling is unimportant. Aslong asthey know what it



“says’ they arefine. Nancy provides an illugtration of this practice when describing how she
used to write ligts, “Like, let's say, sugar, S—U. That'swhat | would call sugar. M —1, that

would be milk. And then icefor ice cream. | mean flour, F—L."

Repeatedly, informants express the idea of knowing what they want prior to entering the
retail environment. For at least three informants, planning purchases a so reduces the amount of
timeinthe gore. Darrdl assertswriting alist helpshim “runinand run out and get it.” Tina
tells of needing a pair of jeans and knowing exactly where to find them. She says,

| just go inand buy what | gotta get and get out. ...I know what | need. |

go get it, and go home. (Tinad)
Alan provides another example when telling of a recent purchase of aweed trimmer from ahome
improvement store. When asked how he knew what to purchase, he replied:

Because before | go, | know what I’ m after, what I’ m looking for or | don't go to
the stores.

Dueto severd informants constrained resources, planning purchases becomes a
necessity in order to keep tabs on spending. Constrained resources necessitate informants to be
mindful of their needs, plan ahead, and implement srategies to make sure that their limited
resources go as far asthey need to go. Expecting asmdl family reunion later in the month,
Sarah tells of having to anticipate what she will need for the entire month and purchase itemsin

advance so she “wouldn’t run out of money.”

Thus, planning what to buy serves not only as areminder, but dso asameansto increase
their comfort in various marketplace environments. Additionaly, since most informants operate
with congdrained financia resources, using lists helps informants manage their resources and

maintain control over their purchases.

Shopping Help

At times, the low literate consumer depends on someone else to provide him or her with
reading assstance. Virtudly dl of the informants disclosed the person who provided them with
reading assstance.
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The choice to use a shopping helper or reader requires that the low literate consumer
divulge their reeding difficulties. A few informants relayed their paingtaking decison of when to
tell a“ggnificant other,” and in one case, an informant kept his literacy problems hidden from
hiswifefor over 14 years of marriage. By far, the most common shopping helper isafamily
member or afriend who is“like family,” and may have firs-hand knowledge of the informants
reading difficulties. Not surprisingly, the data suggests that informants draw upon their socid

resources and those people whom they trust.

Alan comments that hiswife Amy helps him out and says, “I don't have someone else do
that.” Each of the currently married informants indicated some level of support from their
pouses as a shopping helper or reader. Prior to her marriage to Paul, Michdlle s father
“automaticaly” served as her shopping helper. She putsit thisway,

My dad's dwaystook care of me ...beforel got on my own...I'd just give

him the money...he took care of me.... ... | just gave him the money and
let him... hejust knowed what we need to eat or what we need to pay.

Smilarly, Chris assgns his mother the role of shopping helper as the following quote illugtrates,
“..."Cause| don't do that much reading at the store. Because, that’s again my Mama's job to do
the shopping.” Severd informantstalk about “buddies’ and neighbors who routinely help them
out with reading and shopping tasks. One task that informants mention repeatedly as requiring
assistance from others, iswriting checks. Tina describes the long-term relaionship she

developed with awoman a her bank who befriended her and helped her with check writing. She
also depends on her roommate who, as Tinarelays, “ She does my checkbook for me, now. And
she (the roommate) says, ‘We are going to learn this. Y ou need to know how to do a

checkbook.””

While the mgority of informants spoke positively of receiving shopping help from family
members and friends, five women voiced concern over the practice. Stories from three of the
women, how divorced, suggest that providing reading assistance or shopping help dlowed the
hel pers to exercise undue control over them. Nancy and Opal discuss how their ex-husbands
helped with the shopping activities:

But dl during thistime, my husband dways... I'd dways bring a check

home every week and he'd cash it and do whatever. He would never teach
me. Hewouldn't let me pay bills or anything. (Nancy)
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Yeah. Hewrotethe checks. He paid the bills. He would go to the store
with me, in that sense. In the financid senses, he did most of it. (Opal)

In both of these ingtances, the women cited a desire to be able to “take care of mysdlf”
and “pay my own hills’ as motivators for seeking literacy assstance. Although beyond the
scope of this research, it appears limited support for Darden’s (1993) work, on co-dependency
and the impact of one partner seeking literacy help on the family relationship dynamics exists.

