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INTRODUCTION .

s

-

|
of environpents on human behaviot. Identifying the .doncept of gress--

| i.e..the kind of effect an object or situation is exetting or could
- N l .

exett upon a ‘subject through a temporal gestalt of stimuli which usually

" appear in the guise of a threat of harm or ptomise oﬁ‘benefit to the

- \ D

organism-which opeta;es in conjunction with human neegs-x é constructs.

" which stand fot forces in the brain region which organize petception,

4

\ S\ appetception, intellection and action in such a way as tp ttansfofm in

cettain ditection an existing, unsatisfying situation--he isolated -

r
\ - ‘ ..‘Q

twenty dimensions of environmental press. , S L .

»
-~ o '

As individuals have diffetent petsonalities and diffetent needs,

8o nvitonments have particulat "petsonalities" (Insel and.Mbos, 197&)

TN .

*which affect the behaviot of human individuals inhabiting those envi-

‘.

tonments, th:ough the press which the[ environment exetts upon the indi-'

vidual A number of approathes have been taken in the study of~part1cu1at

—

' (8 . s . »
e psychological stydy of human environments has ircreasingly }J/

-

enwitonments, due to diffeting theotetical structures and philosophical
otientations of their investigatorsh” Moos (1974b)‘has identified six
types ‘of systems utilized f&\the‘assessment of human environments. .

They are: (a) the Ecological Dimjzsions aporqach stresstng either geo- .

gruphical and neteorological variables, or architectural and physical

design vatiables, as noted i Ctaik's (1970) teview of reseatch, and the

1 Al
N

‘extensive Lotk of Sommet (1966, I968, 1969), {b) the Behaviot Settings

) ‘ " L. . . : .
L y . X ; - . .o v
-, v f o . N e ‘ ) 9 . . ' *
-3, . N .
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< ' I ' .
.approach, emphasizing the study of molar behavior in the ecological ton~-

§
text in_which it occurs, typified by work of’ Barker (196q? at the Mid-

-

western Psychological Field Station,h(c) the Dimensions of Organiza-

tional Structure approach concerned with- objective, organizational/

A}

management types of dimensions, as seen in Astin's (1962) work; (d) the
’N‘\

Personal and Behavioral Characteristics of the Milieu I.habitants ap-

proach which led to the development of the Environmental Assessment
LaN

14

.

]

e

Technique (Astin and Holland, l96l), and the Inventory of College,Activi- o

ties (Astin, l968), (e) the Psychosocial Charafteristics and Orgdniza-

tional Climate approach, which relies on the perceived behavioral and

structural observations of the milieu inhabitants, used

’

in educational )

and industrial assessment by Stern él970) by'f%ce (l96;X in the develop-'

" ment of the College and University Environment Scale, the Institutional

|
Functioning Inventory (Peterson, et al., l970), and the Social Climate

(

Scales (Moos, 1974a); and (f) the Functional or Reinforceme t Analysis

of Environments, an outgrowth of social learning theory, used by . Bandura

(19569) and Schoggen (1963).

This researcher has been particularly interested in the ap roach

N N -——

taken by C. Robett Pace and associates in the development and revision :

-

-
< .

of the College and University Ehvironment Scale (Pace ,1§69), and tha

work of Rudolf H Moos and his associates at the Social: Ecology Labpra-

»
S

[ 4

»”

.-
\...- NS
S e L3

. tory at Stanford University.

Moos (l974a) reports the development of a "

series of niné different scales which utilize a uniform approach to assess

-
the following environments:

. .

psychiatric treatment programs; (c) correctional institutions;é;ﬂ)'mili~ )

tary basic training companies, (e) university student residene s3

. e

() secondary school classrooms, (g) group environments' (h) work

‘\

_(a) psyehiatric wards; (b) community-oriQnted

\
K

\
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environments; and (i) family environments.. ,
. S ¢

. t
%

Library Behavioral Research ¢ . : - . T e

Although>a numbet of studies have been'made invplving the whole or
parts of college and university environments, absent. from those studies
- . . B . »

. ' { .
- are systematic evaluations df college libraries. An extensive search

of literature available through Library Literature, the Educational

Resources Information Center s Resources “In Education. and Current: Index

© to Journals in Education, and the Ps hological Abstracts révealed only

a few related publications of several types. ~'l‘here have been‘several

behavioral and‘quasi-behavioral studies of the .use of library card N f

‘catalogs (Perrinef 1967 Tagliacozzo and Kochen. 1970; Lipetz. 1972'-

and Seymour and Schofield. f973), A description of types of problems

(] . -

encounteéred b library users, and communication gaps.between users and

-~

librarians are Ldentified by‘Patt\gson (1973) and Swope and Katzer (l972).

Ladendorf (1972) has inyestigafed the non-use of libraries by potential

—

users. Many Iibrghihs are thé, subject of "user surVeys such as the one

conducéed at f::%pn Stdte Cbliege 8 Cook Library in the Spring of 1974,
a copy._ of the questionnaire form from which is attached as-Appendix A. i;
and Allen's (1971) study!of use of commun ty college libraries. In an, -
attempt to extend this area of research, this author engaged’ in a Study

g?of information-seeking behavibr of college students (Reed, 1974).
4
Relevant environmental research concerning libraries. however, con-

: P
sists of four studies. primarily within the "personal space" framework

|0
o’ ‘

and dealing “almost exclusively with the "study space aspects of a colq
- )

1ege library (Committee for New pollege. 1960, ommer, %966, 1968; and

Fishman and Walitt, 19 2) ) . ) - . . I o
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At . . .
It wasgdﬁfermined that an environmepthl assessment approach to th
[J

study ofggfcollege iibrary was an appropr&ate research area to be pdrsued

-
~ S

form&t

.“

liﬂerst and Moos, l972 Moos and Gerst, }974) which/would also make it

sincerhf:e has yet been accomplished. Thii aufhor proposed to follow the

nd development of the University,Residence Envirbnment Scale

“:

) compatible with the other Social Climate Scalﬁs (Moos, l97&a) and the v

§
College and University Environment Scale (P

¢ ’

' cﬁ, 1969?.

The firét step in the' constructiod of s F ,a.scale involves -the

professioniI “experiente as a librarian and trdi‘ing in library science,

on previously cited research ‘and on materials oh library programs and

.

) “’ ) *
Ellsyorth, 1068, 1973) a list of library characteristiic dimenskons was

<

'identified . After nsultation with Ms -

i ' ¢ I .

consist of the ar%as represeited’in Table 1. It should he/ciear/fro;

. N
examining Table’ l that while the procedure involved in t is research

€
’

would follow procedural guidelines similar to those \f Moos (l974a), the

»
} L) il
philosopH@cal structure governing tbe inductively achieved’ categoriza—

tion of the 11 rlry environment diménsions is different involving as-
» ! / ) ’ .
pécts of sever 7 environmental apprdaches. The, approach used combines
F-3

c tain“aspect of the following sysLematid/greatments of environmental
.

* ps fhology. (a

the Ecolggical Dimensions approach, ,concentrqtin

*

g

e, tltter, Associate -
was - revised, and re-defined to//////f///// .




o o Table 1 = .

i
d

Library Environment Dimensions

: we oL, ’ ’
s . 'LG : - N e !
A . . 3 . . : . ‘ 1 ~ '
. S T Thg Physical Enviromment, consisting of the following area}\ \,?

. -
[ M r o,

a, Architectu;."al' variables and physical design variables;
. . . s L ’
q . L b.’ Bquipment: and furnishings; ,
., [ . . R . -
] L / Co * Climat:e, e. g. heating, fenestration, lighting,. et:c.,

d. Comforts an& a;trapt:iveneas. '. o

4 ‘2: Iﬂterpersonal Relitionships,‘ including°
- a. Staff 'encoux; ers; C LT \ ’ . g
N ’ ) b. Otherhv:xse.r enLounters. - . e R
: . ' .‘ 3 " Info ti;n. Supply, consist‘:ying of° ?- T . '
‘ L ’\*’ ‘. a. 1.I:Efor:mat::l.on gyailability,' ' - '
e S ' 1':.' A\;nfomation' en"gngem'eﬁt: ;ng organization; B
P ‘ : IR Lo o

c. Information quality; ' e .

S dv . Arousal level of information environment,
’4.. Services of the l:ibrary, in ludi:xig:

% a. Personnel services; i : "/ : ] , .
’ T . . . .o L . AR ° ., ‘ - . \

PR - b, ~ Spatial or mechanical services, e.g. .copPing;

L4 ¢ . . " . . . .
. ¢+ DOther eervices. AT s <

5. Syst:em flexibility, consist:ing of B . - \ . e

. a. Syst:em change to meet: changing student: needs,

-

Responsiveness to student suggestinns;\ DN .

'\;?
: )‘,‘.
4

. .
\ ¢ .

" Inertia in fh’e system. . . T
PR " . -




. dimensions of the environment to be assessed; and how do we know that
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.
.

i ’ o

_within:a larger institution and the behavior which occurs.in those

settin38° (c) the Personal and Behaviorall Characteristics of the Milieu
Inhabitants approach in terms of activities engaged, upon in the library
vhich resulted in certain perception of the institution°

‘e L L

Psychosocial Characteristics dnd Organizational Climate approach in

and (d) the

terms of the structure and specific f“ unctioning of the institution ' _ .

along such dimensions as personnel, and régulations. |

. ' The second step in.this procedure would be to devélop a pool of

test items which wbuld "be based uponlthe environmental ‘dimensions

posited These items would'be Eompiled into a questionnaire, admin; )

-0.

istered to’ subjects, the,data would be anglyzed, and the test refined

Two issues, however, have been raised at this point reldative to

b

both the end product and ‘thé mEthodology emp oyed.

, -

First how is one

to know that the dimen?ions presented in Tablle 1 exhause the relevant

proper weight is being placed in each area assessed. Second, Baird

s

21974) has been critical of many currently available college and uni--

) versity environment measures, largely because many lack practical appli— '

N -

cability to rear'situations involving administrative, interpersonal or
\
other decisions and needs of groups within.the academic community

Y

Neithet of these questions can be answered.adequately. The lack .

of behavioral research concerning college libfhries leaves the question

- . s . .

of empirical validation of the dimensions a moot question at this point. /

¥

" e ' . \ . ,
. The writings<of several consulténts on college library design are

However,

the approach of these authors tends to stress the architectural nature
D
of design problems, rather than the human or ecologieal character

available--e g Metcalf (1965), and Ellsworth (1968 1973)

i
\ : ) ' , N l‘l
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. . . of the institution, and, they are not particularly‘ behavioristic in
"L TR . ) -
. their .approach. Added to, this, Baird's criticism of existing scales '
s - would seem to s&lgest that he’ is questioning the very construct’ valid-

-
- ‘ .

ity of these environmental measurgs in terms of whether they are really '

.

assessing a total environment.

» [

L_//—“" Critical Incident Techniqae. Baeckground -

-

% . ] Therefore, an alternative approach to the problem has been taken. -,

J )

The Cr1tical Incident Technique (CIT) developed by John C. Flanagan and -
o -
,..his associates at the American Institute for Research and the‘University

T of'Pittsburgh will be used to identify dimensions of. the environﬂ%nt
' (Fitts and Jones, l947a, l947b Flanagan, 1947 1949a, 1949, l94§o,

l949d l953 l954a, l§3ﬁ§r 195&c' Preston, 19&8 Finkle, 1949 Gordon,

- [y

‘ . L l949' Wagner, 1949' and American Institute for Research l9Sla, l951b).

\

The technique was initially standardized and employed for use in persorn-

. . nel selection and evaluation as a part of the U.S. Army Air Force's

¢

Aviation Bsychology Program (Elanagan, 1947; Miller, 1947; Preston, 1948).

N

. In personnel work, data is collected from a large number of observers :

concerning the experiences of the observers with an individual in the
target occupation where reports are made of persons in the-taréet‘group
. - \ )
exhipiting either very good or Verv poor enamples of behavior in certain
( specific situations. These Critical Incidents of good oy poor behavior ' ;;.

are;later’refined,and categorized to pfoduce the relevant critical dimen—‘
, . \ A R
N . . . . TN . .
sions of a particular occupation or job, and may he expanded to e?ployee

.

evaluatibon, Flanagan (l§54) in a review of early use and development

of the Critical Incident Methodoloﬁy notes the following uses of the

. a technique in pereonnel evaluation: U.S. Air~Force'military codbat_ .
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. ‘ 'r " . pilots; U.S. Army combat leadetsj civilian airline pllots; research '

. personnel in the physical sciences‘ air traffic controllefs, indust:ria],
. P [N
’ foremen, dent:ist:s, bookkeepers in sales companies° nstructors in general

psychology‘_courses; sales clerks in department sto es; and non-personnel

-

uses in the fuﬁct:ional defi_nit:ion’ of emotional turity; and the anal-

", ysiB)of pilot errors which indicate the need for t e redesign of cockpit

Pl
Bl

instrumentation. Y

¢ a_l‘uses of the CIT have been made," many in the fipld of ,e_ducation.
N . o

e »

) educat:ion (Blank l958) Colleée teacﬁing in gkneral (Owen, 1967),

. A

‘ and junior colleée t:eaching (Kilpat:rick, 1967),] remedial Englisn {Zucker,

1966), Gregg" Short:hand (Ashby, l9'71), social groug uork with graduate
——’ N . - N

evelopment of an instruct-

¢ social work students (McGuir,

‘ K onigsburg, 1954), Have been in*(est:igaﬂéd using the CIT;
.v" - ‘' - - . '

_f- besides its use as a teaching device (Fleming,] 1962; Steiner and Cochran,

f\ :‘ Iy ) .-

1966). " In st:udying educat:ional administratiofg, the CIT has been used to

M -
i £ -

st:udy st:udent: personnel workers (Smit:h l954) student personnel deans.

~

” .'\

/'. (Rodgers, 1963), public school supervisors (Lent:in, l974), public school

administ:rat:ion under conditions of uneasine{ /associat:ed with racial
int:egrat:ion (Wat:ers, l97~2), elementary school principals (Dickie, 1973)-,.

» and school- principals in general (Phillips, l954 ' Robins, 19543 Bice,

. R 1955; Elliot:“t* l955 Tyszn, 1955; Cooper, 19565 1963; and Lee, 1974).

In other areas of education, t:he hethodology has been employed with

4 ~ o ' N hd i n . .' . ' )
Q O . 2

t.

EValua-
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‘ teacher-pupil relations (Peterson, 1963), classroom behavior of children

=

(Flanagan, 1958), supervision of student .teachers and selection of those”

supérvisors (Roth 1961 Nich§i§o3, 1971; and McElroy, l972), selection

.

of student‘teachers (Ferrero, 1971), curriculum and teaching practices

A 4

(Hageman, 1973), and teacher efficiency as a result of effective teaching

of student teachers (Stewart, 1956). Also examined have been the motiva-—

b
3 . °

%ion'of-teachers (Sellers, 1972), and professional growth stimulation of

junior college busineSs instructors (Farrar,  1962). Matthews (1973) has

.
* .
. B
- .
- [0
. . . .
.

examined the school psychologist, while Cassel and Thurper (1971) have
_ i , N N

- . assessed school counselors. Several studies of the role of a foreign / ,
student advisor on-collegé campuses have~been done.fflfénsoat 1968; . ) /-
Miller, 1968; :and Williams, 1974). Miller (1962) has studied helping // / \

- . ' . : /
behaviprs in university residence halls, and a theory'Bf educational pro~

-

. « \ hY
N e
’ fessibnalgim has beén developed (Leles, l968) N - -

Industrial use of the Critical Incident Technique has involved the

~ L4 s « s

assessment of factors in industrial accidents (Tarrants, l963), factory
\
foremen (Kay, 1959), training of foremen (Line, 1971), and industrial

buyers (Cook 1974). . - | 3“;” ;.// ) ‘ e

-~ . -

. ] In other areas Page (1973) has worked withxthe ffective oral. commun-_"
. ication of state trial judges, whilé.social case Wbrk performance (Takagi

i R

S 1958) and social group work intervention techniques (Mofﬁan, 1966) have

o been investigated. The CIT has alsp been used in assessing the require- ,
iﬁents of the following positions. agricultural extension agents (Kohl
. f N y . ° 8
b 1968), Lutheran Ministers (Kolafik 19547, training of sales personnel <

>

for department stores (Folley» 1969) ﬁhd tﬁg behavior of conference

»

.’_ participants (Gropper l956) gbiolos. and Wack (1967) have investigated

the problems associated with unilateral hearing loss; while definitions
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. " notes many additional applications of the méthodology and several

. Critical Incident Methodology ; CE

{ . e s b

N ' ‘
of emotional handicap (Feierstein, 196I), emotional immaturity (Eilbert,

e o

1953 1957), and mental illness (Flanagan and Schmid 1959) and characww

teristics of behavioral aggression in the mentally retarded (Domino,

*

1967) have been elicited. . ) T .«l:

’
Y

In the development of the-Americal Psychological éAssociation'g’

\Code of Ethics for Psychologists,'the -CIT was the primary methodology

employed (American Psychological Association, Committee on Ethical

Standards for Psychology, 1949 1950, 1951a, 1951b, 1951c, 1951d'

American Psychological Association, 1952, 195? and Hobbs, 1948) ¢

A recent bibliography of the Critical Incident Technique (Fivars, 1973)

hundred additional cita;ions covering research through the late 1960's.\

v
W

AdE Mk

. v
Flanagan (1954) defined the Critical- Iﬁcident Technique as:

r

.so& 82t Of procedures for collecting airect observati;;s of
{ )

human behavior in such a way as to fagi&itate thedr potential /

' s / )

usefulness in solving'prdctical problems and developing broad.

. .

\
* psychological principles. eeo(dit) outlines procedures for.v_°

collegting observed incidents having special significance X

*a
'y ' S

and meeting systematically defined criteria. (p. 327) s -,

. " ™
...only simple types of judgements are requi ed-bf tHe observer,

- o T

reporﬁs from only qualified ob ervers are idcluded and all S

a?
‘...\ *

obaervations are evaluated byllhe observ?r in terms of\an agreed

\A‘

< \"

" upon statement of" the purpose of the act#vit} “(ps 335) . ;f
‘ -

v
’

4 .
({t) obtains a record of specific behaviprs from'thosé in the best '

(and) + s sxdther thanucollecting cpinions, hunches, and-estimates, 4\ 5

P .
N ‘_ - * L3 ; *e R
. . -, ] . - < .
. . R . .

