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- A role. analysis stndy of the uargaret I. King Library
-reference departnent focused on organization of role activities, -
their evaluation by reference staff, and patron satisfaction.
Observation,. interview, and questionnaire technigues wer elployed to
‘(1) obtain staff job history and academic training; (2) imventogy
~activities frol vh¥ch a list of 93 role activities was compiled; (3)

" determine on /a seven point scale using sepantic differential staff's

percepti®hs of activities with respect to importance, "interest,
complexity, and confidence in peérformance ability;” and (4)-determine
patron satiskaction and consensus between staff a&nd patrons regarding
encounters. Patron service, instguction, and skill® -aintenaq9§ vere
seen by staff as highly important; the latter two were considered
most ‘'interesting. Confidence in performance ability varied little

~ between activities.. Clerical maintenance was:viewed as least complex,
‘'and 'skill waintenance and instruction as most complex: staff ue—g
more interested in complex activities.,According to patroms,
librarians determined their needs accnrately in 80 percent of the
encounters and, in 87 percent provided tHeé right amount of

information. The study concluded that role analysis provides insights,
'into effective reference service factors and the importance of the
librarian as teacher rather than as inforlation source. The -
appendices include foras for all interV1evs and qnestionnaires. '
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: S REEE INTRODUCTION: R L
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S Ob]ectives ot . S T | Y
. st . ) . ) o ‘< Ta . "‘ N i A .- ’_,.’ “ . ? I (! .
\ \ ’ coT
\\ N v The overall ob%ective of the research has beéh td study the Reference\
‘ : Departmént of the MIK' Iibrary, using role analysis. The conce/pt of 'rol'h' '
‘ v

Y

. \aqucts of patron-reference staff ‘enco Aters. '

{
i
|
\

*'tefers to the hehavioral perfomdnce of a person. or a catego )

This research has focused on, several topics.‘ the organizat on of role

Fare ~ /

\. ' activities’ in the Refercnce Department. the evaluation of mle actigties

_ -
by the reference staff, and patron satisfa\,ion as it relates ato certain

N
/ {

. - -
1 . , . .

......

-

of persons .

the need to develop procedures for evsluating libr LR

of this or that approach, have been offeted

o . SR
Terminology for Role Analysisg”

Below 1s a glossary of an

status ———g .p.osition' i ‘a network. of social relationships; a status

tic terus that will appear in this?report;,"’//

KS associated /with a repertoire of role behaviors, and it nearly

pd
always is givma leﬁcal identification by role actors.

. ro1e - a socially standardized activity characteristic of a person.

e L. . ) . . . -



‘ / ~ ora category of. porsons. - T, .. '

i

/, specialization -- the degtee of diffetentiation ot role behaviors/
’ |

_— DS
w, - among members of a soqial group. : 1 o

. I S et

- consensus - (l) the degtee to which petceptions of tolf ate shated
/

* ' among petsons enactdng the same role; (2) the degtee to-which a

" role actor and those Yith whom he intexaﬁts(shayé petpeptions

/

. // \\
y ‘

tegatding the petformfnce of the tole.

Composition of the Research Teamﬂ : ! . : '
_ : i ‘ |

[
!

The teseatch team was composed of a ptofessor and thtee graduate

/ Y

students of anth;opology. One of the graduatn stadencs has a macter 3

degree in library science. ,/ S < ‘. \1
Composition of the Reference Depattheng' . o : ;‘f ‘ '\\

At the outset of the research, the reference staff was compcsed off_
71fteen personms: six professional libtatians, a'technical assistant, ano'
_ eight student assijtanta. The staff was teduced to foutteen, in the early

phase of teseatch, when one of the student assistants tesigned

7

F ptofessional libtatians are employed full time in the Refetence

De artment, a fifth librarian worlg half-time (20 hours/week) and the -
sixth librarian's job is dividedwbetween the Refetence Department and Data
“Services. The student assistants wotk patt-time,_genetaily about 10
houts]week. However, one of the graduate students ‘works half—time on

an internship gtanted by the Library Science chool. All the student

assistants, except one, arc library science'majots. The technical -

responsibilities but also

assistant has,secretatial-and-bookkeeping
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\ : '///methods of Data Cgllection S s-ﬁ_ S .
\ y .. /,, . ' . .
4 Da&g were ‘collected during Febtuaty, Match, and Aptil of 1976. The
//\ - first week was spent in casual observation of the’ Reference Depattment s
/o K
7 activities in order to bécome familiarized with the staff and their .-
o// T
,/ o duties.” "In the second 'week, an interview schedule was administered to . ‘QL~

obtain infotmatian on the job history and academic tratning of the Reference “’a

Department s staff (dee Appendix A). This interview accomplished the twin

purposes of giving a profile of the professional quality of the reference

’

staff and of permitting the teseatchers and staff membera to chume better
\ acquainted. ) | | —
’ Fcliowing the.initial two-weék period'of?famiiiarization.'the research
team began to elicit informaticn'on the role activities.of tﬁe Refetence'

J

Department. Three instruments were devised and administered dhting
the remainder of the research effort. Much useful informaticm,continued
to be obtainéd’fram observation and conversation with reference staff '

. members.., The information derived from such informal methods figured very

importantly in the designing and:interstetatiom of the formal data-

7~ ’ e - ’ ' v
collection instruments.

e

The first goal of data collection was to gbtain an exhaustive list

of the job activities performed by the tefetence staff. A fundamental

ptinciple guiding.the gathering of these data 1is one‘that.is_chatacteristic

.

of anthropological reae?rch the informant is encouraged to deScribe‘ﬁis

LY

behavior in terms that are meaningful to him;- xhe—igfih>iewer reﬁrains

5 ,

. .' : , . | . | . ‘ o




| information was sought' (a) sp cialization of the activi y - 1. e., 1f

ot R Y

.from imposing his O*E categories’op-the-informnnt's’comﬁEEtﬁriikwm T
f

' Each member o

,

one of the researchers. A copy of thev terview form is‘s joined‘ss

e reference staff was interyiewed in

Y

_Appendix B, The staff member was asked list every acti ty that he

performs or has performed. For each activity cited by bn informant furthert
v -

the activity is performed by a singlc member of the refe ence staff or by

4

\several' ®) social interaction - i e., if the.activit/ is performed by

an individual acting alone, or if it requires ~gome .kind!' of interaction:

»between two or more persons. (c) the- frequency rith wh ch the activity is.

performed.

-— - ® .

e second'research'instrument built on the datanatheréd in the *

‘previo one., The role -activity. inventories that had been.elicited from

)
.. 'each staff member were collated and a, master list of 93 role activities \

) for the Reference Department was compiled (see Appendix C) The goal of - E

the second ‘round of interviews was to determine the degree of consensus

. among staff members vith respect to their percebtions and feelings about

 the role activities previously*elicited from them. For this, the semantic - \

~

differential technique was used. The procedur? is to have the informant

rate his feelings about something on several bipolarudimensions of meaning."

N

~

Each dimension is comprised of a seven-point acale, the extremes of the

scale represent polar opposites. and the middle is a point of neutnality “~

\

‘between the extremes. _ T

Four dimensions were ‘selected to'measure the consensus of the

reference‘staff regarding the 93 role activities, as follows;

’
A
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- (I] Iinportance = How hn.portant 18 the’ activity to the fun/ctioning
| ef the departmentl e S -
A e T ‘ o b
‘ © 'unimportant : 1mpqrtant I L e
B -3 --2;."-1“‘0 +1 2743 - | {

petsonally? _ . ' .
- A ’ - v
very . 1ery o
~uninteresting mtetesting
e -3' -i -1 0° 42 %)

i
— -

e (3) Complexity ~— How complex ar the ptoecdures and technical skills -

employed in this activity?

_ - very _ . very
¢ o simple & = " complex
Y “, o _ , D] .
© =3 22 -1 0 41 42 43 .

’

(4) Confidence - Hov confident are ‘you“of your ability to pctform .

c this acti\dty? . S o .
B —J\ very ' | ' very- ‘ . : .

insecure o - confident

— =3 - -1 0 41 42 +3 .

L]

Staff members were asked to evaluate all of the 93 role activities

P

of which tl:ney had knowledge. . . .

- The--188E- inatrumeut--—o-f---daéa-- dollect-ion ’was-design/ed to determine (a) the

iibtary.pattons' gatisfaction with the reference service, and (b) the
\ :

di gree of consensus between patrons and staff membets regarding 'cett‘ain ’&sf-

~

iits of thefr encountets. 'I,'he 1ntetv1ew was conducted in two parts, a

que tionnaire for the pattons and a questionnaite fot the reference staff

(see' Appendix D) “Information tequested 1n the two questionnaires was

1y T AN
" )
. L, .