A fourth informant, Hegther, serves as a shopping helper for her mother and other
relatives with literacy deficits. While her mother routingly depends on Heather for shopping
assigtance, particularly with knowing how much money to give the cashier, she occasiondly
expresses frusiration when Hesther points out a mistake has been made. Hesther tells of her
mother’ s reaction when Heether points out the cashier did not give her enough change back from
her purchases,

Shegetsmad a me. She'll say, “Just leave methe Hell done” | says,
“No, mom. Becauseit’'s hurting you, and he' s gotta understand.”

In addition to asking for help from close family member and friends, informants often
needed to ask for help from people in the retall environment, including store employees and
fellow shoppers. Rebecca says that in some cases, in order to get her needs met within the

marketplace, she hasto ask someone for help.

The data suggest that requests for assistance in the marketplace can be categorized into
two types: norma requests and requests that could potentidly reved literacy difficulties. Inthe
firgt category, it should be noted that asking for assistance in the marketplace does not dways
pose arisky Stuation for theinformants. At times, the request for assstance is dueto time
congraints, moved merchandise, or merchandise selection. Severd informants share their
motivations for asking for help from the store employees,

Wadl, if I can't find it, | ask. | mean, it'snot that.... You know, they may not

haveit. Andto me, when | go hunt something, and | can’t find it right away, then

| ask for help. Becauseif I'm interested in one particular item, I’'m not going to

run around through the store for an hour and a hdf huntin’ and they don’'t have it.
(Alan)

Wedl, | haveto ask whereit'sat. You know, I'll look for it, and then if | can't
findit, | gofor help. That'swhat they are there for. (Sarah)
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Wedl, if | do, | get asfar as| can, | say, “Will you hdp mewith this?” That's
what | do. It'sthe only thing | know to do. (Olive)

Infact, it dso seemsthat as informants obtain additiond literacy skills through the adult
programs, they are more willing to take therisk of asking. Theinformants overal sdif-
confidence increases and they do not see asking for help asreveding ahorrible sigmabut as a

normal request that normal people make.

In other Stuations, informants reveded their literacy problems to the store employee or
fellow shopper. Severd of the informants who report disclosing their literacy difficultiesto
strangers when seeking reading assistance in the marketplace serve as spokespeople for the
various literacy programs. In fact, rather than being evaluated negatively, some informants
receive positive feedback in the form of awe and respect (Field notes, March 13 and July 3,
2000).

Reveding literacy difficulties when asking for hep occurs more frequently asthe
informants work towards skill improvement. Severa informants share tales of their experiences
asking for reading help while in the marketplace.

Onething we have learned, if we are not sure of what something is, or
how to pronounceit, wejust ask. | mean, because | found out you would
be surprised at the people who don’t know how to pronounce something.
Or how many times something is mispronounced because they are not
aure. I’'m brave enough, | just ask. (Amy)

But now, when | stop and ask people for their help, | come right out now
and say | have ahard time reading, and I’ m in the program, the reading
program. Do you mind helping me? And they say no they don't mind.
And &fter they hep me, | tell them thank you very, very much. (Frank)

If 1 have problems; if there are people around, I’ll ask them if they have
problemsreading like | do. And, if they canread, if | see or hear them
reed... if you listen, you can hear them read to hersdf, and I'll walk up to
her and say, “Can you read thisto me? | have trouble reading.” (Jeff)

On theflip side, asking for help can be a threstening socid encounter in which literacy
deficits may be reveded. Some informants admit to being afraid to ask for assistance because
they did not want someone e se finding out about their reading problems. When questioned if,
prior to hisinvolvement with LVA, he asked for shopping help, William responds, “No, ma am.

69



To be honest, no. Because | kept it to mysdf.” Tinatels of the fear she felt when deciding to
ask for help,

| know alot of times, | can speak for mysalf. | don’'t know about other

people. But, for me, | would usudly ask the person working there. And,

sometimes it was kind of scary. Because | got to approach this person.
I’ve got to give this person alittle bit of information.

A few informants would whisper questions to salespeople. The data suggest that people
whispered their requests when they assumed they woud have to admit their literacy difficulties.
Unfortunately, whispering often leads to the store employees needing to have the question
repeated and ironically increases atention. Few of the informants used this technique perhaps
because of itslimited effectiveness. Alternatively, since the informants were gaining confidence
in thelr literacy skills with the adult literacy training, perhaps they were more comfortable asking
for help.