3

"

o

Yo
\




o o
s . - position to make the necessary observations and evaluations. (p. 355)

Employed in the procedure outlined by Flanagan and. used by others

///// .. area series of.five'steps. . . ) s

TR 1. General Aims,. This;should be.a brief, general'statement of

! « -
.

"‘ ) the primaty purpose of the activity, "which expresses ‘in simple terms

- those objectives to which most people would agree" (p. 337)..
T )
\ 2. 7 Plans for Observationms. This is the planning stage of the

,procedure, where decisions are m?de on parameters, criteria, sampling,

() - A
- . ‘. . .
-7 etc.o. - . " ! , boos e
. ‘. \ : . :

~

3. Data Collection. Observations are obtained from subjects.

through the use of interviews, questionnaires, record forms, gdoup T

p\—g

irnterviews, or another medium which the experimenter deems valid. ) —'_

~

Qw , 4, Data Analysis. The reports are evaluated, categories are
N

i formed on the basis of the observations, and generalized behaviors'

- ‘.

N \l
are extraéted from the categories. :

5. Data Interpretation.“ The results are reported, diseusséd

.
. -

.and- the significance and relevance of same’is noted.

\ o Bu\ . (1956 1957) has’ sugges«ted several modifications to the
procedure which enhance its applicability and usefulness, particularly\
in areas one, two and four o the procedure. However, he also noted ,\

' the imitarions of the methodology, particuiarly in its lack of

r . " :‘

evaluative potential. .

In the present study the CIT will be medified for use in an environ-

mental framework. . It is one of the few environmental applications of the.

i
-

.. ~methodology other tha the/Fitts and Jones (1947a, 1947b) utilization of ¢

, the technique to suggest modification of airplane cockpit instrumentation,
I .

[ - ®

19




.

characteristic of the library environment which can be described and 4.

' which either enhances‘br disrupts use of the library. The CI consists

*

2__15§y; : A , ST A L

Cook Library s énvironment, upon which basis a College Library Environ-

‘f\'_ ¢ ‘.
Operational Definitions ’ . . .-

>

. & . Yy,
Certain terms which will be later employed within the Critical. s

Incident, Methodology: are defined as follows:'! “

%h T
..

A

. Critical Incident (CI). An incidé“t is any observable event or
\/- T *’%
"t‘ :

.~ . L, ve %%, - ) . '
reported by the observer. To be critical, that inc;gf?gﬁ §;~{n some .

way affect the behavior and/or perceptions of. the obsErver in a fashion

'

of the aspects of the report which describe the actuaI characteristics

of the situation. o o " s .“ . .

-~

Critical Factor (CF). This-is any singlé element of the cI which

.

forms a simple, unique unit of the environment--e i. it is a stimulus~-

the presence of which partially or wholly defines the CI. fhere may be

3

more than one CF preSent in any particular incident, as there may- be

’
.

more than one-stimulus operant -in the environment.

Critical Requirement (CR) . An'aspect of the library ] environment, ‘
. L3 . AN n,s'
the qnality or presence of w ich affects the success of the 1ibrary in

performing its.fupctions.A

L)

»
+ s s - o

.'

THe purpose of the present study is to identify, behaviorally,

through the use of the Critical Incident Technique, those Dimensions,

Areas and Classes\of CF's which determine the CR's of the Albert S

ment Questionnaire will be suggested. A secondary purpose is‘to test )
” . - e e : 13
. . » 5 ‘

the .use of the Critjical Ineident Technique'in the area of environmental

4

t
f

asBessment,
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”‘ : // Hypothesis  °
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o — o 'It.is suggested that environmental dimensions identified in this
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- »© METHOD

~

Instruments :

Each subject received a cover letter explaining the project and

i :

requestiné assistance. A .copy of the letter is attached in Appendix B.

‘Each subject‘received two questionnaire forms, one for the:report
of a NEGATIVE critical'incident, and one for'the report of a.POSITIYE |
critical ineident, copies of which have been attached‘in Appendix B.
| Tne two Questionnaires, which are very similar, were presented on two
different colors of paper --POSiTIVE on gray pager, NEGATIVE on buff
paper--to allow for easy istingtien between the forms, end te attract
e .attention to the two different ferms. Order effects were“éanfrailed

°

by counterbalancing the presentatidn order of the POSITIVE and NEGATIVE

2 . . .

forms. . BTN

k DATA FORM to gather demographic information on eé&h responﬁeﬁt--

Iy — - Q

———y

. , o ¢ A
(a) frequency of library use, (b) college class, (c) xesidence statusc‘,.
‘ ! .

(d) transfer. status, (e) sex, (f) age, and (g) major department--was !

-

. attached as the fourth page in each questionnaire set. See Appendix B:
‘ - ‘ \
. - for a- c;gy of the DATA FORM. . ’ : i ) \
. . < Ay " A
The Post-Questionnaire Inquiry, which has been attached as Appendix\
® .

' C, was given to edch subject in the pilot study foilowing preliminary

$ersions of the two previously citeq questionnaires, in order to gather

: feedJack from the subjects on the.inEtruments themgelves, their ‘under-

| standability and their format. B >

- F] - ) v
. ] . ) " A cover letter in Appendix C %a.s attached to the front of each pilot
! . ' '

o \ survey booklet, explaining the prpject.
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‘. : - . All mailed questionnaires were accompanied by self-addressed . o

reply envelopes, to facii\‘iltatde the return of the questionnairés--
Na's

one for campus residents, using the campus mailj the otheér a postage

paid business reply envelope, for use through the United- States

LENY

C 4

, " Mail--a copy of each of which is included in Appendix D, \ S
e Pilot: SCUdz . ’ . ’ HEN ) Y

,

A pilot study was run, .using @s subjects, 26 students at l’owsonﬁ
! S%te College. They were randomly selected ‘as they entered the ' , x
, v - a0 " |

foyer of the, Cook Library on Thursday, April 17@ 1975.

Responses were received from 15 of the subjects--3 freshmen, ) e
N v ‘ \ ’ ) ‘
3 sophomores, 6 juniérs,q,and 3 seniors, of which 8 were females,
t ) ',“h . .
and 7 were males~ Respondents represented majors in the following :

; ed
) ‘ academic areas: Art, Biology, Business, Education, English History,

Nursing, and Psychology. Ten respondents indicated that they use the .

-

library on the average of at least once a week:\.

g‘n the"basis of the results of the pilot study, the Instruments’
BN were'modified to the final form as'presentedkin the Appendices, ‘a

- g‘ ] form which in many ways 1s comparable to that used by‘S{nit "(1951)..

\Y \
o b .
. . . . . .
N . ¢ .

Subjects .. S .- : \\X ‘ , N

[ 3

Subjects for the study weré full—time, undergraduate, day students
at Towson State College, A randgm sample of 394 yesident students ) ‘

i _ " . (students who lived on campus and who had campus mail boxes). and 409

1 ~
" ‘ commuter students (students who lived off campus)i were selected (by hand) }

!

G

l .
‘ comp ter. salection.) \‘i.‘hé o samples were separataly drawn, and while
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A

._ .they were roughly equal in size, the residé‘gt sangple represented about .

¥ %

s 33% of ‘the total available subject pool whereas the’eommuter sample

represehted‘pnly about 6.5% of that available subject pool.
. : o
f . : !

Pracedures for the Survey ‘ . ' .

-
- M -

‘ ‘One instrument, as described above, was mailed to each subject,

through the appropriate vehicle-—compus mail £or resident students,

Q
A

‘and U.S. Mail for commuter students.

.
-

%

L3

Each return envelope was coded

with a unique two letter code to hake a follow-up reminder possible..u

)
!

¢

‘A reminder'was’not utilized because°

(a) 207 response was recedued

s
to end of semester moying (a result of unavoidable time delays).

batﬁ.Mauipulation_ahd C}sssification b .o

T description of an event.,

'cards, with one CF report per card, demographic information, the

within three weéeks; (b) the anticipated return did not justify added

costs; End (e) many SJ.HEnts addresses were no 1onger aérdlable due

[y
L]

.
+

- . » “ . M
.Responses to the survey were firgt‘examined to insure that

(a) eacﬁ\(eport involved‘§ CI, and (b) each report contained the !
P —-, . 1 . ‘ [

s

. Data was extracted from each questionnaire and recorded on index '

N - ol -

type .of response-~Positive or Negative CI-“and the unique reference

code for each subject. S ‘ e,

Cards were then ﬁorteﬁ\snductive;y into the following hierarchical -
. y . "

groups: )

The most, general level of grouping, 1t repre-

1. Cate Orieb.
sented the 1 itial stage OL classificétion. %t this point, all ideutieal -

or highly simflar CF s,weJe grouped togenheﬁ. . :'




—

Y

K C REED, J.G, - 17

., —_—— . ’
h 3 ~— . '\

2, Classes. The second level of grouping, it consisted

» . \ \ . . .

of closely relatedfhategories of CF's.

Representing particular aspects of the library

3. ' Areas.

‘envirenment, this level of grouping related associated classes,'

AN

which were subsumed under the heading.

L | N . ¢ .
behaviorally, or conceptually related aspects of the library

+

4, Dimensions. The fourth and highest level of grouping,

‘

this lével pulled together all areas which are functionally,.or .

-~
~

-

. environment, and separated into parallel groupings those areas

which were unrelated. An attenpt was made to define dimensions

] M /
and areas as mutually exclusive entities.

..Frame of Reference. An important aspect of Flanagan's (T954)

procedure, the frame of referente in this instance was that of the

library as an environment for use by people; and of an analysis of

the similarities and differences in, and between; stimuliﬁ-represented

e A 4

\in events, or incidents--which exert a press on the individual to -

N

the extent that the situation was reported ad a Ch.

"In all cases

incidents and factors'were treated and grouped from the oinf of view

’

Y

s . \
of a user, satisfied or.dissatisfied with the&library.

“General Behaviors. The following suggested guidelimes (Flanagan, ’ :

. . ,
. / 1954) were observed during the process of grouping data: (a) groups

? . N
[ . . L

- ‘ and their titles should be logical, clear cut, discernible, and easily

. ‘ ) remembered‘ (b) titles of groups should conve apparent meanings,

' () groups should be homogeneous, (d) titles and headings should be

(e) categories and lasses should‘be

‘ . gAstent and equivalent;
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. ] .
‘ ! L4
" ‘ - '\\ .
, .easily applied and maximally useful; and (f) the total grouping
. B should‘be'comprehensive and exhauséive. A .
s .
./ ' N\\“ e v 4
’ Comparisons were made between the responses of commuters and ‘

residents, and ‘between positive and negative critica1 incide Es,
by Dimension and Area, in proportions and Chi Square values.

Comparisons of CF's were also made between c1ass {n college

groups, by the gender of the respondent, by frequency of, use of the

.. library by the respondent, by entrance stdtus of qhe‘§tudent, and

= / N ; by academic area of the major. Alpha was set equal to .01, j 7‘ ﬂ
Validity Testing | . . . o

‘ . A random sample of 63 of the CF's (15% of the total), stratified

7
by -type of response, negatiVe or positive'(15/ of each type), ware
/;ubmitted to four independent 1?dges for grouping.' Two were librarians
., e s o __m_t\_
and two were psychologists. Each was requested to group the CF'
»

"9 , using the”criteria outlined above. ‘ The ins%%hdtions Tven to the

% -

raters are 'attached in Appendix'E.) Each rater réceived a co lete

»e

" questionnaire instrument identical to those'given tp subjects, for :

thbir information. . Eachrater received, a copy ‘of the "Geperal

Classifiéation‘Scheme of ﬁnvironmental Dimensions for Coileée iibrary ’
? o . :" IS .

. Environmental Assessment," co tained in Appendix E Andd each

[

]
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e _ + ,The results of the rating of.the 63 sample CF's by each of the *
. Y . 4 . .
., . raters were compared with the ratings assigned by the Investigator,
: using proportions for overall agreement, and agreement with each
o . ) .
e , individual rater, and the Cochran Test as an inferential measure of
;. , . » ' . ) - v R . .
e _ disagreement (Hays, 1963). 4lpha was set equal to .05..
. . ' ; ’ ’ * . ¥y . .
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) investigator as.undeliverable-fin most cases because. the individual

v‘7-7,3 instruments,mailed successfﬁily.;/ﬁesponses were received from

‘a total of 177 subjects--22.9% of -the

P

, \ ‘ Chapter 3 AN

~ o~ - RESULIS | s

~

[

Library Critical Incident Questionnaires were mailed to a random

. . . ( .
sample of 803 Towson State College students to gatheryinformation concerning

beneficial and detrimental aspects of the Albert S. Cook Library. This

behaVioral information was inductively organized in a classification'

L4
\

arrangement of dimensions and sﬁbsidiary‘groupings, which may be segn

’

as critidal requirements, relevant to the environmental assessment of
. \
a coilege library. . ‘

-

Questionraire Responses . . :

. Of the 803 instruments mailed, 30 sets were returned to the

3

had:moved_and left no forwafding addresg--for an adjusted total of

- k- \ J—
% f =
.,

(N

sample. Seven of the responses

. v ’ <0 1= ' t
were unusable because they containe? no informationg or so 1itt1e
|

inclusion

information

at they did not eet th criteria established for the. "

'
, B
- £

; data—-two were completely blank while three othérs contained

-

notes; fidom th -subjects indicating that they had not used the 1library. in

-

such

1

total

Of the total 177 returns,

umb T of responses was thus reduced. to 170.

long time that they were unabl to provide any information.

<

/

'\
The

»

89 Arere from resident students (a 23 8%

return/fate), and 88 were from

éé;ﬁhtqr students (a 2?.1% return rate),

PR

}

A
L
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. out of a total of 374 successfully\ mailed to residents and 399

successfully mailed to commuters.

/ .
.

" Demographic Characteristics of the Respondents

Of the respondents i19 (70.80) were females,vZﬁd&AQ {29.2%) wete

] . . .
males, while two did not report their sex. These results represent a

. - »

slightly higher progortion of females than exist in the total Towson
) 1

State College student population from wilch the sample was drawn.

A further breakdown| of responaénts by r
. ' J' .‘

sidency statos, reported in
f M . ! . *
Table. 2, indicates ja higher proportion bf males responding in the
o ' ! »

13

commuter sample than in the resident sa#ple,'in comparisqn with

§ . ) ' . . f' " -
female responses. \ . f . . v

#

<

(, - The Class in College of respondenﬁs may be seeft in Table 3, for !

) \ T available student population 1 And, conflicting trends may.oe dted

\ . when comparing responses fr reslgents and commuters, with more responses * .
:“' Lo | received from lomer diVision '<réshman,'sophomore) residents, end more
X . . ’ P .~ ‘ /
’ °  responses received from upper i}vision {junior, ?enior) commuters, than
their cbmpaéiso grovps. \ ) o ‘ . \?

/
The maj rlﬁy of %Pwson State College studentsiwho responded entered

1
'

. -

\ the institutlon rs Ireshmen, as may be seen in Table 4. ,gt may alsoﬁée

t .
noted that there were higher pro ortion $f trangfer stu ents among t¥e .

commuter respondlnts than among tﬂe resideht respondents.

L&
-

o

ad
‘ Statistical ‘Fact Jbok, was used as bfficial source for comparison.

[ . ‘ Lat I
. ‘ | . 4 v
: ; ) i

- ik '
v \ * S 1 ]
~1. Office of Academic Systems Relgﬁxch, Towsoh State_ College, 1974
n
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Table 2
. ‘ M
Gender of the Respondents

-

Sex - :
Status ‘ ‘ ' . Sub-totals
Female © Male .

" Resident 65 '(38.7%) .23 (13:7%) 88 * (52.4%)
P P . B -

Commuter 54 (32.1Z) 26 t(15.5%) { 80 (47.6%)

Sub-totals - | 119 (70.8%) 48 (29.2%) | N =168
"
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"Table 3.

'7 / - Class in College of the Respondents . T ) ‘ \ Y
Gollége of the Re o |
[ - Class ‘ . ‘ "
- Status | | : o T ‘ Sub-totals .
1 ¥ ' Freshman- . Sophamore  ° Junior '~ Senic#r [ ¢ .
\ . . . 1 3 i ) . : ]
. * Residents | 28 (16.57) 24 (14.1%) .21 (J2.4%) 16 (9.4x) [ 89 I(52.42)
i . . -

Comuters | 11 (6.5%7) 13 (7.67) 23 (13.5%) 34 (20:07) | 81 (47.62)

-,

N = 170 .

: e

i

., | Sub-totals | 39 (22.9%) 37 (21.8%) 44 (p5.9%) 50 (29.42)

* .
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Towsod State Entry‘SQatus of the ﬁeSp
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Ta?le 4 | \

ondents

p—

., .Residency

o Entrance as:

Transfer

Sub-totals

. 'Freshman.
Residents . 7% (66,0%) 15 (8.92 - 89 (53.0%)
. d * . P -
. L) IS N
‘Commuters ! .| 42 (25.0%) 37 (22.0 79 (47.07) °
Sub-totals 116 (69.0%) .52, (31.0#) . N = 168"
. e <
- ) v M -
~ R -
A ‘. » \ .
R ~ P S ¢ ‘
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v

'\e seen in"Table 5.
(74 1%y were 21

. of the lﬁ persons reporting their age, the majori

years of %ge or younger at the timé of the suryly. Again, a conflicting

tendency may be noted in the sample, where: £

L]

. in the commuter group than in the resident group, and far fewer commuters

more older students appear

who responded were,leeslthan 20 years of age than in the resident’ group.