‘

(2) Intereat -= Is this Activity mtetesting or unintetesting to you T

Y
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b

pii’t‘e‘d"‘?‘ﬁrt-consensua besveen patron and staft lTnbe"aﬁn éacb eneomi:et
o could be appraised. The reference aervice encountr: survey vas administered

i1 a sanple of randomly selected hoqrﬂperiods, during'a.week'é tigg. Ninety-~

-~
.seven paired questionnaires were obtained 2 'f- e C

el Analzsis-of Data - ot T

Data obtained from the formal’intetviev procedures deacribed abové’
wéfe submitted to several kinds of statistical ‘analysis. The nature oﬁ g

the analyses and results are described under the folloﬁing ruﬁrics“ (1) the o
® - o

- organizati?n of isle activities in the Rnference Depattment° (2) role ac~

Ty

_ tivity evaluﬂtion° (3) patron satisfaction and patron-ataff consensus.
- o THE‘ORGANIZAIIQN .OF - ROLE ACTIVITIES IN THE RLFERENCE DEPARIHENT ,///ﬂrJi’

i - ~The scalogram (Table One) shous the'distribution of‘the‘93 role
- v activities plOtted against reference staff nembers, Tﬁe professional
2 librarians are set off from the. non-professional (student) staff; hovever,
the library acience stbd who works 1o th; Réfetence Department half—time .
on a graduate internship has been placed witﬁ'the professionals becauae - ' ~/
the activities she performs more‘nearly resemble thoae of the profeasional |
staff thanwthe non-professional staff' “The activities are signified by the
~wmnunbering-syatemaused—in—thewkeferenee~ﬁetivity Inventory (Appendix ()
tough estimation of thé frequency vith uhich each activity occurs.-a coded
beneath tbe scalogram. (The acalogram merely records: the perfotmancé of _ .f
L activities ingross terms A truer calculation of the diatribution of

y 7

- activities ﬁould estimate the percentage of total gorkrtime Lhat each pakson
// ‘devotes to each nctivity, but such s—calculation would have been very dif‘i- AN

< cult to tabulate.f‘
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’’’’ i “"‘A tﬁst“i’n’sttei"”o’f“inféi'é"s‘t is “the~ n\mber of sctiv:[ties perfomed by
SR each stsff membet, as indicated in Table’ Two T T — 4
/ S 3 “ : TABLE ’L'WO_;;'- ) /__./ . ‘
RS ; . ( ot T . » . ; - : ) i‘s
.‘_;, - i ) Number aﬁd Percentsge of Aciivitics Petfotmed '
-;‘i".‘,-'.' - : - i / “ o
T Lo o o ". No. of act vities . ?erceng;_age
" SR _Staff -Me‘t : perfo d . of totsl
@, e : ' ""_-- " K . .. )
: RTINS # ¥ A oo . ,-67 o 72 o L
. R G T SR 66 .
AR R 2 I PR Y A PO .61 ' ‘ ‘o
- P14 ! .55 LT 59. C
. P8 e 80 W .o Sk Lo
o .. k2 . 68 toosz T
- L Pl1 - C -48 o Y 52. - ;
. . N P6 - w _\_‘z 44' ‘ ) » . - . 47 ; . .
S 5 B Y ' -
L. . . P4 S o < 41, . Y 2 T .
. ! L. P 39 N - : 42 S i S,
. . P7 i - . . o . ‘ -.'..‘ 32“ ..- . ‘;’o{ . ) 34 . o “ - Q .
. P10 R - R 31 .- -
P5 \."' oo 26 26 L r
. R . - ) R L. ) . ' A . . . . Lo !
o ‘- 45 5 v x = 49
A numbet of conclusions may be drawn ftom this disttibution. as.a " -
general tule, the ptofessional staff (including the‘ gtac_lnate intem) pet- '
fotm a majority of the 93 activities, 527 and mote, whereas the student
U ] |
assistants perform’ less than half the activitie's. P13, a ptofessional
librarian, is the exception in petfoming 452 of the activities, but t'his
person. shm:es duties-- beWoen~-;he-~Re£erence kpattmnt—a‘%ﬂs%eﬁieéh——~~—f--%-j-
Student assistants perfoming the fewest activites ,ate those who' wotk
Ceooe ptimarily nights emd weqkends. Copsideting the teference staff collectively,
oo _ N
-‘the average numBer of activities pterfotmed by staff members is 46 (abz) .
j
The technicsl sssistant, P3 carties out a high percentage of activities
° ) . ) . ‘ " -
(61%). - ‘. . . - . . ...“ \ [/ 20

11
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e & . )\ -' ' ) ° . » b
- Tcount*at the”“freq‘“‘—*uencie’s of acEIvItfé”E is indIcaﬁ In the f(ﬂlow- - ;
- ing table. - ’ I Aﬂ . i\-. I g;
-;—-_‘-..:....... \‘\\‘ . ‘ ?. - . . Jl . ) a . . . -
. « ;N . . L . vo ' 7 o . '. e s
«f Lo . TABLE THREE - B
' . - Activifles in Terms of Reported Frequency
.. S S T " Raw score fercent;f
.~ . Activities occur: ‘daiI&'. S \:. 34 S} . ¢:': ]ﬁ..
E at least oncefaeek : 1% s s
. J .' less than once/week - * 44" SRy ]
: - : . no longer occurs "1 , N
o 93 - . - 100
LA Ty ° : ‘ .

Ay

- It is-noteworthy that activites occurring on a daily basis usually have
to’ db with services provided to library’patrons and ,ith 'housekeeping

tasks. In general these are the least specialized of the activities, any

[P

N "“staff menber may perform them. Actf%ities occurring with less frequency

’

have more to do with the administration of the Rgference Department and

. - . with its relationships to other li@rary departments and functions in the

_univetsity system, These activities are the relatively more specialized
.ones, a few persona, or perhaps only one person.qperform them. The

scalogrhm (Tahle One) shows those activities which are relatively specializeo

e

T <and those~¢hich are. not. SEE < '. ~ | T - o T

The infotmation contained in Table One has been submitted to a correla-’

7 . tional analysis. Using Driver 8 G a coefficient of agreement, the
i .activities of - each\staff member have been compared with those of every

other staff'member. Driver 8 Gis .8 derivative of the more familiar o ,,w?f

/ c e e

f‘thk~correlation coefficient. .}t differs-from_rhkvin»that-negative traits\ N

\ . a . . .~ 5 J

. . . . N . “ o oo <
. : . : , " s :
. - . . f .
. . ) . . . s




10 o

that’are shared by-the cases being;compared do not figure in\thc\cal-
© dulation. T§e~D¢1retfs G coefsicieat measures the degree of agreement o

3 - ‘-'rbetween the positive traits of casesJ It ie'always positive and varies . \. -
between .00 (zero) and 1 00 (unity) "The, formar 1is eomplete lack of

\‘agreement and the latter 1s perfect association. o ' T
s ¢ (
e o The tesults-OE using this procedure are ohawn in the matrix (Table
A - '

" . “Four) ~ The c01umn of nunbera 1n the right ofvthe matrix is the average B

. ': G coefficient for'each staff member.. Examining the mattix ‘ond 1s imme- . ‘
diately otruck by the fact that a11 of the acorquare rather high, toe‘ ‘ '("

. - lowese ooefficient,..49, is obtained between P8 and Pio. bezwecn Pl ;nd

., . P7, aﬂd between Pl and P10. This ref;ecto the differencea between the ' .

i
re1ative17 broad diatribution of specialized and unspecialized activitiea

of two profeeaional librariama, fl and P8, compafed with the atudent

A

PR | asListants P? and .P10, who perform a mnch oarrower opectruu'of re]atively

" |\5,
unspeci.lized activities..

.

: /
- . The highest:G coefficients are .89 between student aesistanto. P9 and -

| Pa, and .88 between Pl4 and PZ and betwoen P14 and P11, all’ profeeaiOnals.

This 1s quite gignificant. Ao will be made clear ahortly, P9 and Ph by
»
their ahared eccivitiea repreoent the 'coro of, the non-Profoooional otaff.

In 8 linilat falhion. Plk P2, and P11 reproaent by their shared activities

.

the 'core' of the professional staff. : "

I

b Connideting the mean G coefficients tor each individual, Pl tHa head ‘J

~ of the Rcferencc Department, has the louhot neen. This 1s explained by -
.‘ . . the fact that Pl has many\specialized adminietrative ectivities which nb

other staff member performs -Indivioualovwith the highest mears, P14 and |

P2; are professional gtaff. Their role activitieo most closely agree with

- ’ - '

_ ¢ .
- 13 o Lo




. . TABLE FOUR <

v

. ‘i, Correlations among staff members by éctiv},ties_’(priver-‘a G 'clpeﬁ‘ticieﬁt) /

(/) | -|r |r1r2fr14]p2 9131' p13/ P8 |3 |p6 75, [P |27 |P10] 25 | Average / .
' Ter | - [.72].65].60] 64k 71.67] .60] .63] .54] .63f 4] .49} .50 569"
* L fe] |- [l aa e[ sl 77 77 2] 6] 69] . 57) .58 50} 644"
~ " 371 N I '—. .‘8? .881.85].84].73].74].76].75].68| .60} .65] .703 -
B 1 1 - es] e .79].76] 80| - 26] . 78] . 72|.63].63| .708
e | - |.80].78].72|.76].78} .75].68| .63} .60| 690
. | | R S ) I R e B .56.64| .675
| |- s 1 |- ]e9].70].65].67].59].49].50] 641
SR | X3 I 1 | | |- |s8of75].77].67].68].60] .658
e [ B U1 -] ee]e )62 .75|.65| .674
P9 11 LT T-eo]-86f.77].76] 695
Tea| | | _ 3 11 - 1- 1] 77\70 691
iz | | DU O O - .75].66 .621 | \
(\ . P10 14 | o - fs) weos |
| f'é‘sh | 1.1 RN R I I I 11
PR Matrix Av. ‘= | .654




R =12~ =0
-
the role activities of all other staff members, ptofessional non-

ptofessional. The mean for the entire mattix is .65&.‘ Four /profes-—
sionals, four student assistants. and the technical assistant lie above
the mean‘fot'the'mattix; other staff membets fall below.