Avoidance

The data support previous findings that suggest low literate consumers make conscious
decisons to do without a product or to avoid some marketplace environments. The mgority of
informants were aware of this strategy and had used it. Doing without products or avoiding
gpecific marketplace encounters occurs because of either limited financia resources or literacy

deficits or some combination thereof .

During discussons of Figure 2 in the modified-TAT section of the interviews, many
informants told of having to do without something because they did not have enough money to
purchaseit. Severd informants admit having to put items back because of insufficient funds.
Sarah tdlsthat she will do without an alergy medication after taking dl of the samples given by
her physician due to budgetary congtraints.

At other times, deficitsin literacy skills necessitate informants having to do without
products. AsNancy Sates, “we dl have something we avoid. Because of our reading
problems.” For many informants, specific retall outlets, as well as specidized purchase
gtuations, were intimidating and needed to be avoided.
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Dueto severd informants medica conditions, local pharmacies condtitute a frequent
outlet visited. Thisoutlet and the products in the outlet generate significant gpprehension for the
low literate consumers. In nearly al cases, informants expressed trepidation when discussing the
third picture in the modified TAT and their experiencesin the outlet.

Smilarly, for severd years, Tinaavoided getting an automatic transaction card for her
checking account because she was “scared to desth of them. Because [she] knew it had a PIN
number” that she would have to read and memorize. Michdle dso did without extrathings, not
because of alack of financia resources, but because, she avoided shopping Situations where her
reading skills may be cdled into question. Her income went to pay known hillsincluding rent
and her car payment. Her father helped her get the groceries she needed, but she avoided dl
unnecessary purchases. William dso actively avoided purchase Stuations where reading skills
would be necessary. In his own words,

No, maam. | will not buy it. | only bought, at the time, if necessary, like

food. And dothing. That'sthe mainthing. And, anything else, | didn’t
buy thet, because you had to read...

While limited financid resources plague many of the low literate informants, across
informants the data reved a strong preference for using cash only in order to avoid having to
write checks or use credit cards. Although some informants occasiondly write checks, often
with the some assi stance as described in “ Shopping Helpers’ above, they prefer to use cash
whenever possible.

Alan reasons that it holds up the checkout line when people write checks and since he has
ahard time writing them, he uses cash indead. Severd informants describe difficultiesin
writing checks dueto literacy chalenges. Nancy is sdf-conscious when writing a check and she
pays“cash for everything.” Similarly, Frank operates on a cash-only bass when he shops
without hiswife. And Darrdl purchases his groceries with cash and reimburses his Sster for the

checks she writes to cover his hills such as cable and phone.

Some of the informants use a technique caled the dollar method to make sure they have
enough cash once they get to the cash register. For nearly twenty years, this method serves
Rebeccawell. Shetells how the method works,
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And you say, 89 cents, you count it asadollar. You have abox here that
says 69 cents, count it asadollar. You find a product that's $1.19. You
count it asadollar too because these productsis going to take it. And then
if it'slike $1.89, it would be $2.00. $2.99 would be $3.00. And, just
dollar everything asyou go in the gore. ...It worksfor me. But | dollar
everything. Thenl don't have aproblem... do | have enough? Y ou count

money. (Rebecca)

Thus, by employing a cash-only strategy, low literate consumers avoid many of the
problems associated with paying for items, such as knowing how to fill out acheck. This
drategy, however, can fall and may result in other types of problemsfor the low literate
consumer depending on the specific literacy levels and abilities of the consumer. A dominant
theme of trust in the marketplace emerges when informants talk about potentia problems of
using cash. As Jeff explains, other low literate consumers who possess problems dedling with
cash, accept the assistance they receive on good faith.

...they usudly know what they have. They have the bank people put itin
order. And when they go out, they usudly keep it in their pockets. They
know what they take out. Or someone in their family give them X amount
of money and say thisiswhat you got. But how do you know your teller
is not cheeting you too? You don’'t know that. Because you have to take
itintrug.