. The Academic Area of study of the respondents,'with specific.freguen- ’

-

cies by discipline, may be seen in fahle 6. The largest number'of respon; i
dents were in the Social Sciences (52 subjects for‘29.7Z of theftotal),
and the fewest reLpondents were in the Sciences. In’a'few cases, sub ects

L a

,reported a doupl major, in which each was counted accounting for t

°

1
|

everal stud%Pts failure t -~

. . N g

' . - report their maj, r.. The discipline with t

. =t

'l75 reports of'a ademic major, in spite of f

‘l
largest nubber of respon

dents was Busin s Administration, follOWe by E}ementary Education,

Psychology, Mass Communications and Sgeech and Art. More residents

than commuters specified a major in the Fine Arts or the Sciences, wh

).o.*ﬁ- ——r——

. v,
R Jmore commuters than residents, reported a major in the Humanities or

*

ﬁ .o ' ° '.i }l.
. Education. . T o

When asked about.the frequency of their 'use of'the college,library,

v ho- S

168 students responded selecting among: (a) once a month ot less, _

~ -~

’ ) (b) twq or xhree ti

s a month; '(¢). once;a week;, or (d) several times

-,,_*—,..l-.J.«.n cene X . o

. wg a week Responses to Ehis questipn may‘be seen in’ T“ble 7. Fifty-

j P 'f eight percent of the re pondents cite categories (a) or (b)--which had
{', b en intended by the investigator to indicate infrequ nt library use.

v
t . .
- - ~ * *

\
’ ‘ » . v v - . o N . kY M -
N . ' * ' . ‘ N 1 ! N
: Nt - : . Yoo . ! [ -
h N ) . \
i 7 .
. .

-~
1
-
1]
N
-
.
—
)

~
"
. o&.w ‘
Ty I8
e
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. K . Table 5 T ' ) .
. N _ ‘ . . . :
» 7 / Age of the Réespondents . "* - .
XS . . Ay .’ ‘ » "
— ‘ ‘ Age Group ° C o
Residency- . . . v . .Sub-totals
- L po19 20-21 22-23  .24-29. 36 C Ty
> S ES R 2 1 TP R I
. Residents, { = ) — R T .
- £26.7%) (Z\Z.ZZ) (6.0%) - (0.62) - (53.6%) ‘
- " 15° 30 12 9 5 RN IR 7 A
. Commdrers . . : , I )
’ - (9.0%) (18.0%) (7.2%) (5.47) (6.6%) (46.4%)
L ) . ! . a N -
A Sub-totals 56 67 22 10 11 \
. - T .. ' - N = 166
: y (33.72) (40.4%) (13.32) (6.0%) (6.6%)
. ! " - -’ ‘
: b,
. ’ . . a7
. . . )
- . , ’ SN .
’ -‘” ) ‘ . :Q, ) aaie 4
. ) L , ot
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: ;1 Table 6 A N
. Academic ‘Area of the Respondents
. 3 . t .. L -
\ [(Frgquency and Percent by Resident and Commuter)
. . . e ~
. FINE ARTS : ‘
coa Art * Music Theatre — .| Sub-totals
: ' .' Pl '\ 3 14 - ]
* Resident - 9 3 : 1 13 (14.3%)
Commuter S R 2 1 4 (4.8%) .
Sub-totals " 10 ., 5 2. 17 (9.7% overall)
. EDUCATION, )
. , Early 'ChildhOOd Elementary Other :Sub—t:ot‘:als‘
’ . ’ . [y
Redident = | . 3 6 . 3 }77\,.12 (13.2%)
. - . .y \ -
+, Commuter . 6 . . 11 - 4 21 (25.0%)
' Sub-totals| 9 L1 7 33 (18.8% overall)
N : - T i
) HUMANTT}ES
[ English Géneral | Bistor , Speech, .Modrn. Philo. | Sub-totals.
* N Studies _: ‘Mas.Conft. Lang.

.. Resident 3 1 2 3 0 1], 10 anen
Commuter~ 2 - o, __3- . 8 "2 1{] ‘16 .(lozom |
iSﬁB—to?Js 5 1 . 5 0 o~ 2 2|26 4.8z
. . - . : . . . ;_( ) .
o, ® 1 q‘veral]_.) .
y . ' ' 1

: Lo

o v

\. » 2
- \
“ [} ) l?
. s
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. . e Table 6_c.nt:inued 7 . ST ' -\
/ ] ) ? 3 N
@ e -
' SOCIAL SAIENCES . / A
S — - - f\ " k) - 3
. Busin. Geogr. In;l.' \ Pol.Sci. Psych. cio., | Sub-~totals
. - ) Stud., - “ ‘ <
A Admin. Soc.Sci. Law Enf. ' .\ thro. . .
Resident 14 2 1 2 5 L. 3 27 (29.7%) -
) Commuter 8. 0 1 4 9 ., 3 | 25 (9.7
. - Sub—t:ot:'als 22 2 2 . 6 } % 6 .} 52 (29.7%
. ) - , ) : overall): .

. ' SCIENCES , ~ - N - -

!

) Biology ‘Ch‘%mistry Mathematics 'Nat;ural!. Sub-totals .
‘ . o ‘ ‘ ‘ v .o Sciences
) » . ' ¢ . 1 " ' 4 o 1 )
Resident | .2 2 6. 1 10 . (11.0%) -
. u ’l - . 2 N 3
- . @ :!
' - - |Commuter 1 - .0 ' e 2: 0. 3 (3.6%)
. |Sub-totals |- 3 351 8 1y 13  (7.4% ‘overall).,
[V v . o 1 ‘. - ‘ \ -
¢ . ! - \ . v [.4
) PHYSICAL EDUCATION AND HEALTH SCIENCES .~ - - R
. . ‘Héalt:h Medic. . Nursing Occup. Physic. Spgech 1 Sub-totals _ .. )
Techn. Ther. .Educa. Pathol. - -
Resident 5 -1 '3 1 7 2| 19 (2009
¢ Commuter N \{ 4, | 15 7.8 ,-
' SuNcals . 9 . } 8 1l 9 6 34 (19.4% .
! t o ' . .~ ‘ . o *
‘ s . : o s E T ‘" overall) —_—
r — - - ~
ié. R o xva A e
\ Total l}esp‘onses: Residents =.91 - T A NN
R : . . - . i

.Commuters = {3.4

VS \ f e ‘ L‘o ,.\
N e 175 \: e \\ .
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(by.frequency and percentage)
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Table 7

3

REED,J.G.

. Frequeq9y~of Use of the Co}lege Library by Respondents - '-

‘

/ ‘ Category of Use Frequency
, ' once a 2or 3 about seyeral
monéh‘ times - once times Sub-totals .
) %L R . e
J sor less a month a week a week e
- . —
. 26° 25 19 1 / 89
Resident . . . o | S . . )
"(29.0%) " (28.0%) (21.0%) - © (2Y.\0%) (53.0%)
.21 25 9 2\ 79
Commuter |° ’ S L
. (27.0%) (32.0%) (11.0%)  (30.0%) (47.0%)
\ 47 " 50 28 °, 43 .
" Sub-totals ’ . N N =168 '
: (28.0%) (30.0%) (17.0%) . (26.0%)- .}

o\
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Classification of»Critical Factors (CF's) |

At al of 427 CF's were.identified and extracted from the CI reports.
» > .
The numbef of CF's contained in each CI Varied from one to several, depending -

- \

upon the oomplexity of the situation, the number of, actiﬁities reported, etes
N ‘ . 1

4
Some subjects reported more than one negative and one positive CI, resulting
4 . R A B ’&‘ & ' . . .
in six CF's for one sdbject. - L ?

The CF's were grouped following the guidelines for c1assification

previously cited, resulting in four major Dimensions with subsidiary Areas,

iClasses and.Categories‘for each. * The Bimensions and Areas formed were:
. . ' 7 < - * . .
% )

I. Staff ¢f the Library.

o .
~- - ’

\ . | . 3
A,. Ac¢tions taken by personnel.

B. ttitudes exhibited by pergbnnel int facting with users.

n - N

"5', | 1I. <.

of Library Materials. |

Hours of Library Service. «

. Borrowing of Library Materials.

R c. Aocess to Information. ‘_‘ s
eIV Physical Environment of the Library. \ .
(., ”'CX”K A, | Equipmen in the Library. . N i
| o in"Physical besign of‘the Fadilities. “ \\

Interactions with” other uders. S /
Lfcation of'the’Library on Campus. . . N

'CF'ls into this arrangement ay be geen in Table\%\

i

s
!
i
r
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A.

\ ,-‘

\ - Table 8

General Classification oﬁ‘Critical Factor Reborts

[
R4

Actions taken by Staff Members.
V4 .

L

(with frequency of response for

L

each Category) .

_STAFF OF THE LJBRARY (including all staff).

1. Explanation or Demonstration of Materials, Services, or Procedures.
Positive (clear, precise, helpful) \ Frequency
a. Rsference/Information Dept. ‘. AN 10
’ . : N
J‘ ° ) b. 'Periodica%s Dept. . 2 ’
o :'EddcationallCurricglum Materials Depts . 2
e. Multi—/Micro;Media‘Dept.

- Negative (unclear, confusing, unhe?pfu

[ Y
i

[

X a. Reference/Iprrmatien De%t. 1
. ) i - -
2. InférmatiOn-or Directiqcs:Regsrdi;g'ﬁégerisl Locaricn.ciben;
Posfgzjg (clear, correct, precise{ heigfu;) . ’
‘ Refere;ce/Igformat?oﬁ Dept.’ | " . k19 _
‘ Perio&ical Dept:.~ o . it { 6
- d. Educational/Curric&lum Materials Dept. ! 5 \,
) e. Multi /Micro-Media Rept. » N ‘ .} 1 | K
. h. St:aff-in—general . 1 e

./

\'
Negative\(unclear, imcorreEt, nhel €u1)

a.

- b

\Reference/Information ﬁept.\

Peribdiqal De;&

y
{

[

e, Multi—/Micro-Medi% ﬁﬁpt.

39
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Tahle 8 continued

L]

Faculty Reserve Room ,

L

Ay

3.

|

Interpre

iy ,
_ o itive\(helpﬁul, favourable,

=

\
A\

.

tation or Modf?ication of Library Rules or Procedures.

!

.

Circulation\ Dept. .

-~

beneficial to student user)

A \Availabi

. *

Negative (generally absent)

i N\
lity of Staff “hen heeded.

h. Staff-in-general . T ‘1 A
5. Actions Taken when asked f%}:assistance. '
Negétive (no action, aé%ist?nce-refused) . /
- > . - t‘\ » s
' ¢. Circflation Dept. . O . 20 -
I --
.7 ‘1.‘ ‘. T o
3.1‘ Attitudes Exhibited by Staff in interactions with users.
C ) ! .ﬁ: ‘ ) LN » \
i T . ’
1. Civildty.. S - '

q a. Reference/Information Dgpt.’ . o 1 .
. i c. Circulation Depé.’ ‘ o v 1 |
] \’e. Multi—/Micr;-Media'Degt. PR : o i \
Wf. Faculty Reserve Room = . ' 4 ) 3 ~\\
'. L; by (foyer door checkers) ;_ ) ‘ 2. ’;. o

.. 4 , N
Posjti&e (courteous, respectful, pleasant, cheerful)
1 } \ S . Ve .

'Negative (discourteous, disréspectful’, ‘rude, sarcastic, insulting,
N J . . . . ' .

C e by
d LY
t R .

3 L 1
obnoxious, offensive, or nasty) \ . .

g ¢ Lo T




A A

~

..

. Io'Bnlo b.

)

" Circulation 7ept.

..
e
.il‘

_Table 8 continged '
Periodical Dept.
Mu{ti-/MicrOrMedia Dept.

?acuity Reserve Room

L 4

”

2. Willingness to assist users.

"

P
A

" Positive (open, eqthuéiastic,'h%lpfuf: concerned)

" Circulation Dept.

Reference/Information Dépt..

/

Periodical Dept.\

. N\
»

Educ;tional/Cuﬁriculum'Maﬁsrials Dept.
Multi-/Micro-Media Dept.’
Faculty_Reserve.Room

Staff-in-genergiV

£Non

: 1

6

Negative (Lazy, uninterested, preoccupied, too busy, indifferent)

»

.~ .. a, Reference/Iﬁfofmatién Dept. -3
- ¢. Circulation Deptt . {. - 2
< . . Q%«‘ -

d. Educational/Curriculum Mrtegiéis Dept. 2
f. Faculty Reserve Room . 5
. ¢ » f,\ .‘

¢ h. Staff-in-general, oo 67 !
3.. Patience of Staff Members in meeti

a. -

‘e bo
e £,

0

' ' Positive (patiént,.flexible) .

>

e . ! . ¢

Refe?enée/lnfprmatiqn D%pt. ~ -

- Reriodicals Deﬁt.' v
Faculty Re ' ;

e(!s:Roém N p

1g user's needs,
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Table 8 continued
¢ [}

e. Mullti-/Micro-Media Dept.

4

ﬁfficiency in handling user requests.
Positive (efficient, effective)

“e. ﬂulti—/Micro-Med Dept.

Nega ve (inefficient, slow)
L ‘ d.‘ Educational/Curricul

co . Faculty Reserve Room
B & 4 | LY

¥

ALY
: e em , -
s e o wserom

5. Condescension in relation to user's request.

v ’ Negative (waIting staff time, r7quest’is foolish, user is‘'stupid)
a. Reference/Information/Dept. N\ . 3

\ , . : - ‘ o o
\~ P . . s : 7i - R ﬁ\
o ' II, MATERIALS IN THE LIBRARY, \
A, Avallability of Library Materials. ﬂ _ \\ ‘, .
. '.( lk\\\Materials Owned by the Library. ‘ '. a T?\ N
, - )
[ Positive (available, used and useful) . ‘
. LY
. sy ‘a, ' :Books o { . . | 7
o l'- ( b. ° Periodicals J . 5 )
l 4; ’ ; el “Micro;/Multi-Media Haterials (audio taoes, video tapes,
o i-; . - \J ) records,'films, microforms, £ilmstrips) ‘ . I‘8 ‘ !
Ca - -“; d. ‘ Re\éxqe Readings l \, ’ < ‘ o 3
. l‘ ,I 1"17. e, : Educationil)Currioulum M%}erials.(lesson pla Sy pictures,
o *7 books, ée) \ « TR |
\X ' ; ' o g.‘ 'Reference Books/Indexes 12 E
1

.., .1‘ o .
2]5[{1(:‘ « - ‘h> | Materials~in~genera1 (or\éhi}i<ii information) .
o . ’. . .'\ .- s b
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Table 8 continued’ |

AT 1 R . ¥
,‘ / » IL,A.1. - ' . ; o \
' ' _'Neg‘gt:ive (m‘:[.ssingkf," stdlen, ot on shelf) . i
/ . : : ' : i
.o > ‘ a., Books ~ : . ... 13 .
4 - Ve Lot ° : . \ . ‘ /
) ) _b. Periodicals ~ .. 9 ' ¢ o
- ~ . ) + . . ) X .
v \ c. Micro-/Mu’lt:i—Media Materials = * - = . ‘ 2 N .
X ‘/ . - X A N [
. > . , ‘ e .
: . . d. Reserve Readings “o . ' -3 v
. s , . - ' . ¢ , . \\ '
\\ €| Educnationh/Curr culbm Materials 1 )
) f :- * . .. N / - ‘,
.\ * g, Réference Book / Indexes . 1 /. *
\ \ 4
;7 he Mat:erials-in-—general (or\specific info tion). - 17 i ‘
. f . . .L' * * 4 “ . “ ! . C.
’ . a ’ ' . K .’ : ‘ ) ‘\- ) ’ . \ ' ’
| 2. Not owngd by the "library. > N P
. T e v, . i (3 . . «
, - Negative, (never purchased, inCOmplet:e sets) Lo ) V=
: * % . .- ' : .
' . . a .-Books © * B
’ . - ' b. Periodicals Lo - * :

'-.,--;

. '8’ Reference, Books/Indexes

N . -
L4 L] 4 .

-

, < . _,31 . Materials owned but. unavailable.
. L] -

’ N , . ,
- ' . Ngg‘ at‘ive\.'(.a‘t: ;:he bindery, in 'processing\).
. ) ' V. .P.erindicals. o
< ’ ) ) ‘o ) d.' ‘Rese'rV:e Readdngs )
.'.*:'.-r‘ -. . . ‘l. o..‘ . l . .

. | 4. Materials ip damagedi ondi.tion.

.
LI 4
. . a “ A . EER

Jiat = Negat:ive (mutilat:ed defaced, pages missing)

a,’ Books”v"~ o —_ :

t
v

' b, Periodicals

. . ¢ ‘
i ' ey Micro-/Mu\@ed ia Materials

‘ . \ :
* f . \ ¢ .
. . ! .
- 4 4 . .
- . . “ v, - . c N - \
. . . e u . .
‘. t . > e ‘ . - \
: ]
. Y . ‘5,. + N .
> o * .
« * \ . é ' \
/, . N " \ “ . \
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L R ,67; Owned by.the librat<:but being used by othe:s.
f.
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I1.A.4. e. Educationgl/Currﬁkulum terials
/ - h K ’
o,

Arrangement of Materials, ' \

out of erder, s attered),

\ Negative (disorganized ' )
\ \ ! ’ \
b. - ?eriodicals/

\

\ g
e. EducationaIZCurriculum Matépials

>

g. Refexence Books/Indexes \
3 ,

.

! ’ \ - ’ \\
v \ .
. ’ L}

.
L]

Negative (not enough gopies available of high demand materials)

d.

'Resetrve Readfngs

~

L

/.Z‘

1

Co- Y

¢

! B.L
- )

o e

Location Systems used in Org

-

~

izing Materials, and Information

Positive (understandable, logical, negotiable)

. ’ . Soﬁrces used 4in Location of'fnformaﬁion.
: 3 ’ '
A\ . - " ) " . :
-p \; 1, Logic and"undergiandability"ofwthe systems Jbailébfe."J
- . .
A - t

' a.  Card \Catalog ’ ‘ -3 )
o . 'b.. Classi cation/Nunbering S;stem,for books ":i° 3
’ ,d.f Floorplan and dietribution oﬁ,mategggls 17 .
; ' e.§ iMnsic Card Catalog . o ' ] .1:
N _ h. ‘Library—inkgeneral ¢ . ‘3
f. ' i, "Int:er-l-ibra::y Loan system ; 1
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| S . . % - s .
. “ ‘ / . ’ ,.’ ‘ ¢ . \ '
- II.B.. I L -
/ . .. v . i ‘ < . f!-
2. Ability of f:he user to use the systdm to acquire informat::{./on.'
/ , . Posit:ive (wag ‘able to find specifi information needed)
’ ’ . /‘ ' i : M
/ ) g b, Clpssification/Nymbering System 1
/ . ) v . . ]

v

< J

N T

Ce Indexes,to' Periodicals and other materials’ 1

v

. ) = -
\

'3.'

&

t:he abilit:y of users t:o- 1earn about

. he sys‘em,
N \
\\‘ , Negative *(system j.s formidable, infyosi\g, fr’igb ening, fear

\ AN 3
e ' inducing, difficult t:o understand) .