. In Figute One tole activity sharing is teptesented diagtamaticall'.

The diaggams were constructed from the Drivet 8 G coefficients (Table our)

by detetmining for each staff member the other staff menber vith whom ete‘
1s the hig'"st COefficient of shating. For example, P1 is most nearl '

associate with PlZ with-a G coefficient of .72; P12 ié‘nost neatly ass o—

ciated\\ th P14 uith aG coefficient of .83 and s forth. This proce

‘resul ed in"tqg\gtoups. The uppet group is the ptofessional staff,' pl
the .taduate(student intetﬁ} the lowe gtoup is/the non-professional staff.

inc uding the technical aasistant., The double7sttsnded relationships

P11 <‘—>, P14

mutual sharing of activities. The subgroup oé P11 2::> P14 S P2

— P2 and P9 .a___li P4 ipdicate a very strong

perform activities which are centtal to the\professional staff The subgroup
of P9 — > P4 teptesents the core activities of the non-professibnal
staff The activities shated between the staff members\of each subgroup

L.
aré 11sted as follows. ‘ | ' i;\;‘jf - )

”‘ A. Ptofessional core activities: 4, 6-7, 9—10. 16-15, 18, 22, 23. 35, .

\

61-62 44-45, 69. 51-52 54, 5~58, 64, 66-67. 70, 73. 77. 79-&*.¢

87-89, 92-93. T B ’

B. Non:professional'cOte activities: 4, 6-7, 9-10, l&-le 22, 23,

35, 41, 45, 50-56 57, 63-66 66-67 70, 72-73. 77, 79-83, 85-88.

Twenty-eight of the activities in these two 1ists are shared, indicating o ’

. a considerable overlap in the core activities of the ptofeasional and

non-profeasional staff. 15 , . . .
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- o o =Ly
- A staff member in é&ach group~-~ Pl dmong the professiona}s and P3

; , o L
among th 'nondptofessionals--is one link|removed from the core. This is

/
A

and P3, the

"~

easily 'ccounted for, Pl head of the Re erence Department,
techni al assistant, pefform a numbet of specialized activities in rela-

tion fo theit tespective gtoups.

-

Hhat are the policy implications of these data? Ft' the standpoiht

of ole analysis the rematkable characteristic of the Refetence Department

\ .is the dack of cleat dematcation of role activities-among different status

P sitionﬁ Roles do not segregate to any great degree among‘the-diffetent '

’ _ iéftus positibns of-‘depattment head'.andi'assistant hé;d' ::fechnical T
| ssistaht' prbfessional staff' and- uon-ptofessional staff' The

' /Refetence Department 1is a small organization. To perform efficiently all
B ' sta fimemhets must join‘in-the yeoman's task of serving the public in a f
vatiety of'tole capacities; It cannot be tecommended that a rearrangement
‘and increased speciaIization of tole activities among staff memhets would
enhance the eéfficiency of the tefetence service, This conclusion holds

_ 80 long as the role activity inventory of the Reference Department and the

o size and composition of its staff remain constituted as'they now are.

ROLE ACTIVITY EVALUATION ’

} As noted'above the research nade use of the semantic differential

technique to identify the refetence staff assessment of their activities
in tetms of four dimensions. These dimensions are importance (of the
activity to the depattment),.intetest, confidence'and complexity. The
'fefetence staff evaluated.activities wvhich they themselves.pérforMed. -
Only those‘activities which were evaluated by at least seven staft membets

17 ’ Ny

N
-
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u
>

_were included. This section of the report will present results of the

- consensus among the staff and converselyia high score would suggest a

= I S

J
/

analysis of the semantic differential data.
/ ’ |

Mean Semantic Differential Scores

// +
. . N - | ' . . ' “
’. TLe'mean scores associated with each actiyity are indicated below
in ranked lists. The mean score is supplemented by the variance score. i
variance score indicates the.extent that the various ratings given by

staff_mémbers were dispersed. A low score would indicate relatively_hié

vhigher level of disconsensus. The activities, of course, were derived from

- ohe of the ,early interviews and reflect with limited modification the

- °
A .
'

terminology used by staff" members. S ‘-

<

In reading the following tables it should be noted that responses could

range from plus three (+3)Qto minus three (~3). Further each table,includes

%

a summary which indicates range, median-and'mean.
) &

To obtain a élearer understanding of the results of this component of

the inquiry the specific activities were grouped by a member of the re-

" ‘search team into categories vhlch reflectfrelated»functions. These func-

Ll

tional categories are instructional activities, skill mainterance activi~

ERE
i)

ties,'patron service activities, maintenance,activities and surrogate ac~

tivities. Instructiopal activities are characterized by explicit-teaching

la . \

’functions. skill maintenance category consigts of those activities
. which would re ult An- up—dating knowledge of reference tools. Patron

' service’ activities all deal with the provision of information to depart-
- \

ment clients. Patron service activite. which aré explicitly instrue-
)
tional are included in the instructional service category. The main-

. o,

18




7.

u 8."

9.
10.
11.
12.

13,
14,

‘150‘

16.
17.

18.
19,

~Ansyering strictly factual 'qu“eahtidns.

~16-

1 ¥

It
H

. TABLE FIVE

3

List of Activities Ranked in Terms
of Mean Importance Score.

-

Training ptudent aaaistantaj;

etc.

Referrin reference queations to more experienced .

staff.
Answering. ready referegce questions.

. [
Orienting c1ient8'to the layout of MIK.

’Studying reference materials and becoming ac-
'quainted with new item.

Teaching students how to determine proper subject

~headings in card catalogue. oY

Ansvering "how to use" queetiot;az )

Giving to.ura tovfresvhmaln’ atuden'ta 'on'library uae. ‘

Interpreting information on catalog carda.

,_~Meﬁng requests t'o find aource materials on

particular topics. -

Pureuing search queaticna away frcul thedesl.;.

Looking out .for people who"a'e‘am- to need help.

Anawering directional queatioua.

»_Answering telephone queations. 5

Standing by for desk duty (substitute for abaent
etaff member or aaaiat during heavy work period)

Anawering library policy queationa. '
Watching the deak.

{Lj;:

R

v

X 2
¥2.8 (0.2)
+2.7 (0.4)
+2.7 (0.6)
+2.6 (0.8)

-%2.5 (0.5)

2.5 (0.9)

LT

+2.5° (0.9) "
2 4 (16)

+2 3 (0&5)

42,3 (1.1)

- +2.3 (1.3)

+2.3. (1.1)
2.3 (1.6)
+2.1 (1.0)

42,1 (0.9)

+2.1 (1.5)

+2.1 (3.4)

C+2.1 (0.7)

/
(.

42,1 (1.0)°

s

eap_';ao& -;ﬁupxls

L



"Referring questious to branch library.z

. Helping handicapped persons obtain books from
the stacks. :

'Consulting catalog department personnel about
card catalog problems,. such as blind references.

. Answering,questions on . library procedutes, e.g.,
what -to do if book not'on shelves.\

Attending reference sta§£ meetings.
Pieking up psyroll checks.” "’

‘Starting students on a paper. . - Y

:1- on order or still being processed.-
48. Reshelving books._ |

(I B
Aﬁ@ Supervising reference room (inventory, house- o
by keeping. exce). R o , '

Trouble-shooting problems related to tedhnical
services.> .

Resding shelves.'

Distributing campus'guides; maps, and library
\ guides t?'theipublic.‘ ‘

.h

'--Assisting customers £111 out request cards for items

’
’

Signing QQEJ}tems kept at desk for building use..

~ |Verifying bibliogrsphic information on green order
\slips.

35. Supervising b;bliography room (inventory, house~
eeping, etc.).

- 36: Servicioﬁ"Xerox machine.

-

37, Closing reference room at oight{

. 42,0 (0.8) ,
4.9 (0.8)
+1.9 (1.9)
+1.9 (2.2)
+1.9 - (1.0)"
+1.8 (2.2

) A
+1.5 (0.5)-
+1.5 (1.5)
.4 (2.0)
+1.3 (1.9)/
E,},_(z.?) _
1.1 (0.8)
+0.9 -(0.8)
+0.8 (2.8)
+0.7 (2.9)

40.6 (2.4)
’40.6  (2.5)

9AF31T803 AT92I8A3PON
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38.
39.

-18- : .
-~ 4 A.".
Cloping bibliography room at night;u +0.5:- (%.3)

Keeping tally of questions received at the desk.  +0.4 (-3

C e .‘. 9\

- . .. . . A‘ .