Heather shares a story about the problems her mother faces“dl thetime” inthe
marketplace when people who know that her mother “can’t read or can’t count or nothing, and
they try to take advantage of her,”

And, well, like she can’'t count. And, one day | was into the store with
her, and she bought 2 boxes of cered for $5.00. And, she gavethe guy a
$10.00 hill. And the guy didn’t give her the change back. Well, which
two boxes of cereal wasonly $5.00. So, | went back and | got onto his
back about it. | told him, | says, “Wdl, where s her change?’ And, he felt
kind of bad, you know, trying to cheet her, but he did give her $5.00
change back. [laughing]... .... Wel, I've seen her when she went into the
store, to get a 12 pack of beer, or whatever, and the price was like $4.99.
Wi, she would turn around and she' d hand the guy like $7.00 and she
would just walk out and she wouldn't wait for her change or nothing.
Because she didn't think that she had change coming back, but the cashier
noticed that he had the change, and he just pocketed.
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Non-disclosure

Although on occasion low literate consumersreved their literacy difficultiesto socid
others, in many ingtances they avoid such disclosures. More than two-thirds of the informants
explain various ways low literate consumers achieve marketplace needs while utilizing a non
disclosure coping strategy. The non-disclosure coping strategies occurred by either indirect
omission or by direct deception. In both Stuations, the data suggest a motivating factor in
choosing one of these strategies to be avoiding the appearance of being abnormd; that is, they
desire to appear like “everyone ese.”

Rather than openly disclose their literacy difficulties, many informants Smply withhold
thisinformation. One informant became visbly emotiond as he told of withholding this
information from the person he had committed to sharing hislife,

One of the things that he [Bill] did mention was that he and his wife have
been married dmogt thirty years. They had been married about fourteen
years before his wife found out that he had problems reading and
writing... she quickly became one of his biggest supportersin his quest for
improved skills. He was very emotional. There were times when he

darted to cry so | couldn’t... | had to turn off the tape recorder and let him
compose himsdlf before continuing. (Field notes, March 13, 2000)

Bill a0 utilized the non-disclosure strategy in other aspects of hislife. For example, Bill
worked, as the owner of a motorcycle repair shop and ingtructor at the vocationa-technica
school, and interacted with various people in the community. For years, he successtully
conceded his reading problems. When asked how he managed to keep knowledge of hislimited
literacy skills from others, Bill replies, “they’d never ask.” Even in Stuations when literacy was
required, Bill attributes the inattention of others as the reason for the success of the non
disclosure strategy. |llustrations of non-disclosure by omission, suggest low literate consumers
may seek to foster an image of competence, education, and intelligence, as reflected in the words
of Ginger and Jeff.

Theway | put mysdf. | didn't look likethat | was not educated. Usudly

they thought | went to school and high schoal, the way | put myself. The
way |, you know. They never thought of it. (Ginger)

Y ou know, with my skills and stuff, you wouldn’t even notice anything.
...Because my ills, | could read. Like Kiwanis. They thought | was regl
intdligent. (Jeff)
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Non-disclosure strategies dso include ddliberate attempts to midead or deceive.
Throughout the interviews, informantsidentify severd dibisroutindy used to hide insufficient
literacy skills. The most frequently identified deceptive non-disclosure strategy isto suggest
visua imparment. Mogt informants indicate knowing someone who claimed to have “forgotten”
thelr glasses and, in many cases, used this technique themsdalves. Many informants percelved
this as a common way that low literates get through the awkwardness of Stuations when they are
asked to read, sgn, or find something in the marketplace. Low literate adults who had some type
of visud imparment used this srategy heavily, S0 sometimes the visua imparment excuseisan

ingtance of omission while other timesit is an instance of deception.

Severd informants give examples of additiona deceptive non-disclosure strategies
including daims of:  hands hurting, forgetting, having a headache, forgetting how to spell a
number, or not wanting to make the decison done. Asacase in point, consder Rebecca s

account of using a non+disclosure coping strategy,

| try to belike, if | don’'t understand something, | will have someone dse
look over it. | have donethat. And, like, if somebody istrying to get you
to buy something, | dways drag my feet about buyingit.... (Nataie: How
do you drag your feet?) By saying like, “I’ve got to go tak to my
husband.” Or something likethat. And let him look it over, or my brother
or something. My brother is an accountant. (Rebecca)