>
. »

o . .a.” Card Cat:a‘log ’ v ‘

3 -

NN ‘C Q\dexes. to Periodicals’ and other materials
..‘ ~ \ -t - N . 4 [y -
. * N A

\ .

-y

. Proximity of Information Sout‘:.ces and related matetials. ,

Negpative (located fa\r apart) . tt

.- Indéxes to}e\riodicals and other materials <

El ‘.

2.
T o N -3
t
&
S

5. Walssibilities. for browsing rough the' collect:ion, - 8
) %sitivg (able to and enjoy br wsing) ’

2 h. .Lib‘rai‘y-in-general o . ' : )

W

o

.y

. ° \ . .
o2 BRI
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: ‘ \ - \f ) Table 8 continued N ’ T "/' .o
i B ‘a , k. ‘ . \ . .
) C. . grality of Materials in the Collection. /
. i \ ' e L. s
- . Lo TR = \ T3 g --\
3 N : I -- . PR , = !
. \\\51. Currgncy of mLter#als. ‘\\ T ! ;
v - } A L\ 4 ,
, SRR : A .
P | . .
- . Negative fou -ofrdate) \\\ ) // ' .
ll 'a. .Books - ; /-t 2
| ’ '

' LT N - A )

- 4

2 [ N .

?qlection and vatiety of materials..\ . . / | ' .
: ) N | F

\kosi-t:ive (wide vhriety available) \\ \ ' ¢

' el ‘Materials-in-general o / 1 :

Y

Negative . (poor selection, few malt:er:l.ahls~ in.certain area7'>

)

. a. " Books (Black studies, péYchblogy, recreation, *
v ) / . -0, « . . LN
nursing, crafts) ) 2 . .
N }
b. Periodicals (psychology’,q"qursin_g) T, ~ !
' d. Materials in sﬁ'é*éif_ic areas, (informat on)" 1 N .
N\, ’ . \
\ 3, Availability of Key Sources. - . S ’
.' \ * * Negative (missing or not avail'al;le) ! I 7 :
PR . N . ‘ . * . . . : ’ .
. / « "a.\Books (key primary sources) > . 1 oL
3 ) . : -“ . . . » : ' v . * .. * .
A N S Piiodi'céls“ : 2 SR,
\ Lo : - e |
" \ : g o
’{ ’ - f . )
. v
N
. \
‘ \
’ < N\

. v\\‘
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. Table 8 continued . . .

. * -III1. A. Hours of Library Serviée. [ b . _ .

” ’ ;\ y Y

1 Availability of the library. ‘

.
.

' .\ - .
\ " . - Negative (:& open when needed) -

AN

a. Closed too early on weekday e\;enings '

162

b. ';C;losed n_Friday evenings s

\ - B. _Bo;z;owi,ng of Library Materials (rules, .procedures), "

. - oo - A
. 1. Loam Period. . o —,

\ , )
- Negative (too short) ° T )
) b. Faculty Reserve Materials . ¢ 1
, 4 . P - .. - - ~
P ’ Te ) AT s L et 2
. ¢ - ) (l . TN ) - " - ’ 3
. 2. Fines for overdue materials. . el et
. oo Positive (cancel],ed by librarian) - L L . ) ,
! a. . Circulation Department. 4 .- . f 1. .
, , . .
. I 3 Negative (too costly, nuisarrée‘)(',’ "',.v,.,':_ L ‘.'f" N
N a. Circulating books -~ ) LA © 1 ‘ .
‘,, . :) . R . [N .’r . _.\. . . ! N , : ""J: S
_ J . b, .}&cul’ty re_se\;:v‘e, L S L 1 ,‘ e ﬂ
\\ oo v\ N O
n , T : TR

. . 1 . ’ »
N\ " 3. Prpmptness of service: \ . T :
. ‘0-’ | \ / ” ot

tive (had :to wait to check oyt materials}, o W
7 - . o R
- ‘ ‘* ’ » .h - ‘. -
- \ H .‘\-‘
. . ) \ ‘ * 4 ‘ ¢ R -
« , o E




\Fablé 8 continueds

' 3 ot
Circulgtion‘ﬂept. (took 10 minutés) -

. ‘ . ; -
-.Faculty Reserve Room (long que)

»

-

Identification quired of Borroweré ) f A

r " )
Negative (T. S C, I.D. is only accepﬁable form, unabi:\to borr0w)

«
\J

/a. ,flre ation Dept.,

. Jrhcu ty Reserv% Room °

] (U-
]

a, Circulation Dept)

.

< .

'Renewal of needed materials.
™ . g -

_ Positive (librarian reneved needed book)

.

T A Circulation Dept.- .o

L

Negative (librarian refused to renew hpok)

. afﬂ Girculation Deptq ' ) "\\
‘. ' ‘ LY N * \
.

- ) ’ \\
‘!illegal remoyval of materials‘from the libraiy.
Positive (took a book without checking it out\
rd L

Circulating library. book
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\\\_’/g;> Procedures for the use of external services.;
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; ‘ ’ Table 8 continued | :
IiI. C. Access to Inflrmation and Services not available in ‘the

. Libraryl s . w

. e ¢
i\ '

. 4 &

?\\ el 'Materiz}s needed\isr research. . . )

’

Negative (sefvices not available) . - .

' 7 y )
a. Computer search services for bibl ograﬁhic information

) 1
. t ) 4 v
., b. Lists of resources and}speLialwservic available
\ : | :
. ' in nearby libraries -~ 1
R ' , Tos *

¢.” Specific information packages (e.g. N.Y.Ti

- Data Bank)
, “L/ ,' . Va4

Negative (proceddres disorganized confising) //

Ve ; d.. Interlibrary Loan materials never received

.

- -

\

IV. PHYSICAL ENVfRONMENT OF THE' LIBRARY'

A, Equipment in the Likrary.

' . \
A‘ \ . Yo ) B
. ' . ‘ N
1. Eqﬁipmenb is essential. .
Positive (available) ,& ,
,..P_“ ____‘_,“‘__‘*‘ —— "\,
N T COpying Machines (xerdx) .
b. Typewriters ‘ ' . 1
. c. ~Multi-/Micro-Media Equip ent (tape recorders, film

. facilities, “record playersx\televisions, micro-form
. equipment) \ ) a 14

.l

. | 49

. N A L]
\ e,
PR TR % - wovera— o -
. PN .
. \ —_— \
-

&




\ ' L

Ld /l
Table 8 continueé S ."/ '

l IVJA:i. d, Doilar change macviné in b%sement . ! I
I | \

% AN

’ L 2. " Condition pf the equipmené. ' o . .
| . '. . A ’ . \
Neégative (out of order) ’ . . Ny .\\
. a. Copying machines 6 ' “
} . ) s . \
b, Typewriters . . 7 - 1 / .
. . - \ . R

¢. ' Multi- /Micro-Media Equipment (recq¥ders,

i

microfilm & microfiéﬁg\machzsjr 2
/ Negative (unable to operatew procedur confusing) - v ’ \g

*

Multi /MicrO*Media\Equipme t (recorders, - “ \ \<
\ o o microform machines) \\ } ", 4 A \
/ ~ \
s \ - \\
b -y - .
| ; _
‘ #- 4. Use equipment in leisure time and yﬁile/st dying. 8 ]
i - i . _‘A
' ' Positive (enjoy using for pleasure) :
, €. Multi-Media E&uipment (record player 3 ’
+ * R . ’. . . , \ 3
w - - ‘ \\ \
» { \ ~
. B. Physical Design Elements of the Library Building.
1, Lighting, - . -~ ‘
A \‘ . . ] ]
- Negative (improper, irrftating)
_ ) £, Reading Rooms y ' t
' . 4 , 0 ‘ X i ) " » !
2 .. \ , ) \
- I b 0 \',
° ; i/ s
- T “« 4
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Smdd i

>y g

—ti e

[ SRR WL TGN

§ 5303 5 AN 0 200 SR
* *
B

' ’jtbﬂ %tudy Lounges . ' . . v,
f .\‘é. v Book ard Periodi;\l Stacks , L
\ ..;P~. d, Study Carrells . \¢ ] —
[ ‘ j £. Reading Rooms i _ g '
‘ « A g. Library—in-general. ‘ ’ ///

' Iv.B.1. g. Library~in-general " .
> ! A *
& . J/ —‘! . b
. ! ) L/ .o \
. :

4

>

Table 8 contidhed'

2. . Temperature.
3

.\ \ .
\&ga_t\ir_e (too hot) . .

2\
. V§§§§:\\\ReserVé Reading Room

. Library-in-general

¢ E\ . i
.. c " ’ . s
3. Windows. - L

4

Negative ‘(absent, oppressive atmosphere)

.
¢ N4 A

27 Basement\qt library '

+

\

4, Noise Levels in the library (soundproofing)

\\— osigive (quiet, good fo{\studying)

X : Negative (noisy, disturbed easily by other users)

. a. Reserve Reading Room ~

\B. : Study Lounges

‘ Book and Periodi&al Stacks ‘ " e
* . . | . X
,\}g)\ Librar in-general o
1 “ '\ : \ =
\-: ' ’ ) ‘\\ ' l\:
5. Gereral Atmosphere of the Library. ' \
- s \
s Positive\(pleasant, attractive, clean, comfortable)
(Nt S . . ' \V
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1V.B.5.« a. Regserve Reagding Roo _ o f : 1.

v b. Study Lounge

’ d. Study Carrells ~~ ' \ ) 1
g Library-in—general
. o Negative (unattractive, uncomfbrtable nmessy, ugly)

o, ,’ g. Library-iargenemal ! S | 4 !

7

6.+ /[Privacy ,availability.

¢ N y . ) -,
oL Positive (avi}lable when needed)
d. Study carrells - 1
. 8o iibrary—in;general ptévides privacy N 1

v . . 'S

7. Rest Roomsy - . l'»~——$——~—4;—f~*4

” Positive fav \?able,.accessibie) / v
. ‘ £. ;ocat¥<f in lobbies.of floors

8. Exit Area (Lobby).
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. iV.C.l.ﬂ b. Periodical Room (shown procedur%s) 1
jj | " ¢. Reserve Reading Room (told aboud materials)- 1
' . d. MultirMedia Room gpelped with tape recorder) 1
. ~
12 2." Friends (meeting piace). )
Positive g%égfé.for group study and socialization) ~
' a. - Materidls returned by a friend ‘7

b., Study Lounges (used for group study for exam)

e.' Reading Room' (talked to a friend)

S Librarx:in—general (meet neople)
\ o, ' '
‘ \\g. Other areas (made love to girl friend)

»

AN

\
D. ;>\§:ion of the é&:rary on\fampus.
\\ 4 .
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. »

.‘ . ‘ . The distribu;;ion of CF's has been presented ;in sumary form
B (Dimensions and Areas X Type) in 'Bable.9. There were more negative
-~~than positive CF's, and the‘two largest Dimensions were "Staff of the - |
,  Libraty" and "Materials in the Library" (I and II). ‘The single largest \ , B
) Area Was "Availability of Library Materials" (I1.A.), followed by'
"Attitudes exhibited by personnel :Lnteratcting wiith users" (I.8. ) and

"Actions taken by personnel" (I A.). The dispr0portionality of the

v . ‘

-

~ , distribution of” CF's ‘among the four Dimensio\i\was tested for randomness
and *found tq be significantly divergent from normal ( -Z 16.03, df = 3,
| ] tY .

L op<.on). “‘\\ ' ‘- .

In Table 10, the\distribu\tion of F! s has been presented by Type

-
]

(positive vs. negative) \iallow percentage comparisons between
~ the distributions of CF' ong "the Rimensions and Areas. While 49 2%

‘. of all’ posi‘tive CF s fall in o/ Dimension I, only 26.3% of the negative

in Table 1. In Dinension I, ’61 1% of a\ll \ ‘
CF s were positive W le :lK Dimension I, 68. 2/ of all CF's were neg tive\

(more negative than positive) \ ot

‘
n
3

The unevennes\s of the d s ribution o positive and nega;tive CF's among

SR
\e Dimendions in Table\ was pund_t be
. . ' z
dewiation from a ra1\1\dom d tribution ( =

was \the case for Table 11 ( 65 12, df ='3\\p_ < .OOl)'\

\atatisti ally ignificant

-

.O

vl
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v k .
L . *
' ) ) Table 9 ’ . o
. Fi‘équer}cy Distribution of CF'§ (Clagsifigatio'ﬁ x Type)
f’.-‘ i — . 1 - r— . .- !
. -1 . - Type L Areal * Dimension
— ' €lassification - ‘
3 * | Positive Negative Sub-tétals -Sub-totals
- ” d - ' .—. = [N
) e fi~."56 16 72 .
- ‘ * H
“1.B. 40 . . 45, . 85
¢ 2 . ot * ,
.. Type Sub-totals .96 ‘.~Q 61 157,
: , , ; ! .
: "y L ILLA. 42' 64\ 106
_ I1.B. Q -4 2 31 .
B |
D s YL VR 1 10 11 .
L) ’ (
- Typd Sub-totals 4 47 101 ., 148
Ll LA, [ o x‘ 17 17
‘ I11.B, - 4 10 14
: . ‘ N (4 .
. o
III.C. 0' ‘ / ) 4J - ‘
v Type Sub-totals 4 31 - 1w 35
’ N . ‘ - M -
) IV.A. h 20 . 14 © 34
R - ' " : 7,
" IV.B. . . 19 24 43
N ) - . _
1v,C. . 9 0 9 ’ |
¢’ ) 1..7 . : .
N IVOD3 " N % - 1 1
s | 1 »
“Type SBb-totals Y <487 - 39 e 87 :
N~
b . ’ A . 2 .
*Type Totals < N =827 ’
. . l~ R
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. 1 ¢ o . .
' i ] Table 10 ..
- i Pz‘c}portional'Dist:ribut:ion of CF's‘ (Percent by Type) 7
= . ) , . -~ - “ i < -
. ‘ “Type ¢ Areg 7% Dimension
Classification ' . ' . . :
| Positive s+ Negative ,of Total . % of Total -
1.A. 28.7% '6.97 16.9%
4 ' I.Bu 20.5% 19.4% .19-92 i L "'
Type Sub-totals 49.2% 26.3% ° * 36.8%
_ ’ . . . , , . \ ) . .“
° IL.A. 21,5% 27.6%_ | “~ 24%8% Y
. : II.B-. Z.IZ" ..ﬁu6z . 7.'32 .
I1.C. ST 432 . 9%
Type, Sub~totals 24,17 43,5% 34,77
’ N . l,t_\) -
. ’ . . \
IIIlAl '.‘ 0 z 7-3% 4.0z %
_ IIL3B. 2.1% 43 3.3% ,
: 111.€. 0 % 1:2% 9% o
‘Type Sub-totals | . <2.1% 13.4% 8.2%
S S 1
IV.A.‘ 10.3% 6.02 . e 8.0% x'
2 ‘ ‘
IV.B. 9.7% "10.37% ©10.1%
. L
CLIVLCh e N\ 4.6 Yo % - 2,1
1V.D. 0 z- iz L2 Q
. 1\ ' - \
Type Sub-totals 24.6% 16.8% ' 20.472
. r
Type.Totals '° n, = 195 n = 232 N = 427
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E
~

. - { N
y . . - : ;
A Taple 11
¢ .
' Proportional Distribution of CF's )
. / . (Pe'rcex’lt: by Area and Dimension) -
oo :
. ! > Type Area Dimension
Classification g T n
Positive ﬂ,/w-f*"ﬂéga—t?ive | Total " Total
——
I.A. " 77.8% 22.2% 72 |
“1.B. 47.1% 52.9% 85 -
. {
Dimension % , 6L.1% . 38.92 157. .
¢ .
. 4 . . _‘(
° I1.A:, . 39.67 . 60.42% 106
II.B. S az2von | 87.1% -3l
L] . x -
R II.C. 9.1% 90.92 i1k
Dimension % 31.8% 68.2% 1 148
I 0 -~ 100.0% 17 . -
II1.B. * 28.6% 71.4% 14 -
III.C. 0 100.0% 4 »
Dimension % . | 11.4% ' 88.6% 35
IV.A. \ 41‘.2Z
IV.B. 55.8%
Iv.C. .. o .
IV.D. 100.0%
Dimension % 44.8% 87,
/ !
Percent of Total \ . ) ’
. 45.7% * 54.3% N4 427
, by Type \

-
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T _ Distribut:io‘n of CF's by Demographic Characteristics of 'Respondents: Sex

- B ‘ t

[ERY
"~ The £ equendf of CF responses for males and females by Dimension,

L3

Ai'e‘a\ and ] pe of response have been presented in Table 12. There were ~
[y - ) ) : ) ' l

. many more female CF's than male CF's; a trend consistent within each

. 4

-,

, - . Dimension. Responses have been presented in Table 13, as a.percentage

distribution of CF's by sex, allowing for comparison of the distribution

by Dimension and Area of male and female subjécts vs. the ,total group ‘
) ! . -

- - . of CF's. The uneven distribution of positive and negative CF's by

W

Dimension noted earlier may be seen as a consistept pattern for each

. sex in Table 14, _Comparing ‘males and f'uemales', the distribution presented
R (Y I . »” N
: . : : ~ L ‘
. in Table 13 was not statistically significant (X = 8.652, df = 3, p = n.s.).
‘ a Demographic Characteristics: ‘Residency Status ' ,
. . i [ M
¢ . There were more CF reports from Residents than Commut:ers, \althouéh N

. .~

’

in ?oth cases there were more negative than positive CF's, as may\bé- se_en
in Table 15. The trends noted in Tules 9 and 10 maintain when the sample

’ is subdivided by residency. Responses by reéidency st:at:us and Dimension
v \

= ~ere found nét to be statistically significant (.‘x'-- 1. 84 df = 3, p_ = n. s‘.). )

A furt:her comparison of Resident:s vst Commut:ers by Type of resp\xse may

be seén in T\le. 17. ‘fhé resulgs of that: comparison ina 2 x 2 Chi Square

. algo was not st:at:ist:i‘cally significant: (x= 47, df =1, P = n./s.).