4 ;
Paging patrons who receive phone ealls at the ? )
library. - _ «0.1 (2.7

Enforcing rules against eating in the library, . ' ’
bringing animals into the building, etc. 0.2 (1.4)

Tending Interlibrary Loan truck during hours when '
Inteklibrary Loan is closed." -0 4 (2 k)
. s i ! —— - . . - . . :
Takingfp one c&lls'qn_peta Services linme.” . . =~ =0.5 (4 9)
L N N : . )
.' ’ ‘\'l\‘l‘ . : ‘%' . : ’ ' P . iKY
. (i CEE R
o /Ll 1 (2. 9)
one, for Instructional Services. and AIDS. -1. 3 (2.3)
?

RN

R
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IR _TABLE SIX. _ C R
} W/
‘A List of Activities Ranked ia Terms
v : of Mean Interest Score

. ‘ = 2
o : X 8
' . 1. ’}ursning search questions away from desk. = - 42, 3 0.7)

- 2. ;Studying reference materials and becoming acquainted .
. with new items. , . L ’V +2.2 (2’2)g
S T S ' a . .

) I f’”gg' . . o & . 'j> R : .

3. Ahswering "how tO'use" questions. - .+ 42,0 (1.9)

4. Answering requests to find source materials on ' - ' .

o particular topics. : ) . +2.0 (1.0)

5. Answering,ready reference,questions. +1.9 ‘(0 6)

A L 6. ‘Answering strictly factual.questions; o “+1. 8 (0. 65
. 7.4.Lcoking out for. people who seem to need help +1 7 (1 2)

8. Answerins telePhone questions. - M S ,+1.6 '(0.7)

» 9., Startins students on a paper. ) ,- : S i+i;6l (2.1)

v . : ‘ o .
10.. Training student assistants. L » +1.6 (3.4)
11.‘vGiving tours to freshman students on library use. ' +1.6 (2.3)'-‘
12. Referring reference questions to more ex- : :

. perienced staff. = , ‘ o +1.4 (1.0)
* 113, Teaching students. how to détermine prop5F supject ‘3?,’,
headings in card catalogue. - . +1.3 (1.9)
. . o
14. Teaching use of card catalog, peribdical indexes, o
. . ete. - } , +1,3 (1.9)
«y 15. 'Attending reference staff meetings. - |  +1.3 (2.9)
q - ) | '
'16. Interpreting information on catalog- cards. ! +l:}f*(0.9)
i e : : ' i ‘ * ! v \ :
. . ‘ ‘ - ' SR : . o
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17.

" 18,

19.

~ 20.

21.»"
" guldes to the public.
22.~.0rienting clients to the layout of MIK. 4

23,

24,

25.

26,

27.

28,

29.
30.

- 31.

32.

-Trouble-shooting problemsnrelated ‘to technical
. serwices. .

zAnswering library-policy,questions. '

-items on order or still_'_being' progessed.

R ——— e o R SRR T

Watching the d K. )
Standing by for uty (substitute for qbsent
_staff member or assis during heavy work periog_

\

Referring queations to branch library.

Distributing campus guides, maps, and library

149
L4

-

s e .
[

»
Consulting catalog department personnel about

card catalog, problems, such as blind references.

3

R

I
}
A

8 (1.4)

.+o:§ (2.6)
0.8 (1,2)
£0.6 (1.4)
40.5° (0.6) -

‘+o.4‘ (1.9)
1.2 (1.1
0.0

(1.0) -

Answering questions on library procedures, €.8., what

to do 1if book not on shelveé.

Helping handicapped persons obtain books from the -

stacks

S
Answering directional questions. ,

Supervising reference room (inventory, house—

~ keeping, etc.).

Picking up payroll checks.

-

Superviaing bibliograpﬁy room (inventory, house-
keeping, etc.) i

Keeping tally of questions_received at the desk.

Assisting customers fill‘out request cards for

[}

23

’

By

-0.3

:-016

=047

. =0.7
-0.8

-0.9:

(1.2)

(3.1)

(2.4)

(2.3)

5.1

»(3.3)

(1.8)

'(105)";‘;"' '
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( '.r X ’.
E e : » . o . . o
33. Taking phone ‘calls on¢Data Services line. -1.0 (3.8) |[¢
o S - P - - C .
: P ) . ) .' : N N N - - ; N
- : S— . e . s o l : LN : 't. , -
34. Verifying bibliographic information on green . : I
' ‘order sliph. . T -1.1 (2.1)
. . ,. ° R N / . * -.
35. Closing-b-ibliogréphye room at night. - ' P -1.2 (1.7)
*36. Reshelving books. R A
37.. Closing* réference toom ‘at night. o -1.2 . (1.7)-
" 38. Servicing Xerox, machine.” oot T =L3 (2.4)
39. .Signi'ng"out\ items kept at desk for building use. -1.3 (2.4)
40 Tending Interlibrafy I;oan truck durix{g hours when  ° - .
Interlibrary Loan is closed. - - -1.3 (2.0).
.- . . . .
' 41, Ansivering phone' for Instructional Services and AIDS.-1.4 (1.8)
42, Paging patrons who receive phone calls at the - _
43. ‘Enforcing rules against eating.{n the library, - : P
brifaging animals into the building, etc. -1.9 (3.0)
44, Stra:'lghtening#;:hairs, etc.. . . .o -2.0 (1.5)
45, lieading shelves. . . o o | ,  =2.2 (L3)
. ’- ' 4 ""0 ’
Sumhary ‘ : B .
° . .Range 42,3 to -2.2 =+,
' Median +0.2 ~. . .
r‘ (+. 18 ° o ; ’ f‘ - . -J
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-

10. .
11.

"lzi

i3.

14,

s

16.
17.

18.

1.,

. -22-
- a
TABLE SEVEN
" ‘A List of Activities Ranked in erns \
) ~ of Mean Confidence Score
‘/) 0' ‘/
. 3. .
) S _X ‘sz
K / '\.. : '
Picking up payrall checks. . W”+2,9 (0.1)

: ’ , ) ,
Straightening chairs; etc. +2.8 (0.3)
Signing out items kept at desk for buil ing use, +2,7 (0.4)
Reahelving booka._ +2.7 (0.4)
Helping handicapped peraons obnain books from :
the BIZQCkB (2 - ‘ +2.6 (0.4)

[ o : o E . _
Anawering directional questions. ' +2.6 (0.4) -
Closing bibliography room at night. +2.5 (Q.S)
Supervising reference room (inventory, houae- Dty
keeging, etc.) 4 ' o +2.4 0 (0.9)
Reading shelves., | | “u+2;4 (1.0)

-+ Referring . refgrence.questions to more experienced o
staff., +2.4 (0.5)
Supervising bibliography room (inventory, house-

- keeping, etc. ) : 42,4 (0.5)
Orienting c1ients to the layout of MIK. +2.3 (0.4)
Giving tours to freshman students on library use. +2.3 -(1.1).
Tedaching use of card catalog, periodical indexea,
etc, . +2.3° (0.8)
Distributing campus guides jps, and library guides’
to the public. ' : +2,.3 (},1)
Interpreting information on catalog‘carda. C+2,2 (0.8)n
Closing reference room at night. | +2.2 (1:2)

‘ Anawering ready reference questions. . 42,2 (0.5)

25 -

0
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Answering strictly factual quesciong, 4 AR
2, ’

- 20. Pursuind search questions away - frqm the desk. ;
e 0 ‘

K 211 Watching the desk. 3 <
. ’ . R o -

Answering telephone questions. ~,

on ofﬂer or, sti11 being processed,

' ,,_24“ Tending Interlibrary Loan truck during hours when

Interlibraty Loan is ‘closed. ) %
25, Training studentuassistants.
. 2%. Studying reference materials and becoming
acquainted with new items.
<27 Keeping t;lly of questions received at the desk.
28, Answering questions on library procedures e.g.,

- ] what to do 1f book not: on shelves.

29. Standing by for -desk duty (substituté for absent
staff member or assist during heavy \w

30. Attending reference staff meetings. .

) Starting students on a paper.

32. Answering requests to find source materials
on particular topics.

33. Answering library policy questions;

' 34; Verifying bibliographic information on green
) order slips. .
-35. Teaching students how to determine proper

subject headings in card catalogue.

36... Answering "how to use ' questions.

4

37. Looking out for people who seém to need help.

St

c.

.
?..‘/;f\
=7

. -

+2.1 (Ovd) |
'42';_1"».(0.'5‘)\
‘ :"2.1 (1-0) - '
N !
5
-‘.,w.;*
+2. 0 (0 8)
- 2, 0 (0. 9)
42,0 (1.4)

4.9 0.7) "

Aasisting custometa fi11 out. request cards for items )

+2.0 (1.5). ‘

_ 42.0. (1.1)

+2l0. (1.5) ..J

+2.0 (0.8)

ork period) 6/‘+2 0 “Ql 8)

2.0 (1. o)*«
-3-1.9 (0.6)

#1.9 +(0.6)

+1.8

o

1.7

" +1.8 (1.1) -

+1.8 (0.9)

+1.8° (2.2)

"

d £18u033s
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19.

.\,. .:,‘ "Zbﬁ

22.
23

24,
25.
26.