Due to the pervasive use of non-disclosure coping strategies, many of the Strategies
become identifiers of other people with limited literacy deficits. For example, Tinaexplains she
can tell that the worker of aroadside vegetable stand has reading problems by his actions and
words. Inasmilar fashion, William shares a portion of his conversation with afriend trying to
get afriend to face his reading difficulties,

| used the same dibisthey do. And, | know as soon as they begin tdlling
me, | know what they are. They can't read and they are going to swear
they could. So, | saw afriend of minein Church, | said, “[Name], seeif
you can read it.” ....We stood there for 10 minutes. | told my buddy that
he couldn’'t read and | told him about LVA. That'sal | can dois offer
himthehelp. Hesad, “Oh, it smy eyes.” | said, “It an't your eyes,
buddy. Itan'ttha. Itan'tyour eyes. You gottaadmit to yourself you
need help. If you do, you cangetit.” Hesad, “Maybe. That'sonly
maybe.” | sad, “how long have you been using that, ‘ maybe ? Maybe
tomorrow, maybe next week. Before you know it, years go by and you are
dill using ‘maybe tomorrow’. 10 years go by and you' ve got the same
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line. | used the sameline for 50 years. And, you ain't telling me nothing,
buddy.” (William)

Deflection

By deflecting attention away from their reading skills and on to other skills, such as
manud dexterity, arithmetic aptitude, and expanding computer competency, informants
maneuver themsdlvesinto amore favorable light. This strategy of refocusing attention and
energy on to other skills seemsto build the informants' sdf-confidence.

Many informants took pride in their ability to manage money. While Frank struggles
with reading, he says, “I used to have a paper route... ... And, my dad teached [sic] me what the
dollar means and dl the money means.” William proudly attests that his monetary skills make

him lessvulnerable

Now one thing about me, | knew money. | could pay. | knew what
money was. | didn’t have no problem with money. The man told me it
was $30, | can pull out three $10 hills, that's $30. So that’s no problem
with money. My problem was with reading. The main problem. But,
money and thinking, | wasgood a. But if you imagine someone who
couldn't read, couldn’t count money, you know.... then you gotta
understand, somebody who can’t count money, you might give the man a
$50 hill and he'll give you $2 back. Y ou wouldn't know any different.

(William)

Similarly, other informants gave examples of their ability to caculate sde prices and both
William and Michad shared detailed descriptions of their ability to caculate the required amount
of building materids for home improvement projects. Many informants take greet pride in their
mathematical abilities and, as one informant putsit “would probably hate’ not knowing how to

caculate prices and do marketplace math.

Within the interview, some of the informants directed the questions back to areas of
competence: that is, Bill who has very poor literacy skills, stressed his automotive mechanical
skills and Hegther, who has higher literacy skills, shared her computer internet surfing skills.
Other kills that were amplified included memorization, humor, and nonliterate communication.

| think God gave me a kill to picture mind...Like if you showed me
something right now, say, like this drawing here, | can St here, oncel

looked at that, and redraw that for you. That’swhat you cal apicture
mind. That'swhat | have. (Jeff)
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...I was dways called the class clown because | was dways acting out.
And the reason | was acting out, was because | wanted to learn too. ...
...Yeah. By not being able to read or write. How do you think | got asfar
as| amnow? | mean, I'm 39 yearsold. You know, | did pretty good. |
did pretty good at faking people out, you know. (Tina)

Summary. Inthis chapter, findings from the data suggest low literacy is experienced asa
gigma that impacts multiple life domains of the informants. The sigma resultsin assaults on the
low literate adults feding of sdf-worth that become quite pronounced over time. Literacy
difficulties dso complicate the low literate consumers abilitiesto meet daily needsin the
marketplace. The coping behaviors identified in this research negate many of the consegquences
of thestigma. Severd coping drategies (e.g., memorization, shopping helpers, repetitive
behavior, planned purchases) assst low literate consumersin fulfilling ther daily marketplace
needs. Avoidance, non-disclosure, and deflection, however, primarily serve as sdlf-protective

drategies guarding againg the impact of repetitive negetive evaluaions.

In the following chapter, the andysis on both low literacy as a stigmaand the various
coping behaviorsin which low literate consumers engage, is presented in a conceptud
framework to increase our knowledge and understanding of the low literate consumer’ s behavior
in the marketplace.
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