~

» \

. .
- ' . . v

Demographic Characteristics: Class in College .o " )

g

C»

s
¢

The distribution of CF's by Ciess in 'Cdl}eée of the _re'sppndent inay
N ) . . ‘ L ’ '.. N o . . . j
~be seen in Tablg 18. As in Table 3, there were more CF's reported.by Seniors »

than by any other class, and more reported ab'y Juniors than by Freshmen or
' - Q -
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@ . Table 12
Frequency Distributioxlof CR's by Sex, Aréa, and Type ‘ .
‘ e ' Male ) ‘i Eemale | Both Sexe$s
Clas'_i:. ) \ Type Area™ l" ! -'fype ‘ "% Atea | Dimension
[ 1Y b4 * :
Positive Negative Sub-totl, *;"q tive”™ Negative Sub*-t:o,t:. Total
T N . T ;
LA, 1\\ 0 7 \;‘, | , 64
| ] ,
IoBo 8 \ 14 22 . “,\ 64
Substot) - 15 14 “29 128 . ~157
IL.A. 3 \ 1 14 \ 38 . -91
I1.B.. 3 -6 9 19° s
L . ‘ . P ]
. ILC. 1 t 0 1 1\2\" i
. : l ?\' 4 "\ s
L Sub-c\{c. 7 . 17 ;e 122 . 146 -
N L Jeiv
": . \\ - L ' . )
III.A; S "0‘ d\-‘ s 5 . 1‘2 o
166 00: N IXVD SRS | 2 M 12 .
YT s \ ,
A oot “0 0\ 0 2 2
III.C. \ > o
_ P\ A
' Sub-tot. \1, 6. 1.\ P\, 2 2 26 33
vV ‘ R | .
IVaA. 7 1 8,4 17 9 26
VIV.B, |- 7. 11 18 T 10, \\ 13- =23 |- ;
. . ) : .
.. | .4 0 4 5 0 5
. s . - ’ \O . ’
- . *1Iv,D. ¢} O 1 i 0 e 0 0
.~ sub-toti| 18 13 ’“\\ 31 32 22 56.." 85
t . - hd >\ : : L]
O Totals_by . ' \ oo
| Type, Sex| 41 50 9 176 330 421 ¢
° ‘ — '
i #
- -(\ ~
oY 0
) #
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Tabie 13
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TN

Proportional Distribution of CF's by Sex and Area

‘e
i "y J ,
) . Gender Area .} .Dimension
.Classification ~ A . c-
’ | ‘Male - Female Total Total
I.A. 7.7% 19.4%° 16.9%" ° -
y B 24.2% 19.4% 20,47
) Gender Sub-tot. |- 31:9% -38.82 . ° N 37.3%
. IL.A. 15.4% 27,65 | 24.92
I1.B. 9.9% : 587 . - 6.72 ..
* II.C. 1.1% 3.6% - 2.9%
[y » N o . -
Gender Sub-tot. | 26.4% 3707 . 34,77
.%é p ¢ IIL.A.. 5.5% 3.6% 4.0%
-_. b, . ' €
R, 1II.B. 2.2% 3.67%- - }..3.3%
RN 1I1.C. 0 : .67 . .sz/__
. Gehdet Sub~tot. | 7.7% 7.9% . 7.8%
a " A, 8.8% ~9% 8.1% °
' IV.B. . { 19.8% 7.0% 9.7%
1V.Cup - 4.4% 1.5% 2.1%
, IV.D. 1.1% 0. 2%
> ‘ é R
. *, Gender Sub-tot. | ¥34.1% *16.4% 20.2%
g . Gender .Totals ‘ n= .91 n = 330 N = 421
» < b (‘ .
4 ’ i 6’4
\\ * ~




- - - ot L :
4 ) , . . A :
i .-_ " d Proporticnal Distribution of CF's for Sex, by Type and Dimension " -
G . , L] )
.IM s . _ R _ . 5. ; .
a - . Male Female .
= Classification : . . o e
. : Posditive Negative Sub~-total n Positive Negative / ~Sub-total n.
, N I. 51.7%/ | 48.32 29 ' 63.3% 36.7% 128
. \ :
, . . - - <
L. . II. 29.2% Yolex 1 24 32.0% - 68.0z - 122
. . . - ’ “4 . . . ., .
H ] I1I. 14.3% .85.7% 7 *7.7% 92.3% - 26
o T w. 58.1% 41.9% 31 59.3% 40.7% 54
. - U ; el § .
. Type Totals , .
" o 45.12% 54,92 91 : 46.7% - 53.3%Z 330
by Gender H .o .
, . ~  Total N = 421 . .
. - 1..« . & .
| . .
”.u-T . ’ 1 . ﬁ @
" * s M -
m '\. - s } \aw l.. ’ '
v . -~ . ) - B .u

O

Aruitoxt provided by Eic:

E

o
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. Table 15 . .
F:equenc; Distribution of CF's by Resfdenby Stgtus, Area ‘and Type .
Resident ' CorMuter . '
+ Ve, ¢ ’
Class.’ Type Area Type "Area | Dimension
Positive Negati\fe Sub_-t:of:. ' Posit:i\;e Negative } Sub-tot. ,Total .
I.A. 27.° T9 3 ., | 29 7. b 36 "
. I.B. 22 .26 48 18 19 | 3
© Sub-tot.| 49 35 |, 8 47. 26 73 157
‘ . . - - .. . (\
. IL.A. 21 30 | 51 20 34 56 ° :
IL.3B. . 3 15 - 18, 1T, 9 10 B
* .- R ¢ /
11.C. 0 5 5 o1 .7 8 ’
‘Sub-tot.| 24 50° b7 ow 22 50 72 | 146
x . M . v o . " ,{ . v ! !
IIIL.A., 0 / 12 . 12 0 5 5
IIL.3B. 0 5 I R TR { 9
III.C., 0 1 1- 0 1. F 1
Sub-tot. 0 18 18 %.3 12 15 33
N ok " o )] A .
"IV.A. 16 5 21 8 & 13
“IV.B. 1 - 12 23 6 12 ‘g |
Iv.C. "7 ; 0 A 2 .0 ‘2,
.0, o - o0 0 0 . 1 1 o
Sub-tot.} 34 17 51 16 ' 18 © 34 85
Totals | 107 120 227 88 106° 19 7 |w=421, . .
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’ .‘ .ty Proportional Distributian of CF's by Residehcy /
N - ' P - - - - .
i . v ‘e ' ’ ,
) Classification Resident Commuter Dimension Total
“IS. + . '53,5% . 46.5% -, 157 ..
R ‘ - . ’ - A\l hd . . - . y .
y . * A . o ' : .
., . 1T, . . T 50.7% 49,32 146 - —
. S « !
* I1I. T . 54,5% : 45,5% < - 33,
2 ) o . "
. IV. ~ 60'. 07: | N 40002 . . 85'— °
N R N » Y -
’ ' N .’ : ' , - . o ‘: .
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. L. Proportional Distribution of CF's by Residency and Type
. .nue.mmmu.mu.omnu.on ' . Residents - ¥ Commuters ‘ T .
Dimension .. .Pogitive Negative * Numbex Positive . Negative Number - %
. - - - . <
Ho meWN N—H- WNN * . * m&— QN—QN—N wm.mN . Nw -
II., 32.4% 67.6% 74 30.67 . 69.4% 72
111, 0 100.0% .18 20.0z2 ~  '80.0% 15, :
. 1V, 47.1% - 52.9% \ 51 47.1%. 52.9% - w/» o .
— ﬁ i .
. Group Totals ] . . e VR , :
’ - 47.1% 52,94 * 227 45.6% 54,67 - 194 . '
by Type .. : N o ) _
_ . . ‘'Total N = 421 ‘ \ 3 A
a * A ‘ * -
_ ’ : > v
gl . .o . . - -
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’ Sophomoreg: The distribution oP\CF's by respondents for each Class
. . ¢ | - ‘
in College 1, divided by Dimengidn, may be seen,in Table 19 in percentages.
Except foli‘ Dimensions III and‘IV,"t:he dist:ribut:ion of CF's by Dimension
within each Class in College group was consistent with ‘the overall

\ . B i
. .

‘. distribhtion. In Table 20, the ssame data has been arranged to allow

b

,for the’comparison of CF's by t:he\ Class in 'College of the respondent L
. ’ & . *

for each particular, Dimension, in relation-tq the overall distribution

»

by«Class in College. The largest discrepancy‘ from t:he o§7era11 trend

occurred in D:Lmensions I1I and IV.' A chi square t:est: on the dat:a as
\

represent:ed in Table 20 indicated non-significant: differences between

-

groups (§= 21:34y df = 9, p = n.s.). - ° . .
. * . . \

‘ Demographic Characteristics: Towson State College Entry Status . ) -

Comparisons were made between students who ;nt:ered Towson 'as Freshmen

3 R \ . - . (Y

.,

and t:hose who ’transferred to Towson, which may be seen in Table 21. As .
ip the comp°arison's of pf«"s'.by Type,- thére is a significant reversal in "
Dimensions I and II between Freshman and Transfer ent;rantseei..e. Freshmen °

i -

'gave more CF's in Dimension II,,'while Transfers gave more CF's in Dimensi‘on I.

'This trend may be seen more clearly in Table 22, which“pre'sent:ed p'roport:ional d

- . distribut:ions for Ent:ry Status and Type by Dimension. It may‘also be

[N
noted t:hat: except: for Dimension Iv, the dis‘}:ribut:ion of CF's for each

& »y
'
(s

group of entrants, wi't:hin each Dimenston, is consist:ent: with t:he overall V’

D ¢ e 2 ~
.

§ . -

: proportions present:ed in Table 11.” A chif square test on the overall

< . discrepancy bet:ween Freshman and Transfer CF's ‘(270 Vs. 148) was_ st:at:ist:ically e

. a L C
sfgnificant (.:c= 35.0, 4f = 1, p < 001) L
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Table 18

7 .

§ . .. Frequency Disgtribution om‘nw.m\wmxnwwmﬁ in College of Respondents MMWW\\\\
. L mnmmﬁswm. Movsoaomw . - hcawom e T .mwmmwwwr\\qﬁ\\ Dimension
. owwmm. 1 pos. Neg. . n ‘Pos, - Neg. & Pos. Neg. aq n Totals
A | 11 5 “16 10 0 10 17 -3 20| 18 8 267
S S 715 | 10 - 1 2 | ‘9. w 23 13 fo 23 .
| Sub-totals | 19 12 31 20 14 34 26 17 43 |03 18 29 157
. . . IL.A. 8 7 15 1. 15° 26 15 18 . 33 7 26 31
. IL.B., 1 8 9 1 7. 8 0 5 5 2 4 6 .
II.C. 0 2 . .2 ;o .2 2 o ' s 5| 1.3 & .
Sub-totals | 9 - 17 26 12 24 36 15 28 43 10- 31 41 146 ﬂ
IIL.A 0 g8 8 o 1 1 6. 2 210 a. .6 6. .
- R : ' ) /s
. IIL.B. o . 1 1 0o .2 2 1 37 4| 2 507
- IILG. o 0 o0 0 o o 1 o o ol|. o 2 2 |
Sub-totals [ 0 ° 9 9 0 33 1T s, 6 |- 2 13 15 33
[ IV.A. 7 310 6 I 7 A 7.1 8
IV.B. 5 3 8 4 '3 7 | s 10 15 o\vw .8 11 , , .
-~ T e 4 0 4 2 0 2 T2 0’ ! 0 1. e
" .. 0 0. .0 0 o 0 o . 11 07 o o B
Sub-totals | 16 i 6 = -22 12 & .ﬂ.m A1 ® 16 27 |~ 1 9 20 s
— — - S — -
Totals 4 . 44 88 44 45 8y 53 . 66 119 s 71 125, N = 421
.-v — - .‘-v ‘ .. ' - }.‘-v |
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. 4 . Table 19 ) - ‘
a . -, ) ; : S .
- . Nmnovcﬂﬁbnm.ur. Distribution of CF's by Dimension for Class in College - . .
< - - . ) . - .
n Classificatién | ' Freshman Sophomore Junior Senior » Dimension Totals
Y - > - - -«
@ * - > . - - — .
s - I. 35.27Z ° wmuNN . 36.12° - - 39.2% 37.3% .
;o IT. 39.5% ., 40.4% : 36.1% 32.8% -- | 34.7z
IIr. ©10.2% . 3.4% : 5.0% . 12.0% 7.8%
I A 25.0% 18.0% ' 22.7% . 16.0% 20.2%
. - .W l|'|la
o - N .
: Group Totals - 88 89 119 . 125 Total N = 421
) ‘ ' * £ . e P ) — ) ¢
“ . - ) M ’ ) \h
\\v. . /\ ) . . ~ -
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3 . . -.Table 20 -
) \lw . . n\ - - X R /'

- R . 17.8% . 24,77 . - 29.5% 28.1%7 .

. Y ° S s - ‘ ?\
A ’ III. 27.3% . 9.0% 45.5%
N . / L, 7 ) - .

o Hs\ o 25.9% © '18.8% ... 3r.8% .° “og.7% - .

EEN . Group Average s, : : \hMNV.{l\\\\\\\uvww
20,9% 21.1% - 28.37% 29.7%
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Proportional Distributioh of CF's by Class in College
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» B . rDist:r bgtio}x\ of CF\s by )
N » v
%‘tes n ) | Dimension 3
_Clas‘s. .- I J ; L0 “h - \ - -
Positive Negative' ‘EE:Egtf”’quitive ,H?g&tive Sub—to 2 Totals
. N :?':” ﬁ;’!,' . ¢

I.A.. )
. o
. I.B.

Sub-tot.

1 .10.

S

"17'.'. '9';.. )
~"3p 13% ”"&}Nl

o«
4’:")

6

’ ‘ + * ’
BLLAL 10 17, \‘\zz -
R I1.3B, 2 4 * 6. '}
L) 8 . ) .
* //CO “o l .K 4 . 5 i | 4
: NI :
Sub-tot, 13 . 25 38" 144
A I *a
™ III.A. B R L \ 5
© TILB. 2 7 9 | -1 4o 5 \
i \./. . s ’ ) .
;in.e. o .+ 1 1 4. 0 1 1. c
o ! s e - - ‘
. . Substot. 2 " 20 22" 1 10 11, 33
: . * . .
‘n‘( . " \ . \
7T 19 5 24 5 s w0 {+ "
‘ . i ) \:’ . 4 . & e b e
..+ . 1V.B. 13 12 25 4 i2 - 16
* IV.C. T 6 0 6 . 3 0« .0 3
“1V.D. o - o o .| o 1 /
-, . Sub-tor. | 38 17 . 55 12" * 18 ° 30 85 -

-,- -.GrouP Total
1 L
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, . quvounHoamH Distribution of CF's by Dimension for manuN Status of Respondents .
. ) ) Freshman , Transfer ) |' Dimension ’
Classification Area » " Area . I ‘
- Positive . Negative Percent Positive Negative Percent Percent . *
I. 55.2% 44 .8% 32.2% * 68.1% . 31.9% 46.6% 37.3% .
-~ N - s -\ . >
- . II. [ 31.1z 68.9% 39.3% " 34, 2% . 65.8% $25.7% L 34,47
\oomE.o e 9.1% 90.1% 8.1% "9.1% £90.1% 7.4% 7.9%
» . ° )
v. . 69.1% 30.9% 20.4% |°  20%4% ' 40.0% 60.0% 20.3% ’
. ) - ' . ; n ) . PU.
" Type Percents 44.8% 55.2% 49:37% - 50.7% - -
Status ./mvmuomanm ﬁ mb.m,w e . 35 ﬁb.&m( . - .
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Co(= 123.5, df = 3, p < .001), © }

’
< 4
' © L) . ' £

Dem raphic Characteristics' Age of Respondents .

.CF' s“_gre grouped into four categories by the“age of the respondent--
19 years of age-or, younger, 20 or 21 years of age, ‘22 ‘to 2& years of age,
nd 25 years\:f age or older. It may be seen i Table 23 that the

largest number of responses s came from the 20-21 age group, and the second

largest number from the 19 or younger group. A chi square test found this

distriPution’of CF's among age groups to be statistically significant
& ' ' i

» i ' i
Demographic Characteristics: .Frequency of Library Use

.

Subjects weré asked to estimate how frequently they usé the library.
The distribution of CF s by frequency of use aﬁﬂ Dimension may be seen
in Table 24 Slightly more than 502 of the CF's were le-ported by persons
who used the library ‘1ess frequently than once 'd week. However, the
largest category consisted of-¢ﬁose CF s' from respondents who use the

[ )

library several times a week. - ' * C .

«

Demographic Characteristics: Academic Area of Respondents

" of .the respondents, presented in Table 6. ¢

The(distribution of CF's by the majof area of the subaect, class-\ :
ification Dimension, dnd T&pe of response may be seen in Table 25, ._“;f"
The largest number of CF's were reported by students in the Social
Sciences (28.8%), followed by Health Sciences and Physical Education

(19.8%), and Education (17.5%). This distribution approximates that

i

%

v ’

% . .

-
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3 o ‘DistriBution-of CF's by Age Group-of the Respéndents, and Type :
. | \ -~ . - . . «
= : <19 .7 20 - 21 T 2.2 . ol _ >25 , |pimension
.& , Class. ‘ i . - A . . . .
..‘m "Pos.  Neg. n Pos. Neg. . n Pos. Neg. n Pos. rNeg. n w Totdls
g v .s -t - . . 7 . - - - . . 7 - 4
) I. 31 14, 44 741 .33 ./xﬁ. 11 7 18 “1 12 7 19 155 -
) . ’ - . > - . < e T . . >0
oI, 14 . 34 . 48 25 38 ° 63 4 11 - 15 3. 15 18 144
~ . 11I. ‘o 107 - 10 T2 10 .- 12 0 £ 3 1 7 8 33
: w. | 21 7 . 28 18 ., 18 36 7 .5 12 4 5 g " 85"
. » 2 L} ] ! _ :
oo Column ! . . o
= 65 65 130 86 99 185 22 26 48 J 20 34 54 N = 417
. Totals . - ) . : ] . N
: / 1 . :
’ Group — ) e . )
« "31.2% L bhhLA _ - 11.5% . .. 12,9%
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_ ) \\\. \ - .“b. : . < . :
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. "+ e, Distributjon of CF's by mnmn:msgm of the library by réspondents and Typ L - _
- . . - N - . . . . . ” IQVS.W..Q
. \ s Once a Month . 2 or 3 times’ _Once’'a Week ~ | o .
o .. T T * e - Dimensign ».~~
RN Class. or Less ° : a Month . BN . . R
- < o .\ . , . g Totals /3
= . + | Pos. Neg. . n Pos. Neg. ~n Pos. - Neg. n -Pos. N LA \..
o~ : ) - > i ) L A m i
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II. 1 8~ 25 33 . 6. 25 41 23 32 -
- III. -1 6 -7 Z 11 0 “Lesr 1
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| Column ° 1 o N , SO - ’
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Distribution of ' CF's vw/.m.wwm.mmﬂm Academic Area of nva.\wmﬂmosm,msn . . : . -
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Table 25 . — e - , i
- . - > .0 . » . o~ B ..w .'