27,

:28;

29,

30.

21l

31.

=23 ‘

Answering strictly factual questions. - o ' +2.1“'(0.4).'
Pursuing search questipns away from the desk, . +Z,1 (0.5)
' Watching the desk. N / LT 42,1 (1.0)
R ‘ - ) " \.‘ . ) 3 . . - ' S :
Anewer:lng telephone questions. .. -~~~ . . +2.0 (0.8)
Aseisting cus tomers fill out tequest catds for 1tems
‘on order or still being processed. S '+2.0 (0 92
Tending Intetlibtary Loan truck during hours when
, Intetlibtary Loan is closed. " N . +2.0 (1.4)
'Ttaining student assistante.v; : o +2.0 1.5)

, Studying reference materials and becoming

acquainted with new items. = : +2:0 (1.1)
Keeping tally df'questioes,teceived at the desk. fZ.O (1.5)

Answering Huestions on library procedures, e.g.,

- vhat to do 1f-book not on shelves. : +2.0 (0.8)

Standing by for desk duty (substitute for .absent e
staff megber or assist 'during heavy wotk period) +2.0 (1.8)

'Attending tefetence staff meetinga. s ‘ +Z;°l (1.0)
7 . v
.Starting students on a paper. . . +.9 (0.6)
Answering regquests to find source materiala - .
on patticulat topics. . +1.9 (0.7)
' Andweting ‘1ibrary poliey questions. A v 4109 (0.6)
H*Verifyipg‘bib}iogtaphic infotmation on gteen . .
otder«dlips. : +1.8 (1.7)
S ' &
'”Teaching students hqy to determine proper
subject headings in card catalogue. - . - +1.8 (1.1) .
Answering "how to use" queations. o +1.8 (0.9)
| Looking out for people who.seem.to need help: N j' 1.8 (2.2) °
27
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.38. Referring questions to branch library.
39. Consulfing catalog debattment personnel about
. card talog problems, such as blind references.
40. Taking’phoﬁe calls on Data Service lime. -
L
41, Answering phone for Instructional Services and
» AIm. .
42. "Enforcing rules against eating in the library,
bgiaging animals into the building, etc.
43, Servicing Xerox machine. _ A
" 44, Pagihg patrons who receive phone calls at the
libtary. ,
45. Ttoubie-shooting ptoblems telated tad technical
services, _
R |
S o
Summary -

Range' +2.9 to +0.3
Mediad +2.00
Mean +2.06

+1.7

+1.7

+1.4

(2.0) -

(1.0)
(2.5)

(3.8).

+0.9

+0.7

+0.5

1)
-(1.7).

(3.8)

(3'5)i
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11.

12 .

13.

14.

15.

16.°

17.

- -25-
TABLE EIGHT

T ‘A List of Activities Ranked in Terms
of Mean Complexity Score . )

Q

< " .- 2
‘ —_— 8.

Pursuing seatch questions sway ftom desk. . .,» +1.8, (1.0)
Ttouble-shooting ptoblems related to technical . oo
services. , 3 . : +1.5. (0.9)
Starting students‘on a paper. . o . : f'-+l.5_ (1.0)
Answering requests to find source matetials on : )
-particular topics. : . +1.5 (1.8)

.. N - :

‘Teaching use of card catalog, periodicals,_ ‘
indexes, etc. . : - +1.3 (0.8)
Studying tefetence matetials and becoming ’ )
acquainted with mew items. © . +L.3 (0.6)

j
]

Teaching students how to determine ptopet subject
headings in card catalogue. 1.0 (0.7)
Interpreting information on catalog cards. ' 540.9 . (0.8)

. Answering'telephone questionsin : g ' ‘E+O;8 (1.4)
Giying tours to freshmen students on library use. +O{8 (2.2)
Consulting catalog department peraonnel about _ ‘ §
card catalog problems such as blind.tefetences. +0.8 (1.0):
Training student assistants. o o +0.8 (2.8)‘

‘Answering strictly factual questions. +0.8 (0;4)'f
Answering ready rii:tenge questions. +0.8 (1.0)
Ansvering "how to Use" questions. o S, T40.5  (1.1)

AOtienting clients to the layout "of MIK. ; +0.3 '(5.6)
Answeting library policy questions. _ . 40.1 .(3.0)

‘a

29 .

2
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1 19;
20.
© a1,
22,

23‘.,

24,
25.

26.

27.

28.
29.

30.

31.

32.
33.

34,

_ Referriné-questions'té\branch library.

8

A

“

‘w“Referring reference questions to more experienced

staff.

'—A. )«~ : . -
&
¥

Attending reference staff meetings.

e

Looking out for people who seem to need help..

Watching the desk.

Verifying bibliographic information on [book] :
order slips.

_Answering questions on libratry procedures,

e.g., what to do'if book not on shelves.

Standing by for desk duty (substitute for absent
staff member or assist during heavy wdrk period).

’Serviciﬁg Xerox machine. '

Paging patrons who receive phone calls at the
library.

Taking phone calls on Data Service 1ine.

Helping handicapped persons obtain books from
the stacksg. :
Supervising reference room (inventory, house-
keeping, etc.). :

Assistinébcustomers f111 out request cards for

- items on order or still being processed.

Reading shelves.-

Answering directional questions.

Answering phone for Instructiohal Services and
AIDSo : .

30

0.0 (3.3)
0.1 (3.2)
-0.1 (3.7)'
<0.2 (3.5)
-0.2 " (3.0
0.3 (2.1
-0.5 (3;3)w :
-0.5 (2.5)
0.6 (2.1
-0.6 (3.9)
0.7 (3.3)
-0.9 (1.4)
0.9 (2.3)
-1.2 (2.0)
-1.2  (3.1)"
-1.2 (2.0)
-1.3

(2.3)

Texnay
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- 35. Tendin Interlibrary Loan truck duting4hqura _
E when Ingerlibraty Loan is closed. ¢ -1.67 (1.7
. o . \
36. Supervising bibliography room (inventory, houae- . A
" keeping, etc.) ‘ =1.7..(1:8)
- . '37. Enforcing rules against eating in the library,. i S0
) "~ bringing animala into the building, etc. -1.8 (1.1)
38. Closing bibliography room at night.v‘ | -1.8 ‘(143)
39, Closing reference room at night. o » - =1.8 (1.1)
+
‘ & . : . ’ . ? .
40. Distributing campus guides, maps, and library ' '
guides, maps, and library guides to.the public. -2.0 (1.5)
41, .Picking up payroll checks., -2.1 (1.9)
42, Reshelving books. | -2.1 ‘(1.0)
43, ‘Signing out items kept at desk for building use. -2.2 (0.6)
44. Keeping tally of,questions received at the desk. -2.2 (1.3)
45, Straightening chairs, etc. =2,6 1 (0.8)
i
Summary o
Range +1.8 to -2.6
o Median ~0.3 , . ‘
- f ' Mean  -0.35 ‘ !
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‘correlation (Table Ten) appears below.

_gg-

tenance.category includes'thOse activities which might be described as

- housekeeping f ctions; The last category'labeled'surrogate functions

.'.

consists of activities that the efereA’p department perfnrms fbr other

departments.

\

The analysis of the aggregated mean scores ‘in terms of the fonr'

-
: dimensions is indicated in Figure Two and Table Nine.

The instructional, skill maintenance, and patron service complexes

My

were cgaracterized by high scores in terms of importance.‘ These complexes

also scored high in terms of‘intereat,_confidence ‘and complexity. Main-

tenance activities were scored low‘in all-dimensions but confidence. In

R

'this case the confidence score was the highest of all. This score profile '

,,'«

réflects the routine nature of these activities. A somewhat similar

g 5
" profile is asaociated with. the surrogate activity complex which had generally_

low_scores_in importance, interest and complexity. Howeﬁer, in contrast

o

with the méintenance complex séores, the surrogate‘complek had the lowest

_confidence score of the four.

_The rank orders of the mean scores were analysed'using Kendall's tau

to determine the correlation between the. rankings in the four dimensions.
t e
The product of this analzsis was coefficients of agreement between che '

.ranked means as they appear in the four dimensions. The analysis indicates

that there is a sigpificant positive correlation betwgen the following

Ve

Loy *

‘pairs' importance and’interest, interest and complexiﬁy, and. importance

and complexity "The analysis suggests a somewhat negative correlation

between complexity and confidence. A summary table of the results’ of rank
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" "~ Comparison of Selected Functional Activity Comﬁlexes in Te

*

-30-

-~

TABLE NINE

7

o s

-

Mean Imﬁbitance, Intereét, Conf;dence and Complexity Scores oo
- _ ) Importance Interest '\Confidence“ Complexity
QT T RR— sunenns - » T —— wewunnn
Instructional : 3 . .
Activities 2.5 1.4 2.1 - 0.4
(N -_ 6) . b ’
Skill Maint. | o | »
(N =2) : g
Patron - . . a .
. Service Act. 2.0 ‘0.8 2.0 0.0
(N =-19) .
Maintenance ' A
Activities 0.6 (-1.3) 2.2 (-1.8)
(N = 12) i .07 ‘
Surrogaté /o : -
Activities 0.3, 0.7 - 1.5 (-0.3)
" (N =6) s o
1 ¥ .
s
t
v Lol
' é
34
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’ DR . TABLE TEN

_ Rank - Order Correlation o {'.
S o Coefficients Determined by Ksndalls Tau
I~ ' - : . 4 : . :
. Importance Interest | Complexity Confidence,
Iq . T . N : N ’ . ‘ ’

.. Importance - . - - -
Interest .640% - - -
Complexity .505% .609% L -

- Confidence | . .120 (-.083) (=2263) %

* Mgnificant at the .001 level
‘#%  Significant at the .007 level

Activity analysis scotes of the professional and non-professional

staff were compared.