. 3 g ) . . ~* “Positive Responses. L : x., ) h e . . . ) o
- . - — - e - ~ - Dimension
Class. ‘Art + _Education Humanities Social Sciences, .Sciences Health,and Professional { °
. . =~ ) - AR S A , . . e e ot t . ] HOﬁm:._..m

e R : T MR Sciences B .

o_, H.H . . ‘-._

A HHH o " o

. £y - .o Y - ' . .
T e .23 pT e ST 20 ST | 95 .

Lt \ ~. . . . . e ..‘ ] . N n . . ~ . iy
AR IR ¢ S AR 2 13 . . 43 .
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. Coe e - ! . ’ -~ PO .
T i 1.9 . -2 A S AT I 3. - "5l
© -+ Sub-totals |. 22 32 © ' 28 - 55 .18 3% . ] - 191 .
m . } * - 0 . . ,. - . . - s . . - - q.u.-e
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Validity Testing of the Classifichtion of CF's

3

3
\ A random sample of 63 CF's and other materials* preJented in
S ' ’
Appendix E, were submitted to four Raters for' classification of each

>

CF byaDimension and Area. The classification assigned\te each CF by

the investigator ma& be seen in Table 26. Of the total of 252 assign- -
%.

. o ments made by the four Raters, they were in agreementfgith those f the
’ ‘7
. investigator in 203 cases. Those instances where disagreement occurred

K

between the investigator and one or more\iaterg mgy be seen in Table 26,

LS
along qith the\Yariant\plassiﬁication ass gnments made by the disagrscfng

Raters..
The degree of agreement betweed the investigator and the Raters’/
. ce \ \ , s
ranged from a low of 77.87% agreement, to a high of 85.7% agreement; ‘

' with a mean agreement ‘of 79.4%. There was complete agreement between

all parties on 37 of ‘the 63 CF's (58!7% of the total items). Of the
. 49 classification disagreements (19.5% of the total CF ratings),
of the assignments (42 9%) involved a transposition within Dimensi . I,

R between Areas I.A. and I.B., while 59: 27 of all disagreements involved
£ ‘\ ~ )
Area I1.A., "Actions taker by personnel.zg

N . ov—— (

N ' The Cochran Test was employed in further analysis of‘results,bf:"

the ratings, comparing the classification assignments made by the
igvestigator wiuﬁltnose of the fonr Raters; to test the degree of
. - S > oL

disagreement, with the investigator used as a criterion. .TKe ' o -

_ . . . R
EN , T

N results of the test indicated that there was not a statistically {L .
, o, hés § :
A significant difference between the the raters and the investigator
oo hadl

-

. (Q = 2.81, df = 3, p = n.s.). ‘ , g .

A}
[ . ] -
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" Classification of a Random Sample;of CF's by ny\HE‘mm.nu.mmno.n and Raters! Disagreements
‘  Investigator's Disagreements ‘ _ Investigator's ° E.mmmwmmamunm .
Q.- CF : . . . CF S > o et e <
Do~ Clasgification No. of Raters— Class, | - Classification No, of Raters - Class.
. - -Ak | JIT.A. . ‘ -Eb 1.B. . :
2 -An . IIL.A. ~+Ed - IV.A. 2 "IL.A./TIII.C.
a . 4 . : . L
) M , . ) ‘ .
B epn II.A. | 1 ILI.C. . -Ef 'IIL.A. 4 I.A./IV.B.
e — - v . - - . o - -
#Ax - ¢ LA - . . -Ek I.B. ‘ N .
© 4B’ . ~IV.B. 1 W © | 4Ee JIV.A.
'w& Ho.w.o H Hoﬁ. 'Mﬂ Ho>0 . ' N *
-Bf . I.B.Y 1 I.A. +Ev III.B. o : .
+Bh - 'I.B. . -Ev III.A. )
’. . T .
+Bh . 1.B. 2 - I.A. +Ew IV.A.- 1 II.C. <
~Bm . IV.B. 3 Iv.C. — |- +Fk I.A. v, II.A.
\~ -Bv II.A. i - ~Go IV.A. : s
" -bE I.B. . +Gp I.A. 1 II.A.
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DISCUSSION OF RESULTS

- The. 427 CF's repoxted by the 170 réspondentg were grouped into .

four Dimensions, 12 Areas,, and‘50 Classes.

There were more female than, ma1e respondents, more college seniors

than any other class,,twice as many freshman entrants as transfer A
entrants, and 40% belorged o the 120-21 yéar-old age group. The largest’
diseipline repreggnted ;as he Social Sciences, and the majority of
a7 . ' : !

' respondents tended not to'be heavy users.ot the lihrarf, o .

’ 5 _ . A.uord of caution_in interpretation of the statistical results s
- : is/;n.order at this noint--i:e., all data is in terms' of freduency counts,
.“ : ~and each CI.a.'nd the resulta_nt CF(s') represent only a few‘of the.'possibly

< * ’ K '

many interactions between'the library and the individual user. Therefore,

. of'recollections, or the most critical of circumstances, ft" does not ' '
Cw s ’ e : : - -

. necessarily repres%nt.the "ty%ical" situation. Likewise, the greater
- ! . . .

\ while the data provided to tXe investigator may be among the most vivid

. -

* f

number of negative than positive critical incidents,_nay not be a quan-

titatively accurate representation of interactions with the library-—i €y
users may be‘much more satisfied than the 1arge number of negative incidents,
v

would suggest. However, in the long run, with the collection*of a large

R Co — e

. number of accounts-and this 18 a strength of the Critical Incident

. Technique—-a general overall typical picture of the 1ibrary may be thought

to have been constructed including both its strong points and its potential ° R
‘/ wéak points, oL . ', S S
The breakdown of CF's by Dimension bends to indicate that students ‘ ;
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are most_freQGEntly concerned regarding their interactions with staff of

‘the library, “and the availability of library materials. e respondents

/
-~ /

were muéh less concerned about the actual physical environment of the /
/
1ibrary,gand 3nly 8.2% of the.CF's related to specific services of the,

library, a€ indicated in Tables 9 and’lo. Within the "Staff" Dimension,

°

. . . - \
CF's were about evenly split between "Actions taken by staff" (I.A.), and,
- . y

"Attitudes expressedzby staff:‘7 (I B.). Most comments regarding matérials

"

centered around the actual availability of the needed materials (11.A.), '

while fewer CF's concerned the library's organization as a system (FI.B. D s

A - and very few comments in this Dimension were concerned with tﬂ quality of
—e————— — . — 5 .
» . the collection (II.C.). In the area of "Services", the overwhelming
majority of comments were negative (884), and they tended to %e most
‘ s '\Qg,gmeerned wtih library hours '(I_;I.A.), ,’-ma borrowing priviledges and’

‘o

() rules (III.B ), while relatively few comments concerfed other aspeé%s
\of the library 8 services (III C ). The 1argest number of Fomments about

the physical environment concerned the physidal design aspects of the

» & °

library (IV.B,), fol%owed closely by CF's reporting on 1ibrary equipment

(IV.A.), and a few comments about direct interactions with ather”users

’
-

2 of the'libr’:ary (1v.C.). . : ' = BN

The significance of the chi square test on the distr bution of

~

' CF's among the Dimensions suggedts that the proportion of commean found

& &

in Dimensions I and II, as compared to, the total distribut on of ICF's
'shows ah gh‘ egree of clustering in those two areas. This indicates'
that I and II are probably the areas about which students are most

[l

concerned in their use of the college'library. - °,

A
’
.‘ R ~ . ~

* The Classification Arrangement: ~Responses By'Dimensionsf " Comments

«

.

.

N

/ .
. " . o ’ .
N id . Y ‘ .
- * . - .
’ v
Bl .

. .* L v

- ?
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On Dimension I (Staff of the Library), respondents tended to

. report positive actions more frequently than negative actions (I.A.),

A

however, there were about an equal number of positive and negative

I

_reports of staff attitudes\(I.B.). While both males and females were

! ? . . . e .

" consisfent with thé trend in I.A., males were more inclined to make

negative comments about staff members' attitudes than females., Freshman
entrants were more frequently critical.of gtaff attitudes than transfer

~

students--a trend which may he indicative of, egberience with a greater.

:yariety of libraries and librarians, and hence a greater‘tolerance for

¥ ﬁy «
shortcomings, on the part of the transfer students. ., Both residents and/, '

wﬁnuterﬁerenqeh—mere—pssitmuhaxmga_uve abonj: staff actions, while i '
they seemed to express concern about neagative and positive aspects of staff-'

attitudes with about equal frequency, and'a similar trend seemed to be

L.

evident in examining CF's by class in college of the respondents,

In regard to library materials (Dimension II), respondents were
consistently extremely negative--68 2% of the CF's were negative, ranging

>
from a"tow of 60 47 negative CF's in Area II.A. (Availability og Library
Materials), to a high of 90. 97 negative CF 8 in Area I1,.C. (Quality of

Library Materials) * Further breakdown of responses by gen er, residency

»

ln Diméndion IV E%h&sic T Environment), the CF reports occurred

i - - .
‘ > ) ) , b} - ~ .
.

status, class in college, entry status, age, fre;uency of library use, .
. and academic diseipline all tend “to result in§§he same trends in the ce 0 _
;: distribution— of/dF s.'\ - o - l, ’ é.: ' ' ;/_ .‘ o 3
JPServices of Fhe Librar (Dimension Ill) showed in all three-Area: a. /; .
negative tendency in CF rep res <88 6/-Aé§ftive)a.§ trend confirmed in ’jﬁ‘ ¢
each split of responses by d o;raphic or other variables. o - )
. o
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with slightly greater frequeney'to be positive than negative. lHowever;

this\lifféred across specifichAxeas. Respondents more-frequently reported
positive than negative aspects of library equipment (Area IV.A.) and that
it was useab>e,,whi1e they ®@ported more negative than positive aspects

of the physical design of the library (Area IV.B. ) Comaents were totally

posnd

positive in regard to interactions with other users (IV C.), and the one

*

comment about the location of the library on campus wds a negative CF

' report from a commuter student. This overall trend was consistent in '

' \
breakdowns by sex, residehc“ and entry status. However, differénces

- were obtaiyedhinwcomparing respondents by class in college, with upper

’ -

class students being most negative in their comments. &

.
!
.

i

o Validity Test of the CF Clasgification . S

‘e,

.

“’/
' that 80.6% of the ratings made by these independent judges agreed with

|
t

The pfésent research has attempted to mesh several areas (a " empirical

.

approach to some of the problems involved in assessment of the ef ectiveness

qf a collage 1ibrary), and is\based in large measure upon the inv stigator 8

exposure to, experience with, and biases toward these artas., In attempting
‘to teJt the handling of data, ‘and the resu1ts of classification, a andom
) ! " ' T .
sample of CF's was submi/ted to two types of raters. Two raters weﬁe -
B e o

P fessional librarians, whom it was assumed were intimately familiar with

. o %

libraries, but less so with behavioral methodology,,while two other raters
3 . 7 » ’

ar

“e

were psychologists, where the reverse was assumed to Ye mnue. It was found -

~ € -
those of the investigator. S —

a’ \
» L

\ -,

Examining some of the disagreements -id rating of CF' 8 may provide

© .

:clues regarding the classification scheme itself, and areas of overlap

-
P « l

between ' groups. . O T e



| The conflict already noted ﬁetwe:é\L.A. aﬂd

-

* One of the raters noted in commenting on'‘his ratiﬁgs thﬁt he had

[

had difficulty in separating the two areas, and suggested alternative

. . ' - s Cy ] . - '

classification of several items which were initially placed in‘either
& . : ' ‘

s -

.‘IlAw or IoBoo . e ' . ’

In several sit:pat:i'pns' the result of d':l.sagr;eement in r_at:in'gsu'
’ . R . .
. . appears to have occurred because, in fact, two CF's were included ir¥ .
N . 1 '. ] . . ¢ ﬁ‘
the -same report--e.g. Ia- and Kb-.' In several cases it appears t:ha‘t‘\;,,
. * ¢ .

there may have been simple coding errors--é.g. Ed+ and Gz+, since ‘the

N

’ -4
variant responses of classificafion seem to make no intuitive sense to

P -t ' N

- . » v - +

. R is’ investigator. ) 0 Cow , .

- L .

in this inst:ance. the

- * . Al ﬁ

N sit:uation confused ixz ra%ing of 4n-.-
; N Of greater import:ance is t:he queation, "Is: noise in the library

-a function of t:he actual physical design of t:he building, or of t:he

L ] in«t:eract:ions (og lack thereof) between library users?" This caused

* 25 S . : .
, \s . confusion in rating re‘ports Bet and Bm~. The investigat:or believes

ad - n . Y ¢

t:hat in general ngise may be’controlled by physica‘lly modifying the

- eivironment, a _efore, qu_est:ions of ,this natiire should e




. AL
i . .. ¢ A ), or' because of a 1&ck of informat:ion in't:he 1ibrar}> (II% )?

- - S - . . ,
. . X B8, 7
.

T in disagreement, When the totai report: istamined the’ source
, _ »

e cat:ego I.A an mproper ‘'staf act:ion, as oppOsed t:otra complaint * . v

There is also ad s‘tinct::lon ;o be made between mat:erials and j Py

:’_"‘, equipment: in t:he :librer)\ “which however, at times becqm‘es sblurred v - . hd
. 1 t \‘ .
‘ part:llcularly when deal ing wit:h non—print: resources. For*‘éxample,
) ., are we conSerned wit:h t:he software (the film t:he micro—form; t:he i v
¢ book‘), or the hardy:;ée (fhe record player, the t:ape recorder).- ;é— , g RN
\ , N ,
.o This distinct.ion rais uest:ions in‘two different: areas--an avail-— / ' S
. r.-\ ’ q [ ‘. ' ( ) ) R i ’

LI ¢

II C.. ) 7 '. . 4 .‘:

vV

A
This dist:inct:ion was th: clear in t:eport:s FKk4, Gp+, and Gu~-y result:

R TN

. s
-

- \ , :
AN pt:oblem in each cask- ap‘pears to be the st:aff member (I.A.). Lo .- .
. ) . " —_

« A eimilar quest:io‘n, arisea in the distinction betweep the staff . o

) acoiops t:aken by & librariﬂ)., in closing the 1ibrary at t:he appoint:ed

' ¢ . .

‘ t:ine, -rat:her t:han too early, .violat:ion of w hiok_@_u];djall int:o ) '
% : . °

. 1 A
\ LN (oY - L3
. * .
- +

about: ‘1 brary erv:l.ces i%n the form ofr .hours which may be too short |

N

_neede (III A) s This coan}.ct: a\ﬁe :[n the case oi CF i e -

g Ef'-:{l'wh ‘h it: should probabiy have been placed in t:he Dimension of ; - :
,. . \ o ' ! T ' 4 . r - . :
‘ ‘. .‘ . N - - L]

r

rves.t. . -. A ) . Ty .

[ )!- .‘ ’ B ' '

di repauci,es arise w’hﬁ cohs«idering t:he J{'ocat:ion of . ot \“' .

N
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‘ L, library mdterials. Are wé concerned with the locational syst:em ‘
1’ . S o L2 . - ’
| v used *(II.B.), ot with the physicﬁ layout of the building (IV.B.),. .- . -
3 ‘ * é;
g quest:ion gteating confusion in'classification of Dy-. On the . . v
» Na . -
other hand, one may be able or unahle.)to find, materials eit:her b 2

-
- - M
Y »

"Q because the information is available/unavailabi‘e (II A. ), or
N because of confusion due to 'the system of organization (I1.8.):
i‘ls lat:ter dist:inct:ion, causing confusion with ,incidents Nb- and

. . Og+, appears to be due to insufficient informat’ion. * ,"

Gerneral Comments . . :
s . ! v . .. ! [}

It has_been suggested (Reed, 19'75) that one of the most serious'

problems affect4ng the college library is that students apparently

~

. do not know how to use a library effectively. Of all the.-negative .
.‘ a CF's reported in the present study, 43.3% concerned the unavailability

of 1ibrary~ materials. Orne wonders in, how many of these instanees
T .the Atem was unavailgble, not -becauSe it was not in the library, but q'w

rothe'r because the .individual did not know hew to use the library to . N

, *“*£4nd what was n?edec. An additional 26.37% of the neéetive CP's 7.

0 concerned objecrioneble interactions with library staff members--the. —

oL individual mey have been unable teo help, may' have given podr assistance,

N ' 7 or may have exhib'ited an attimas in some way offensive for MR
.. < , - ', \.o. > ’ /‘) ‘. '
. . the 'inquirer. Not only zay, t:his be’ seen to result: in poor libtary PR

‘ . S

. *  use, but one \Jonders how frequent:ly these nqative ,_&nteract:ioﬁs with /
Y . w» v : .

library st:aff members combine to ag:complish two def,eat:ing purposésx

)

(a) det:errencé -af the :Lndividual £rom assist:ance seeking in- the future, <L
\. . (b) decreas»in'g the frequency ‘O’f use,of the library by the individual., L




. a8 N
"A number of studepts opernly admitted to: (a) beling unable to

L *. use the library to find what they needed, whether it use sof the-

) card catalog, the periodical indexes, or othet material®; and (b) |
i . ) being intimidated by the 'size of the library, the organization of the

-

. library, or by the librarians themselves.,

.
’ 4 “

Thesesproblems cloud the picture substantially when we attempt

to gain an accu‘rate asﬁdssment of the student's perception of the

., ‘ librai(-environment, in one senge. However, in another regard, this
{

is the reality of the student users of the library. The fact that a
* - .
student is unable to find the materials he/she needs, because of a

lack of information regarding exact procedures to be employed. in seekﬁg/
\

. . that ipformation,, rather than because it does not exist, becomes a problem

‘ - 9t the, library, because for the srudent the material does not exist.

And, vhen a student requests assist:snce and is met: by the reference

L i librarian 18 a most ¢ondescending tone of "did you look in the card

A

H

catalog?" when in fact the student does not know how to use the catalog,

or does not know what, it is, or has looked in the catalog and has found

&

nothing, the rea]d.ty of this interchange may be that the library has

 Just aliensted another user. For that particular student, the staff

* AR Y

membe‘r has been unhielpful,’or lazy, or nasty, or condescending. Unless
. " | ) "pthe assi-tance extende: far beyond that initially Pegative interaction, \
! . \ > the ;._taff member may never be able to overcome that 1n:_Ltia1 .negative b
- imp;'ession on the part of the szqut' user. As a’ result, the student's

t“ reality of the 1ibtary may be vastly" di\\erent from the librarian 8"

o . b
<, reality. And the pregnt situation existing in one library, in the -

’ ‘ ‘ ! , expéri'ence of this investigator ektends to many other "libraries, LI

DR T

!
. . . '
. Q - ) X i . o . 855'_ ~ ."
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Critical Requirements for the effec¢tive® college lfsrary for the

.. \C L e .

student user may be developed based upon the classification scheme

presented in Table 8. Further effobrts should be made to translate those

CR's into a useable rating scale, emplying a Likert type response option,

which may provide for the library a realistic, practical measure o§"'4

its perception by student users. That scale should be validated

‘ ﬁsing several difgerent types of college libraries,'and within the

. context of a multivariate approach to staﬁistical validation.

»

From that point it may be posaible to make comparisons with

* -

.. other environmental assessment’devices. Also, it may be possible
to igvestigate this system in terms of Murray's (1938)‘conceptualization

of presses. and needs. .

The Critical Incident Technique has been employed in the present

A ]

relevant for the_assessment of a college,library. This is the first

)

step in what must become an ongoing researth effort. Through further,
¢ . v ! P

}_work on verification of the classification scheme herein stégested,

’

furthér verification of the utility and accuracy of the Critical

‘e

 Incident Technique in environmental research, as a preliminary stage T~
N ’ : 4 . . ) s . ' , ’ -. :
in that- investigation may beotained, . G
-nl . ' R . ‘ . . . o N ¢ . .
N .« - -
¢ - . ”
- " “.
» o N .. . M ‘< .
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] —_— SURVEY OF LIBRARY USE :

D . ¢
We need your cooperation and assistance in obtaining as complete an estidate as possible
to the questions listed below, and return the questionnaire to the Door Checker bef®

leaving the Library. Your answers will help us to improve library gervice and to make
the library more useful to you. Do, not sign- your name.

LIV

>
.

To borrow books '

-To return books

To read Reserve books in the Faculty Reserve Room

. To listen to tape, phonograph, or dial -access assignments .

To do assigned readings in, library materials other thatfgeserve

’l; w

—

I. Materials used in the 11brary this tr1p (Not what you cheoked out.)

Newépapers
Currept Per1od1cals
Bound' Periodieals

Periodfcal Indexes .. - . o

Reference Books ' - L A
Microfilm, Microfiche, nr m1crocards N ! o

Courses of Study. (Curr1cu1um Gujdes)

Textbooks from the Textbook Cotlection -

Phonograph records or tapes R -

Dida1 Access Programs. .- ’ ’ S

- M. Government ‘Documents . ), * i
N: Pamph]ets “from tbe Vert1ca1 F11es '

e e » e o e e e o e e e

MROURMIEIMOMMOO D>

"i l" I"l.:_lﬁl"l,\ [IT11

<) ,
IIT. If you came”.to get mater1a1s or, 1nfbrmat1on were you

B ., A. Able to find a]] “the materials you neeﬂed
\ B. Only partially sati'sfied °

C. Not able to f1ndfmater1a1s P ’ ] -
D. If you were not 9b1e to find what: you needed p]ease spec1fy what ~

. books
. To1ook up material for a paper, report thesis, etc.
--m——2-——8- For gepneral reading not- assigned- in c]ass , - - T
) R. To study pwn- books
. I. To borrow Audig Visual Materials (f11mstr1ps, slides, etc. ) ‘
J. To borrow Teaching Aids (pictures, kits, etc.) - .
K. For personal information . - N
L. Other reasons (p]ease specify) * . ’

Books from.the genetal co]]ect1on e . ‘ ' .t

.fHH

you wnated and why you were unab]e to 1ocate it . . L
IV. If you had difTicu]ty using the 11brary’was 1t because . : -
~A. The library staff was not helpful .. o -
. -B. Book -or material needed was not on the she1f ) . N
: — C. You did 'not"ask the 1ibrary sta€f for help: Tk
.' = D. You did not know haw to use the\hbrary very well . .

of the dailyyuse made of the Cook Library. Please give thoughtful and careful att;n;iffi) ..
ti

)

Juvenile Books . - ' , . o

- ’ - ;
I. Reasons for com1ng to the 11Brary thﬂS»tr1p: (Chqu anly those app]icab1e.)‘
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5 © “Library Survey page 2

” -

V. How. long didi'you stay in the library this visit?
.:Q . . B

VI. How often do you come to the Cfok‘Ldbrary in a week? T | ;
1 __2__3__4__5__6| 7 __8__9__ 10__ more than 10

11, What other 1ibraries .o yOu
. assignments?

'A. "Enoch Pratt Free Library
Baltimore County Public/Library -
Gouchex College Library

_Morgan College Library
Coppin College Library
Loyola College Library .
Johns Hopkins Eisenhower L1brary : S, .
Johns Hopkins Welch Medical Library ’ < X
University of Maryland Health Sciences Library ) .
UMBC Library | '
0ther - p1ease'spgci y L - ot - "

-

se to get materials for college ’ ‘

4 -

'. - ’. - -
. “‘.

R THONMODO®@

IX. Hgve you used any of thes? other libraries for assignments in the . [
Sqast two weeks? '

Yes. .
No . L] .n

- * . \ 4

L

ot

you sua]]x 1ook for bo ks in the Look Library card catalog: N
By “autho?¥ ore t1t1e : ’

i
|
By subJect . i
|
|

x

gve you tUrned 1n anothe

' e

library use quest1ona1re th1s week’

Yes = .
No@"':&

»

7
- - . el * / .

XIT.-Your status (P]ease chec& one) . C : A

. TSC* freshman * « . | . ~ coo LT
.TSC sophbmore : ! S . : .
-~ TSC Jun1or . ' ) S
~_____ TSC senior : : e A :
TSC "graduate student | % - i oo
TSC faculty , ¥ T S o : -
T OTSG staff - N~ L S
Student &t another college o . L
~ Adult® L C Lo L :
T High Schoo] student ‘ o ‘ " : e

t

H’
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’ ) l; °
i . . . /
e
¥
/ ) b .
1‘ . Dear Fellow Stud?nt, / ' . ‘ _
/ .
- d // ’ ) * t ' .y
I am werking on /my master's thesis in psychology at T.S. C
SR I NEED YOUR HELP!. ' .
. » <
. ¢ ‘ -
My research «involves the identification of ALL FACTORS which ?
- p . ‘contribute to the Albert S. Cook Library at Towson State College o
. . s as a human environment--that is, ANY AND ALL ASPECTS OF THE LIBRARY E
E which affect its ude b by students, including persons, places; things, TR e
- situations, times, etc. ... l -
/To get information, I am’ contacting library use s--T s.C. oot ‘
Students--and asking questions about .their libraky e eriences. : L
. * . YOU are ong of a small, randomly seletted group pf sfudents W om I o,
) am surveying. Therefore, your response is essential lto this study, . -
and to the completion of my degree.
~ / ‘ . .
,  Attached to this letter are two short questionnaifes and a data . -

' Ry form. You can help me by completing ALL .OF THEM, to the best of . .
o your ability. It should take you only a few nd you may wish
) 5 : . to do it right now while you're thinking about'it. Wh You have
- N finished, return the questionnaires and data orm in t self-addressed

Library after
- “'{t has beén ‘completed. And, to help in im roving the ™.S.C. Library,
. ‘ * ° a special copy of this 4esearch will besgi en to the liprary staff,

. when completed. %f you have any questions, contact mey¥ (a) in the )
GERIY N 3rd—flogﬁj?syohology Lounge of Stephens Hall, Monday of Wednesday . : -
A e *afterno* ‘”§b“to 4:30; (b) by leaving a message in my mail box, ‘

209~ ephens Hall° or (c) by sending a message through the qgil.

. " . + Your {dentity as a respondent to this survey will remain’ CONFIDENTIAL—-
> - hat is, all information which might identify you will be coded .

! . I look forward to receiving your information'in the very near future. \
* Thgnk you, in advance for your assistance ' ( l
. s of : : -i‘ . Sincerely, . T <
A.?. /- R . o . A A sééf:’ (d\ ,‘ “ . e L 4
/ : . ¥ ' Jeffrey Reed ' . . L :
* Lo oo : _ Graduate Studemt , > - T, .
- : L * Psychology Departmént’ : ~
o . ’ . I . Towson State College * . ’ _
. \ : o : Baltimore, Maryland 21204 o .
RN : .
/ A 1] Y

/ ' ENCLOSURES' . . - ' Coo N,
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‘ * * This page is for your report of 'a POSITIVE critical inciden
. . -~ .
. o, Think of an experience you have had while using tRe T.S.Q. Library

with the Library N

If you have had more than“one helpful experience, thgnk Jf‘theione
SPECIFIC EVENT (SITUATION) which was most pleasant, interesting,\of useful
\ . for you. This happening may have involved any aspéct of the Libragy -
L environment which led you to be PLEASED with the T.S.C. Libr ry atwghe time—-
.| - for example, people, places, things, spaces, times, etc.
v , .
‘ | - Write down the exact circumatances of the.situation Please:ﬁ e yqur.
description as complete as possible, so that I can understand all of 't
i “———facts involveg in the experience.’ Remember, this is not a request for a
general evaluation of the library or—tire library staff but RATHER, £br
a concrete description of a” PARTICULAR EVENT which involved your use of
the T.S.C. Library .

[N

% . 1. What was the situatiOn?

. - <
\

\ ) . ’ oo . ) . .

. »
v - .

Z. Specific Details (yqu need ansWer only the relevant sections) -

Id

. a. Persons involved (specific names art, not ‘essen ial)”

] * “
B ,' . ¢ Ct L / i '
" _ « - b. _.Location quévedtz ) .
T
S ‘ Whep occurred? . ’
c : A ] . "
/ ) / \\ L, ‘ / - "4 e . .
J . e. ﬁiher relevant details? , o, T
/ v . .
o - ¢
» ' !
. . :p ’ P ' ’ ot
. T Whé/; did you do? : F T _
\ ° / i ) ' R . . . B .X
. A e . . ,
. , . R ‘ . . . A : |
.' NOTE: If you ‘need more space, or if there is d second POSITIVE experience iy 1 |
which you Eeel is important, please use the back.side of this'questionnafre. R '3‘i
Thark you for your help! Rpturn the questionnaires to Jeffrey Reed, R
~ Psychology. Department, T.S.C, _ 4 . . : l
- B ' ' Jr
Q . . ~ ’ L
: A R . . Y . © . oo
ERIC . . | 106 . B o
;TR * Y . . ‘ ' . | ' B
| L \\. R . . . X ‘ . JOY A "‘L“ :




- l*. - » v .l ’

. REEDfJ.G. 101

. . ' ‘e X

o

) ’ \
This ‘page is for yOur report of a NEGATIVE crfxdiﬁf{ incident

Think of an experience you have had while using the T.S . Library
during the past few months, representing a DEFICIENCY in the T.S.C. Library,
which caused YOU a problem, and résulted in your being DISSATISFIED'with
the LibI_;er . o

- - -
-

If you have had more than one problem experience, think'of the one
SPECIFIC EVENT (SITUATION) ‘which most aggravated, hindered, or frustrated
Xﬂé' This happening may have involved any aspect of the libgary environment--
for example$ people, places, things, spaces, times,.etc.... ich led you
tb COMPLAIN about the T.S. C. Library at the time. .

Write down the exact circumstances of the sisuation. Please make your
description as complete as possible, so that'I can understand all of the
facts involved in-the experience.. Remember, this is.mot a request for a
general evaluation of the library or the library staff but RATHER, faor
a concrete description of a PARTICULAR EVENT which involved your uge of
- .the T.S.C. Library . \
‘ . i’ / \’, . » . ' ..
1. What was the situation? { v

_—

.
’

-

) ' . . '? : . “
2. :Specific;Details (you ni?d answer pnly the relevant sections):

L4

.a. Persons involved (sQecific‘names are not 5ssential)?

- ¢ ! . o
L P . K . . M ¢ .Z" . .
b. location of event? , , !
<L v : . s 2" G .
» . . ‘ * * ‘%”
¢ 1, . c . \
(% . . hd . . , .
. e - 9 .- te e v .
.. c.” . Thingssinvolved? . _ \ .
- LT 2 . N
B . ~ LN . ’
- . N . N ' .
7! I . - T e %
* . .
d.' When occurred? . P . 4%[

*
S

e. Other'réievantwdetails? \ o .- - L ’

k JN What 'did you do? - S o \

. - ¢ .
.
* i - « !
. \
N v . . - . .
. . A

N % r . e N

N 5“" 1 o 0(\
NOTE: 1If you need more space, or if there is a second NEGAII experience
which, you feel is important, please use the back sidé of this duestionnaire.
Thank~fou ‘for your help' Return the questionnaires to:. Jeffrey Reed,

)

n’ w“
~ ﬁ
...".wn"s*‘ ol '*

PO

"os L4 0 K ,v -~ d‘ * .
T Lo . ‘-4#4--'0 *i J . .
Wil el #ﬁ% . : '

Péychology Department “T.S.Cuv - .,~,;,*”¢u;
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DATA FORM for Library Survey Vv " '

-
/7

1. About how often (on the average) do you use the T.5.C. ‘Library?

£ ) once a month or less ) ( ¥ once a week
() two or three times a month ( ) several times a week

.

!

2. What is your classification in college?

( ) Freshman ( ) Sophomore ( ),Juq}q; o ( ) Senior-

-

3, What is your residence status?

v ( ) Resident Student l( )- Commuter Student

A )
. . -

4, Dtd you transfer to, T.S.C. from another college? ( 5 no () yes"

If yes, ‘for how many semestets have you been at T.5.C.?

5. What is your sex? ( ) Female . & () Male

6. What is your.age?;

7. What is‘youg major department &t T;S,C.?
o . » .

». . .

NOTE: . Please return this data form and the questionnaires to:

Jeffrey Reed, Psychology Depa::ment, T.S.C., Baltimore, Md. 21204

. .
* ¢
'

* . : I .

h
l".,'r.u'«ﬂf""‘ .
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Appendix C

-« , ‘ N
" Pilot Study Forms . ’
. !
Cover letter to subjects.in the Pilot Study. -
: o . . o
. . vi N . ' .
. Preliminary forms of Survey Instruments:, .
y ) .
< v
a. Cover lettér to subjects. - . :
'b.  Pogitive Critical Incidents Questionnaire. -
L) . B
C. \ Negative Cfiticdl Incidents Questionnaire.
' Y ' - )
1 . . S
Post-Questionnaire Inquiry Form. :
L RN - .
. A > { , - ‘ .
a ‘.
. * . ‘l - ‘.tv N
?‘ §A "
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A - - .ot
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. ’ -y - ) 1‘0: An students answenng this quest:. naire

’ & ) ..
- !ROH: Jeffrey Reed /- C
e % sychology Department u' ) _ v

DATE: [April 17, 1975
; ’\: o
' You are now participating in the Pilot Study of a Psychology
search Project, which means that'this is the first time these
;’////ﬁzestxonnaxres have been used, - Attached you will find a letter
% which explains this survey, two very similar questionnaxres, and
’ & questiénnaire about the questxonnalres. . Since this is a Pilot
Study, your comnments will have two usesg,
, 8¢ They will provxde information requested in the
) o ' £ study itself; ‘
- St b, (Most importantly) They will provide’ informatxon
.about the questionnaires themselves: are ’
the questions understandable, the.directions
. ) . ‘clear,  or do any changes need to be made.

~

b ' !our ‘detailed, responses at this stage of the tesearch are
' ~ absolutely essential, and the more information that you provxde
. ) he, ‘the better the 'survey will be, Ty
X f".i- : M ~ .
’ ; , After you have conpleted the questionnaxres and the inquiry,
L /. Yyou may drop this information into the “(Quegtionnaire Return Box*
at the Main Entrance/Exxt ot the Cook berary. 1f ‘you have not
cpmpleted the questionnaire by the time you leave the library
. _. .today, and are unable to return the oues;xbnnaxres here; PL
[ . return this information AS SOOV AS POSSIBLE at the. Psychology
PR Department,

»
L] . 1

P - So that you do not recexve another questionnatfe, when the
* . final versions of the survey is mailed out, ‘it would be helptul
for me to have your name and/or social security number (both‘of

. " which w111 remain confidential), o,
L4 : CWames _~ o T
";f Social'Security Number s ] T
N “‘“’ ‘. o
- Thank you very much for’ your helpt!! If I may be of any

atsiStance to you, please. let me know.=
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b

e _ ° . April 15, 1975
._.' . . o o - .
‘ " Dear l:e}.low Student, | ' : . /

—— - —— - -

.
. 4 . .
,ln . ’

‘ B a8 I an workiiig on my master's thesis in pSYChOIOSY “ TL.S.C.
s ' end I need _your ‘helpt . . \ '

.o . \ The problem which I am studying concerns finding out all of
LT the factors which contribute to the Albert S. Cook Library at T.S.C.
as 8 human environment--that is, I aam trying to identify ANY and ALL
aspects of the T.5.C. Library which afféct its use by studénts, In
, : order for me to, gather tnis intormation, I am contacting some of the
/ s people who use the library--Towsen State College students--and asking
/ ; . questions about experiences in the Library. You are one of a randomly
. ) - seledted grdup of students to whom I am writing, and as such, your\
/’ _ responae 1s essential to this study and.to the,completxon t my desree.