. eleven.

Significant differences are indicated in Table

The activities themselves are indicated in Table twelve.



The semanti diffetential tatings were then divided in two sub-samples-—
/;Bthe ratings of the pro ssiona1 staff and the ratings of the non-ptofessiona1 '
staff--in order to discover hose activities for which a significant dis-

consensusfexisted. The average ‘satings of the two groups, for each of the

. ~ | )«

four dimensions of each activity, wede compared using the §tudent st f

- | R test._’Table;EleVeh lists those activities showing significant aisccnseasus

'n.ﬁetﬁeea‘non-ptefe§§ieaa1 andiptofessicnal st :oa'one or motejsecantic: .
H1dimensions. Grcup'avetages (1.e., ﬁ-fq and fi) are upplied‘f; the,tabieAi

".—:_ | fot‘each case of disconsensus.’ Tablzd;:eiye lists the ac ‘t:les,~ indi; -

cating which group—-ptofessional or -ptofessioqal--had the t*vetvavetaée

’.t .9

| , rating. .
Thitty-fout activities, or a little more than one-thitd of the total

N 93, show disconsensus between the ptofessional and non-gtofessional groups.

of these 34, thtee show disconsen us_on two semantic dcmains. ‘There are

«  no activities for;which signifi ant disconsensus is-qhtained in three or .
! L . - RS l \S ‘ B .
four domains. This indicateg/high role consemsus between the professional -

o . ’ AN -
» . . . . ~ -~

and non-professional staff“n Consideting that the total nﬁﬁhef of possible

cases for disconsensus atre 372 (i.e., 93 activities X 4 dimfnsions) ,the

37 actual cases of disconsensus are only 10-per:cent'z i : ~ \*xf
. - Y

High role consenhus is' a function of the low level of role specialtza-

e

_ \
tion in the Reference Depattment. The wide sharing of . activites between
, i

.,

" ‘the ptofessional staff and non-ptofessional staff conttibutea to high

A .

consensus. Futthermore, in all cases of disconsensus ‘save one, the pto- . : I
fessicnalé average rating is higher than that of the non-ﬂtofessionals. T
'S ' - ‘ : vr .

4

This 1is expected because the professional staff ptesumably‘woqld havej%' .'.; e%

" strohger ccmmitment_to their work and coasequeﬁtly place a-soméwhat»highet
evaluation on 1it. . . ' o o . |

36
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" TABLE ELEVEN

"Significanﬁ* Disconsénsus in Evaluation Bétwéén

o - Non-Professéional and Professional Staff .
) o Importance,  Interest | Confidence.- Complexity
% Act;Z}t? N-PX- {“PX [ N-PX | PX | N-PX | PX | 'NiPX | PX
1 I . L 4.8 +1 6.7 | 1
‘ & | 5.4 | 3.6 . o I '
© 6 o N\ | 4.2 {56 }L.. | L
oo, 8 T | 3.5 | 5.8 PRV
Y9 b 3 SN - . |
S T I B . N : 5.6 6.5 U
~115 | \\\\\\ 5.5 | 6.6 :
W 16 . . . ©3,76.2 : .
Y 19 R : SR 4.0 6.6 )
23 . .- CNCL 2.5 | sa7 .
25 3.0 | 5.5 '
26 : 3.7 | 5.8 3.5 |'5.3 '
27 5.7 | 7.0 )
;30 - 6.0 | 7.0 Y A
. ‘34 - L 2.4 5.2
H 40 _ , 2.8 | 6.0 g 1 4.3 | 6.3
C 42 L : , : 4.5 | 6.2 .
‘ S A v 3.4 | 4.9 ‘
T 46 5.0 | 6.4 -
N2 - ] 3.5, | 6.0 ,
Ls 3 1.8 | 3.7
« Yo , : 2. 4.5 | 5.4
vl 54 4. 5.5 7.0 5.3 1 6.6 : .
. .56 -f*w\< 4.0 | 6.1 >
60 .- .. |- 1.7 4.0
¢ / 65 ﬁ\\\\\ o 5.0 p?ﬁ
66" . 4.7 45,7 . ' 1
<84 - 1 2.0 | 5.7 ~.
. 85 \\?>\\\\ 1 4.7 | 6.6 ./) -
- 86 5.3 |7 | ] - < o
ot 87 : T 3.0 5.0
88 . . . T ~__| 3.0 5.4
89 . 4.8 |7 | : ., vl
A o , «

% Student's t test for m}’tﬁeéns is <€ .05 in all cases,




E i \ P TABLE TWELVE B S
Activities vith Significantly Different Hean—Scores fot
Professioqal and Non—Ptofessional Staff

e Importance-ﬂighet fot Professionala
9 - Helping handicapped petsons obtain books ftom the stacks.
27 - -Staffing: insuting that staff commands & broad tange of araa

topical specialities.

v

3 - Staffing. ttaining of ptofessional library staff.

°

54 - 'Anawering tequeats tsﬂpind source materials on particular topics.
'667'- Distributing campus guides, ﬁ?’b and library guides to the public.

k7; - Pursuing Seétch Quﬁstions away from the _desk.

86 - Watdhing the desk. - o o | | a

89 - Standing-by ‘for desk duty (substitute for absent staff member or 4 -
assist during heavy work period.) s

Importance-H igher for Non—ptofessionals

4 - Servicing Xerox Machines.'

Interest-Highet for Ptofessiohals

6 - _ Refering questions to Uranch library
8 41‘Conducting Reference Servitce user survey.
16 f' Formulating depattmental policy. )
25 -~ Staffing: - advettising for new student staff.:
26 - Staffing. ‘ obtaining support staff (through personnel division)
34 - Supervising bibliography room (inventory. housekeeping, etc.)
40 - Checking apptoptiateness of call numbes aasigned to new booka.
'444 - Consulting catalog department petsonnel about card catalog ptoblems,
‘such as blind references.- o 2 .
,546mm- Developing resources for academickdepattments. ‘

. - B co i-

. - : ."t., ) ."‘, N .
) K o ) 3 .. ,
- : : i Lo
" .. Y . .
Provide ic ’




15 - ‘Assisting customers fill out request cards for items on order or

19 - Submitting news items to (Library Staff News Lsttet)

Complexity-ﬂighe£‘for Professionals . N T

54 - Answering requests to find source materiais on particular topics.i
56 - Attending libtary faculty mseting. [
60 >~ Coordinating and supervising shelf tsading.

Interest-Hi gger for Non;professionala

(e

. NONE o o T

Confidence-Higher for Professionals -
—e L -

1 - Verifying bibliogtaphic information on [book] order slips., e

\ .
10 - Answeting telephone questions. o )

r

s

still being ptocessed. ‘ . - A

. . vl

.

23 - Staffing. making out staff worg'pchsdule.

26 - Staffing: obtaining support staff (thtough Personnel Division).
42 - Rscommending ordeting of new books and. serials.

47 -~ -Serv:l.ng on libtary comittees.

A}

§

65 - Transfering superseded non-serial items from reference to stacks.

84 Ptepating annual report.

» -

Checking [book] order slips against the card catalog to hlaBUte
* item not -already held. :

85

. . 4

. Confidence-Higher for non-professionals _ Y \

o . B

 46¢ - C€hecking appropriateness of [call] numbers assigned to new books.

48 - Keeping time she¢ts, of houtli employees.

52 -- Teaching students how to determine proper subject headings in"card
- » catalogue.

-

. 87 - Refeiring teference*questions,to more experienced staff.

Toe

88 - Answering library policy questions.

Comp, exity-ﬂighet for Non-ptofessionals

e (o
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* PATRON SATISFACTION AND PATRON-STAFF CONSENSUS . ST
TN a
The Reference Service Encounter Syrv ey vas used to obtsin data on
patron satisfaction and on patron-staf consensus t'or features of the
’ reference encounter. The results of the survey will be discussed question
7\
by question.» l‘he reader can refer to the survey instrument (Appendix D)

- = for thq exact wording of each question. '

Question Negotiation »

" Librarian copies of the oue_stionnaire were .'checked. to determine

whether the rep'i)onsés for "patron's original question" and 'what the patron -.

| really wanted" were substantially‘ different of the same. Substantially
different responses were scored as "question negotiation requireq 3 sub-

~stantfally identical responses were scored as "question negotiation not

LN .

required" ' » . - 3

v

+ : :
Table Thirteen breaks down each of tl:ese groups \according to the

responses given to question four, which asked how we'll th librarian pin-

. -

\ . ' pointed \{h\: patron's needs. oa,

e L

' [ Patron-Identifjcation
! » i EeS . ‘ Co S .
Table Fourteen gives the number of patrons'.«from each user -%tatus

N

- category participating in the Reference Service Encounter Survey, with é“

breakdown on librarian agreement and disagreement on the patron's qtatus 4
for each category. Because such a disproportionate number of undergraduates

participated in the survey, the data presented in Table Thirteen" are not}

/ 0 ' .
uitable for statistical analysis.