M:tached to this letter are two short, $imildr quest onnau-es.
Completing them should take you only a few minutes, and you ‘may wish
to do this rxght now while you are thinking dbout it, ,Hpen you are
finished, please return the questionnaires to me in the self addressed
envelope which I have attached, . '

. A copy'of this s:udy will be availahle in the Cook Lzbraty after
‘At has been completeds And, to help in mproving the library, a specxal
‘ : copy ot this thesis vul be presented to the hbrary staff, «

If you have any questions. please feel frce to contact me in
. one of the following Ways: (a) in the 3rd floor Psychology Lounge,
Stephens Hall, on Monday or Hednesday afternoons, frof 2430 to 4g30;
. (b) by leaving a message in my graduate student mail hox, Room 209,
_ Stephenis Hall,; (c).by undi.n; a message through the mail,

v

- I assure you that your identity as a respondent to this survey
will remain strictly conficential=-that is, all information which is’
apecificany pertinent to you Qs an individual will be coded to

preserve your anonymty. . -
e . ' X look forward to receiving your information in the very near
- future, Thank you in advance for. your ass;stance.
» . - ' ‘ . "
d L 4 [ . s . . d . ’ . ' ¢
< o - oL S Si!'\carely,"-

R A 11 PN

o .
i} PN sm ey N
- AT T U .
. - . LY & e ltdwm v AT ' Ay
e mp gL R w0y '

Jeffrey Reed .

: - Graduate Student . ¢ . ',
. ‘ Lo Psychology Department - -

.o TdWson ‘State College .

‘ .o Baa,t:imore, Maryland 2120&

.
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' . COLLEGE LIBRARY CRITICAL INCIDENT QUESTIONNAIRE - POSITIVE

[
/

1, During the past six montly/, 1.h your use ot Towson State College's Cook
Lidbrary, l"xave you had any benefic}.al or pleasant experiences in using the library?

[N

o yes no
—— .
2, If you have had more thah on ,positive encounter with the library, please
,think of that situation which was most helpful, interesting, or useful to you, in
doing what you .néeded to do 1n the library. Please describe briéfly the exact,
circumstances of that situation, identifying what ham&ened, vhere, about when, and/S .
ot anythmg else relevant for me to erstand the nature of that happening,

-

~ ,:' W .
+ : > - L‘)\.' 4

- 3.. WHith about vhat frequency (on the a.verage) do you use the Cook Lzbrary?

\ onte a month or less e once a week
two or three times. 2 month several times a veek

. & °'1s your yse of the hbrary related’ to thi.s incxdent? yes; . ' no
A 1f yes, please explain hows ‘ A8 ’
. \ .- ‘ . M L, .
: ~ . 3 g 1) Ay
~ S. What is y‘our classifmaunn in college?  ~ . . - S
oL . S . :
i [, i, FrESHTAR Sophonore - ‘ Juniar» . 2 senfor :
. - 'Q*\ B ———— -~ al
at oL PR »6.:.» ~Did you. s:g;nsfex.‘ to, ‘r S.C, ?torn ano:her school? - ‘yess - no . ..
. If yes, ;or how many semestei:ﬂ ﬁ:N'e 'yOu ‘peen-at - T.S.C..: ol o N
.o - I AR
* ' tht is your sex? . I-‘emale ‘ Hale S oL
[ * . N Y N . : -
N ) & '. . to. »
_ . ) Uhat is your xnajor department? R .

NOTEs If there is a seconu positive librarary cxperieace which' you feel is i.mport.am:,
please repottc it on the reverse side of this Qucetxonnaxre. Thank you for your helpl
leturn questionnnre tos Jeffrey Reed, Psyt.holow Departnent, 'r S.{:..K N

A 1i4 - R

. -
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’ ’ COLLEGE LIBRARY CRITICAL INCIDENT QUESTIONNAIRE - NEGATIVE

\

1. ﬁuring the past six months, in your use of Towson State College's
Cook Library, have you had any serious probléems in using the library?

. ' yes no

hd

2, If you have had more than one negative (problem) experience with the
lidbrary,. think of the situation which most aggravated, or hindered, or frustrated
you, while using the library, Please describe briefly the exact circumstances of
that situation, ideatifyinz what happened, vhere, about, when, and anything else
relevant for me to understand the nature of that happeninge

. hy . ,
» . .

’

-

.
- d — "

- L L] - e
Ll

3. Hith about what trequency (on the average) do you use the COok Library?

- - once ‘a month or Less ) ' ‘1 _oncé a.week
-two or three tihes a month ~_ several times a week .
v &4, IS your use of the*m:az\y related to this inc:.dent? / yes;‘ . s~ RO
If yes, plea.se -explam ho.u - - - s, - _ .. e
. L. 5.. What is your classxticamon in college? o : - ~ *
' Freshman ____Sophomoge’ " Juniar R Senior |

o

- 6. Did you transfer o 'r.s c. fron: another school?” yee;‘ " o
If yes, for 'how many semesters have you been at T.S.C, ¢ o :

4

7. What is your sex? Fe'male ’ Male .

»

ICL T 3, Hhat is your maJor department? - ' s P "

44 ¢
am oo

> BT Wy o -9
. . NOTE If there is a seconi negatwe lib.ary experi.ence which you fee’l 1s iﬂpcrt!ant,
please report it on the reverse sitte of this questionnairte, Thank you for ypur helpl
Retutn questionnairke tos Jetfrey, raed. P.sytholpoy Department, T. S c.,

Q ' - . o .
‘ . . . )
) _— 115 - ke - >
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L ]

. msr-'qussnonm‘ms INQUIRY
. 1

* Thank you for completing t attached quextionnaires. The function of this

form is to get your responses and rgactions ‘to those questionnaire$ thenselves.

Your assistance will help in evaluat the effectivemess (or lack of it) of the
questionnaires, and in identifying areads where they need changes. Please feel free

to make any comments which you feel are r evant or helpful. Thank you for your time,

) 8 About how long did it take you to complége the two questionnai_r'es?

Was the length of the questionnaire reaso able? yes no ., vt
. Af no, was its too long too short v
Comments,: if anys — . > koS
- “ B I TR
L o ¥ o T R RO
2. as the nature and purpose of the survey clear yes ¢ ;",ﬂ i no - v e
If no, what was unclear? B
. , . ° i
e / ) !
. 3, [Nas the tﬁe of information requested clear? y€és no - \
' If no, what was unclear? ‘ . .
; .- -
4, Were the questions understandable? . : yes 3 no

-If no, what was the problem?

- . | ;

S, In your opinion, did you have sufficient guidance? yes O
. If no, what else aighd be added? .

ot

\

‘1 ~. .

6. _,st sufficient information given in the cover letter? . Yyes no =~
Was {ts . too long g s too ‘short L
Comments, if anys- . ' ) , . .
o2 v T e
3,3 ’ :
%’“ ) ' i . ’ . .
7. Did the physical format of the questionnaire offér any problems?.
- yes . no .. Comments, if anys “
1 - B S " ' C
- - . .. . :
_ '\8. What is your general reaction to the questionnaires? ' < ~°

N g ’
Y . . . . .
. . — .
. . . S IS
P » o . N
. 8 .
. . . - % B . -
.yt . N .
* . g . . -
. N . N N
f : N
. 5, ¥
3
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' . constitutes 15% of the total ‘data reports.) .

. REEDJLG,

< ' : 12 “July 1975

v “a
. 3

Instructions to Raterss . o L : , .

4 co. * ‘ e R v,
\ Thank you for a;reeing to help me'with this'projecta‘ ' - ",
\ You should find attached to this page the following ) '
1, A sample Questionnaire packet such as that received
" by each subject, including & cover letter, a gray .

Positive incident questionnaire, a yellow Negative

incident questionnaire, and/a Data Form.

2, A General Classification scheme of Environmental

¢ \

Dimensions for College nibrary Environmental

Assessment. (Thié is based upon my manipulation of

. the data,.and is Essentially & forced 1gductrve
arrangement of critical ihcident ard critical factor
reports,) ' ) I

A’Randon Sample of Critical Factor Reports. (This -

3.

4

e

What I have in essence done is to adtempt to create some order,
through my Classification Scheme,’ out of the ckaos of about 400 reports
of particular aspects of the lihrary‘which students either find bothersome

~ or_helpful, Your assistance will offer Some validation (or lack thereof)’

for my organization scheme, ‘ ’ Y
After ypu have had a chance to examine the materials, I would -

like you to classify each of the 63 Critical ‘Factor Reports provided, .

based upon the General Classification Scheme. .That is, to the best of your

ability, I would like you to fit each particuktr report into one (1) of

]
»

the, dimensions and classes available, ~For examples - f‘;\\..

Cade

Ja~. I asked the Librarian it the Information D'bk for . 1. B,
. help in finding 2 book and she was very rude to me,

(Each incident should thus receive a two character code representing the,

position of ‘that incident in the Classification Séheme.) L 8
Please return the completed materials to,me at your earliest

convenience, If you have any questions, pléase contact me.
i . " L N

. /

L)

~

Description of Incident ; e | *., - Glass Assigned i
%

i

3

*

\ * |

. - 1

. . .Jeffrey G, Reed o v :
1

s

131 Stevenson .Lane
‘ Baltimore, Maryland.
telephone (evening)

120“ a

21212.
296-9524 (area code 301)

. N . L
Y . NP LA
> . - o -
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GENERAL CLASSIFICATION SCHEME -OF ENVIRONMENTAL BIMENSIONS
' for COlleEe?Libgary Environment Assessment

‘ ) o ' Jeffrey G, Reed

o
)

. .
L » N .. »

.I. STAFF of the Library (This dimension "includes all staff, both
' professional and non-professional.) ‘
A, Actions taken by personnel (This class includes both positive,

. .;, o0
‘ ' ‘ : beneficial and negative, inhibitive, unhelpful acts,

- * or a failure to act on the part of the staff,)
' B, Attitudes exhibited by personnel interacting with users

‘ (This class includes both pos1t1ve, helpful, pleasant . .
. . . _ attitudes, anq negative, discourteous, and indifferent
. attitudes perceived by users,)
11, .MATERIALS in the Library (This dimension incYfudes all informational‘
' materials, both print and non-print, and the systems of

« access to those materials in the library.) -
A. Availability of Library Matefials (This class includes whether or
. . not particular items were available and why,)

..

L. K . Sources used in Locating Information (This class

»

' \B. Location Systems used in Organizing Materials, and Information
A

includes such systems as the card catalog, periodical
" indexes, the cldssification system, etc.)
C. Quality of Materials in the Collection (This class includes such

: ‘ . ' . characteristics of mdterials as currency, variety, etc.)
III, SERVICES provided by the library (This dimensien includes all .informatiqgn

&

and related serv1ces, exclusive of those covered in. I and II.)

& A, © Hours of Library Service s
P B Borrowing of Materials (This class in ludes regulations, procedures,
e

' ‘eta, concerning circulation of materials,)
C. Access to Information (This class inciudes information services

. accessing information not available in the library.)
.fv. PHYSICAL ENVIRONMENT of the Library (This dimension includes facets of
' 7 the library affecting its use, exclusive~of‘1, II,'III above.) -
A. Equipmeat”in the Library (This class includes its availability .

*
and condition,)

. ‘ B. Physical Design of Fgcﬂ.lﬁles (This c1ass includes such factors ‘
. . : as lighting, comfort, temperature, etc,)
' C. Interactions with other users ’ I

Q " De location of the Library on-‘Campus . -
' L Iy
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“The-Sth floor of the library was quiet, 'so ] was able <

- A library staff member in the Current Periodical Room

h 1 was trying to find information in magazines. and the

N * . ©
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RANDOM SAMPLE OF CRITICAL FACTOR (INCIﬁ%NT) REFORTS". -
From Library Environmeat Critical Incideht Study
. Jeffrey G. Reed

- . . - :

.

Description of Incident *

) Class Assigned
. . /‘? ' ‘by Rater
5 ’ v.‘.\‘: —~— - . .
Doing research for,a‘paper, and none of the books : = =

I needed were on the shelves. ;

' f-made’special arrangements and set aside time, then

drove with my son % hour to the T.S.C. Library.’ . ' .
I arrived to find that it is not open on Friday .
evenings, I was furious! j: g :

In doing research. I have found that there is a veritable ﬁ
-dearth of psychology journals, books. etc. in ‘ I B
c1inica1 psychology. . Ct o ‘ |

1 needed information of form and style for a b1b1iography | N

““and the 1ibrarian at the Informaticn Desk gave me -" .
what I needed. o - - v *

[

to,study, - . ° A . ; >

who had been talking 1oud1y. 1aughing, etc.. was -
very rude and’ sarcastic when asked ‘to be more quiet.

- woman at the Information Desk was very unpleasant
when I asked for help, : .
The Tady at the Faculty Reserve ‘desk was very pleasant = .
when I needed change for the copy machines, * . ..
A female Information Librarian uas very pleasant and
helpful i.’ directing me toward reference ootk . . ‘ s N
and finding information for fy research. . o : i

The‘ReServe BOok Room was entirely too noisy to read. , : “' W
i

“4he bound. vol es of magazines I needed were missing

‘ from'the 1ibrary. . . . S AL -'zii

e

C e
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Code

'vDy-,'

. v

+

)

.

@

[§
a

s

Descript:ion of Incident

L L

help me find what I néeded.

I found a book I needed for a philosophy paper, R
The librarian in the Faculty Reserve Room was very . Loaon
-~ rude, and -yelled at me because I had‘ ent:ered -
the room. to returg“sgme métdcials’ before she

Bt ,g\here. o ' _
ﬁrking places are a.cres avay from the 1ibrarm S .

1 waslusing the 'rea.ching Aids on the 4th floor, and
t:he person working t:here was very helpful and .

friendly.

I ret:urned a library book, and realized only 2 few ' ', .-
minut:es lat:er that I had left 2 t:est: paper inside & B
The female library staff member at the
Circulat:ion De'sk was complet:ely unwilling to help
- me to find the book or t:he paper. '
It is frustrating to otk up- .reference’s in one ‘place
and then have to go to another floor .of the
library t:o get the magazines, . .
The assist:ant: in the Audio/visual Aids area was very ! .
rude and irritated when I asked ‘to borrow t:he u s
earphones for the video Tape Recorder,
I watéhed 2 £ilm on closed circuit t.v..
. I was t:yping ‘2 paper, and t:he lighcs were turned off
3 long time before closing t:ime.
A st:udent assistant: in the Faculty Reserve Room was

" the book,

~

.

4

'

-

" very ent:nusia‘c and helpful.
o The library has & dollar change machine,
The librarian at the Informition Desk gave confusing o
and incorrect: direct:ions for finding a book. - ) g
I took’ bppks home from ‘the library without cliecking.
them out at the Circulat:ion Desk.

N

A st:aff member in thé Educat:ional Mat:eriars Area
L seemed lazy, and was conpletely unwilling t:o . -

Ny -,

»

_REED,J.G. - .
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Random Sample-+~ 2

[

Class Assigned

A
-

~ 4 - %
.

.
Y ]

- ’

[y

L

The library was closed’ one evenirg when I needed t:o

do research.

I liat:ened to some audio t:apes t:o prepare for an exan,

el

12o

.

b

~




Code
Fk+

Go-
Gu-
G2+
Gz-
Hd="

Hi+
‘ Hs=-

ia+

Ia-

Kd+

REED,J.G.

“

Description of Incident
A Periodical Department staff member wae helpful
- 3n suggesting where tq find information,

116

Random Samn;ii- 3

Class Assigned

“«

-
PR

PR

Hd#

The copying machines were out f order, '
| librarian at the Information Desk demonstrated
how to use the periodical indexes. T
fems}c Information Librarian was unhelpful. ) ‘ "
.~ I wasg looking for some magazines, and a student who
1'd neveg het before showed me how to use the
© Periodical Room. ’
The tpund magazines I needed were not on the shelves,
1 found the books I needed for my health paper.
The library has a very poor and very small collection
of books on Black Literattire. .
I found the bodok review article I needed. \ . ; ’
There is a very limited variety of magazines in the, ) :
library on learning disabilities in children. N
A Periodical ‘Librarian explained procedures for finding
’ magazines in the library. B
The female librarian in the Faculty Reserve Rooh insisted
©  that a book placed on reserve by a faculty member

L Y was not on reserve--even though I knoW it was, .
The books I needed uere‘not on the shelves. AR
One of the men at-the Information Desk~showed me the . .

Dissertation Abstracts, and how to use it. - ‘
:;wo of the articles I needed were torn put of the bound
eriodical volumes, L ‘ 2
n Information Librarian helped ne to locate a»specific o,

magazine I needed, ' ! .'ﬁ
. Periodical Department staff member gave me ‘the wrong
infornation for finding a magazine, ~ - SR
- I was fined $1.00 for returning a book 10 minutes late .
~to the Faculty Reserve Room, But it was a, istake,,
~ since. the book had-been—loaned'out for too short a
. period of time. ' . ,
The librarian at the;EErrent Periodical Dﬁsk ‘helped me

to locate a magazine 1 needed. .

~
4

s N

)

;" ;1245 - ': 5‘ “‘ii
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-

she copy machine was bnoken. :
watched, a movxe on closed~circuit t.v. fbr a class,
o students asked the Periodical Librariap for help
in finding materials. She vas very s}rcastic and
_did nothing to help, They left without being helped
after getting ripped, (i was'not involved. just
sitting there reading, watching what happened.) .
A staff member at the Periodical Desk helped me to find .
a nagazine I needed, '
1 was working on a theatre project and a man at the
Information Desk helped me to find some reference
s I needed. . '
find the books I need.in the libtary.

The Periodical Rodm person helped me to find the. magazines

materi

‘-

I needed for a paper on Agings

4

"I was trying to use the Audio Tape Recording Equipment,
but I had never used ‘it before and it was confusing, -

The library has some'good quiet places to Study.

The student assxstant in the Multi-media area was very
helpful in locating some filmsﬁrips { needed,

The Faculty Reserve Room was entirely too hot. .

I was: unable to find the magazines I needed because the
bound Periodical Volumes were scattered all around
the library, o

I.was trying to find a particular encyclopedia and the
Information Desk Libfarian just sort of pointed and
'said,."its over there" then turned around and walked -
away, I couldn't find what I needed. and-couldn't
find him again to’ ask. for more hd[p. !

I couldn®t find ‘a book I needed for a paper, *

. got some very Niseful materials for a class presentation 2

« for, student teaéhing from the vertical fiie in the’
curriculun materials area.' a

. The librarian at the Circulation Desk Was very helpful gpe
and placed a hold for an overdue book checked out
of - the IiQFary. - . -

The library is‘hot.

N Lt . * »
\ . .

Class Assiéned

b~

N

L I '

>,

o}

A’{ P
=