- b4

]
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| Breakdovn of Question Nego;iatian by ?inpointing of Patron Needs

| ngstiqn Negotiatiorl Required ‘32 | | Question Negotistion Not Required 65
| Pinpointing ST o Plnpointing
. Tatron resp;  Librarlmm resp, Mo, Patron resp,  Libatlen resp. Mo,
B . vgﬁ wel’i . very’ﬁell A17v | ‘5‘31 | very vell | veryweli C4  661 .
wywll o owhwl 1 % wpel  whowll U I
| .vefy ﬁel} | poorly . 1 w very vell | poorly o 31"
| mod, well ) vy ell 3 9 mt;d.jwelyl 7 very well | b, 62
a0d, vl od, vell G ol well ; nod, vell 5 ..
v, / $
|
1
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" TABLE FOURTEEN

Librarian Assessment of Patron Status

User No. of Patron - Librarian  Librarian
Status . Respondents Agreed ? - Disagreed
’ Undergraduate 61 | 57 g '
Graduate ‘. o . R A
Faculty B T S | 2
Staff | ' 2 L1 ‘ 1 '\
.‘Othet. ' _ 13 "9 o ? 4

, Library Familiarity . ‘

e I

'Question three asked patrons to rate their general,familiatity“vith'

the library and librarians fo evalgate the‘phtton's géneral Eamiliatity
. with;thg library. Table Fifteen shows the nuﬁbet of reapoﬁses that fall
in each of the nine categories cteatgd by lookiqé“éiﬁultanequsly‘at patron
and librarian ratinég. The patron and 1ibrarian showed cousensus in 45
' cases and lacked consensus in.52 cases., Of thésersi cases, the libtatian
T rated the pattén higher than he rated himself in 22 cases and rated the
'\,pagton loﬁe: thgn ﬂe rated himself in 30 caaea.‘ |
| The ptoportion of. consensus to digconsenhus y;elds'a-k? of .38'in a
single classificafion test of aigniﬁc&nce;":h.e .p'.rprttQIm of high to low
librarian ratings in discqnaensﬁs cases yields a xz_of ;96 ;n‘a single
claseification teét of qignificance. 1Nieth€;~of,theae scores is aignifi-
cant (x2 (1) = 3,86).. Theéefore. thé level of shate& per eptioné of
: _ ) ) .
| patron fa;gi;atity wvith tﬁe library tefiecfed in these datg skems to be

~ not significantly better' than that attributable to chance.

. kY
-« " . . ¢
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\. : | | TABLE FIFTEEN
% 13

Ratings of PFatron's General Familiétity with the Library

Librarian Response

Patron Regponse goo? o fair poor

. good ) 1 .1 3
fair 9 23 16 )

. . poor 4 . 9 1

Patron Needs Identification

Question four asked patrons and librarians how well the librarian
' was able to pinpoint the patton*s needs. ‘Their cémﬁinbd responses are
shown 1in Téble Sixteen.

TABLE SIXTEEN
Ratings of Libtafign's>3qccegs in Pinpointing Patron's Needs |
| - Librarian Response

Patron Response very well: modefateiy‘veil : pootiy

very vell = _ 60 18 3 |
. moderately well 7 L9 _ 0
poorly Y -0 _ . 0

The ratings given in Table Sixteen show consensus in 69 cases, discon-

[

sensus in 28 cases. Of the 28 cases of disconsensus, the librarian's

rating was higher than the'patton's in 7 cases, and the pétton's tatihg
was higher than the librarian's in 21 cases. The level of consensus on

.

this question is highly significant; a sin . clasgification x2 test of

-

44
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the proportion of comsensus to disconsensus yields a x° of 16.50
2

T 9995 - .
success at pinpointing the patron's needs is statistically significant as

« (1) = 12.12). The tendency of librarians to underrate their

(1) = 5.02)?_'

vell, with & single classification of 6.04 (x2 _

Information Quantity

Téb;e Seventeen shows combined patron and librarian responses to the

' qhestion asking how much information the librarign provided the‘patroé.

-

o

TABLE SEVENTEEN
-Ratings of Amount of Information Patron Received
Librarian Response

- Patron Response } ’;::\¥;ttle ‘Right amount Too much

-

Too little 6 3 0
Right amount 15 69 0
Too tuch ’ B 7 3 0

-
]

The librarian and patron achieved consensus on the amount: of informa-
" tion exchanged in 75 cases and failed to achieve consensus in 22 cases.

The significance level of this ptoportionlin'a singie claspification‘xz

test is extremely high; x2 = 16.4 (x2 - Q1) = 12.1é).
.9995 e

. In the 22 cases of disconsensus, the librarian over-estimated the

* amount of information given in 3 cases and under-estimated the amount of

information given in 19 cases. This pthortion yields a single classifi-
/

2

cation X° of 10.22 (x? \(1) -.7¢88). indicating that.the téndency‘of

995 .
librarians to upderrate the amount of information provided to patrons 1is"

4 .
statistically significant.

b

C
b
-:‘}
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Patron Instruction .

The finalwquestion asked both patron and librarian to state whethet )

{

or not the libtatian had instructed the patton in the use of a reference
tool or libraty facility duting the encounter. Table Eigpteen shows -

combined patron and librarian responses.

TABLE EIGHTEEN

»

Occurrence of Library Skills Instruction . ' r
{

' - Librarian Response

Patron Response . Yes  No
. ) \
Yes o 34 : 22

No - 18 21

Patron and librarian reports on the presence or .absence of instruc-
tion agree in 55 cases and disgagree in 42 cases. This proportion yielde

a single classification Xz of 1.48, which is above the .05 level of signi-
) .

~

ficance. A X° test of independebce for Table Eighteen yields a xz of
1.42. ﬁecausevthis X value is not significant, it_is not possible to

reject the Hypothesis'that librarians’ responses and patrons' responses on

‘the question of instruction are 1ndependent of one another. ~

Howevet, if‘only the subgroup of satisfied uaers, i.e. those réporting
that the}‘teeeived-"about the right amount of iﬁformation," is considered, |
the level of consensus achieved on the question of insttuction 1mptoves.
TabievNIneteen‘presente combined patron and librarian responses on question

six for the 84 cases in which patrons were satisfied with the amount of

1nfbtmation“reee1ved.
( 46
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K | . . TABLE NINETEEN
oo » . . - i., ’ ’ “+ .
Occurrence of Library Skills Instruction for Satisfied Patrons

Librarian Response

Patron Response Yes. . No
Yes % . 18 ..
No . 1319 .
~— )
" The X2 test of independence for this table yields a X of 3. 97 (X (1)

y <95
= 3 84), indicating that the tesponses of satisfied pattons and libtarians

regatding insttuctfon probably are not mutually'independentt There are
. 53 cases of consensus and‘31 cases of discomsedsus concerning insttuc-

tion among the satisfied patrons{ The single classificetionkxzrfot

this proportion is 5.26 (x

of consensus between librarians and satisfied patrons on the question

( ) ->5.02), indicating a’significant level

of instryction. .
' , . " \ L
Conversely, in every case where patron and librarian agreed that

instrucfion had occurred, the patron was satisfied with the amount. of

information received. Thus all dissatisfied patrons either.were not in-
R oA

structed by the 1ibtarian or perceived that instruction had, occurred when

in fact the libtatian had not intended to instruct. Table‘Tﬁenty pre- '

sen;s a ctoss-tabulation of the scotes for queetions five and six. Every

indication points to a clear‘telationship between ine;%Uction in libtery

- . . ’ Il

 skills that is correctly perceived by the .patron and patron satisfaction.

~

-y
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r  Cross-Tabulation of Responses on Instruction and Amount of Information

W"“.MmMMMmﬁ' mMuﬂmmmﬂﬁmd

Patrdh.. 'Libra

riﬁf_;;.'N
§ | 3

0,

;Patron

right amount.

Uibrarlan

Pafon Satisfaétion

Moo s o

Yes Ye 4 © right-amount 31 o0
’ -~ right amount too little 3oL SR

Yes. No - 24 right amount’ - right amoust .° 13 186
o . right amownt  too little . "5 |
‘ - too little.  right amownt 1
, - ~too little .. right amount 1

toomuch . i teo Metlet 1

too much 1

No

No -

+ Yes

".No ‘

T

20

V iight amount

right anount
too mch
too little

too little:

~right amount
right amount -
+ too muchr - )

t.oo lttle

right anount

right amount

too 1ittle
right amount

right anount

t0o liptle

right amount
- too little

right amount °
too little - -

O RO Lo

— -

-  ¥\13‘,<? 5
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of the role performance of the members of the reference dt:;ttment. This

=44~

SUMMA5§ e,

The analysis resulted in a broad range of data on various'aspects )

section of the report will enumerate the more noteworthy rejults of the

inquiry. -

"1

3.

s
.

Of the total range of activities carried out, a larger shate'

of the activities are dome by‘ptofessional staff théQVESE:pt;-V”

-

fessional.

'Analysis of activity sharing indicates that the reference depatt-

ment has a rather low level of functional specialization (or

butdsuctatization) | \ -

Analyses of high congruence paits does indtcate’ clusteting -of

"

staff along professional and non&ptofessional lines. A core

l . Cvemy
. . .

of activities can be defined for each category. Staff'evaluatiOn

~

‘of activities also indicated some significant diffetences between

ptofessional and non-ptofessional staff in terms of impottance?
intetest, confidence and complexity evaluations. :

The evaluation of the activities based on the semantic diffeten-

A

':;al technique indicates a highly positive'evaluation of in-

structional skill maintenance and pltton service activitics and ;

.
.

a slightly positive evaluatlion of maintenance and suttogate r .

’ activities in terms of.impottance. The highest set of activitieﬁ

in terms of interest score are thosé ‘agsociated with skill main-

tenance with a.moderately,positive scote. Insttuctional ac-

L

tivities are also moderately positive. Patron service and

,(\

A ' . .

. M N . :
[N Yy ) . ’ . LE :
C q\ 4 P 2 .
". . ]

W | . S U
f.;;\ ) : - L : ) '

"N

?
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surrogate activities are somewhat positive, whereas main-

tenanée activities are rated as moderately negative. In terms'
. ‘i':.of confidence\ihere was relatiVely 1litele variation with most
| scores being scored near the top of the mode;:tely nositive .
category. Maintenancehactivities’were sco;ed as the least ‘tﬁ f?
complex. 'Skill maintenanceljrd instructional activities were 2

'1 ’ - viqwed as the most complex.. Patron service and surrogate

activities were intermediate between the extremes.

i

. 5.‘ Activity meqn score rank-order correlation analysis'suggests

. . - the’ staff find activities interesting that are rated as® important
.\/\“\. . < ...

‘ ' . _ . to the depar;ment. The staff ‘Seem most. interested in more complex )

s ). ! _l ¥ o ‘,. ' . . E
o activities. SR . S L
, e R .o ‘.‘ .. .; . . : |

6. Role consensus between the professional Staff and the non—pro— _

fessional staff is qutte high. This 1s attributdb&e_:g the

A

‘)y fact that role. activities i the Reference Department are.widely

B shared between both groups.
{

o 7. The reference encountef survey indicated that approximately ong-
. ’ R
) X -third of the patron-staff reference'encounters required'fgﬁr

/ nificant patron-staff negotiation. .

//;;:\vizcedure calculnted to determine the staff 8 ability to

dete

<

2

ne patron status was inconclusive,,, S %

‘;’ 9;' The p.ocedure calculated to determine the staff 8 ability to

judge patron's familiarity with th& library was inconclusive.

" 10. Analysis suggesQQLthat'the reference'staff effectively "pinpointed"
4 patron'needs.b Abdut 80 percent of the:patrons“indicated-thatvthe _
staff "pinpointed" their needs well. 'lhe staff tended to under- '
‘. .

rate their sucéess .in this area. ' - .
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11. According to patrons' evaluations the staff provided the right *

amount(ofiinformation in 87 opercent cf the encounters. Again

the staff significantly underestimated their performance in thig -
atea. e ‘ SN . ' 'ah T

12. The research produces some 1ndights into attributes of effective .
. e . N

reference.setv§ce. The data indicate-a pdsitivé relatioqshiﬁ be- .
. tween ‘instruction aﬁd paéton satisfaction.

| All cases wﬁe:e the librarian and pafron agreed.that.iﬂzgtuc-
tion had AAEurred had ; successful aﬁtcomé. All cases which indi-

cate gome patron dissatisfaction occur where there is consensus

K L
.

thqﬁfﬁé”instructianwggcurred or disagreement about' the presence

, , . : 1
of instruction ‘dActivities.

This suggests that reference service'e ciiveneaé in.dealing
with the patron can be inc;easgd by emphasizing the role of the ._ A
reference librarian as teacher rather that.n thg more paséivé con-
ception of the reference libgariah as\informaﬁ}on'source. Infor-

\\\matigg_ghgul¢ be prqyided in such a way as to add to the patron's

skill in library use, rathér than merely providing information . . |

to meet short-term client needs. This suggests that reference
librarians should be encourgged -#o mdte expiiéitl} cbhéeptualiie— '

tMmﬂwsutumu.TMsucmuumtﬂthVmwmn'

3 -

libigriansz?e regarded adpiniqtratively-as faculty rather than

staff. The research did not ngggmine the teaching skills which .

|
'

are relevant to the fleeting "classroom" encounter of the reference -

[l
IS

v librarian. " - .. : .
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APPENDiX A: PERSONAL BACKGROUND INTERVIEW FORM
PERSONAL BACKGROUND INTERVIEW~—MIK LIBRARY RZFERENCE PROJECT
j(statted questions are to be omitted for personnel who are now students)
1. Job History (include nonelibtary work expetience) |

Libdary Location Depattment Position Time Period

<

"*2, Library school attended : Degree Dates.

v
1

3. Reference-related library science courses S < S
' a) Subject of course .
Humanities -
Social sciences o ,
‘Natural Science . SN
Government documents = ) i
Theory of reference department management ‘.
Subject bibliography (list) \ o L
v LN . . '

Other (11st) ‘ . ' ’t

, ’ . zi »
b) Teaching methods employed in these courses

Sample questions - :
Learning content of particulat reference materials
Preaparing bibliographies

Discussion of theory of reference Jept. management
Discussion of dealing with the public v
Pragtical expetience working tn a reference department »
Other. (list) '

4. What aspects of reference wotk were you best prepared for by these eoutses?

. . . . \ . . B -

y .What aspects of reference work were, you least prepated for by these
- . courses?

2
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'*6.‘

*7.

*8.

455 informal methods of'learning new job situation - o
. \

-48-

Training for your present job
a) formal orientation, on-the-job ttaining ptogtam, etc.

Ton

How do you keep‘informed-aboutvnea'référence materials? 4 V‘<

Association memberships

AlA : committees or offices?
other - committees or offices? .

What libtary journals do you find most pertinent .to your needs? Useful
for articles and/or bibliographic information?
Title . : o atticles Bibliogtaphic information

& .. >

Ve
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.1 .

2.

A3-

5.
6.

Oflenting clients to the layout oftyik. -

8 -

9.

10.

11.

.12;

13.
14,

15.

16.-

17.

hd 180

19.

' 21.

22,

&
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* APPENDIX C: REFERENCE'ACTIVITY INVENTORY

Reference Activity Inventory
Verifying’bibliographic information on green order slips.l . 'l o
Convening of semi-monthly staff meetings.

Consulting with library administration on policy planning and
development. :

Servicing Xerox machine. : ; -
Iyping orders fpr new. books and serials.

Referring questions to branch library.

-~

’Condncting Reference Service user survey.;

HelpinglhandicappedApersons obtain bodks from the stacks.

Answering telephone questi . | |
Compiling bibliographies or fact sheets on topics of current interest.7
Trouble-shooting problems related to technical services.

Checking Library of Congress weekly 118t of unlocated books.

Enforcing rules against eating in the library, bringing animals into
the buildings, etc.

‘Assisting customers fill out request ‘cards for items on order or still'

. being processed .

v *

Formulating departmental policy.

‘Givingitours to freshman students on library use.z

Paging patrons who receive phone calls at the library. -7
Submitting news items to the Green Bean.

Replacing book stickers.

Picking up payroll checks . " : - ) ‘

Answering phone for Instructional Services andAIDS.

e

. 0"‘ .
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. o

23.
24.
25.
26.

. 27o

3.

28.

29. ¢

30.

S 3l

32.

4

33.
34,
,,3-5'3./,:
.36
37.
38,
3.
40..

41. -

42.
43,
44,

45,

Staffing: tfaining of ptofessional libtaﬁian staff.

-Maintaining co ege catalog collection.

P . _51_ , “ : . o
Staffing:’ making out staff work schedule.

. : : L .
Staffing: filling unexpected vacancy in work schedule.
d e - '

Staffing: advettiaing for new student staff.

.Staffing: obtaining sngpoft/staff (thtough UK Petsonnel Division).

Staffing. insuring that staff commands a btoad range of area topical '
specialities. o '

@ -

‘Staffing: interviewing ptoSpective staff members.

o
PO rd

Staffing: searching for new.staff.mgmhets.'

Lecturing to class on tefetence nﬁé§ntces'peftinent to their subject
area, e ST ‘

o
(-4
» . »
o~

Keeping refetence depattment staffed and opetating all houts the library -

is open. .~ _ -

Signing out items kept at,desk for building use.

/Sﬁnervising bibliography room (inﬁeqtory; housekeeping,-etc.) .

ReshelVing books .

ndexing Coutier-Journal.

- 5

Acting as liaison for academic depattments.

kY

- ©

Supervising ‘reference toom;(inVentoty, housekeeping, etc.)

Checking apptopriateness of Dewey numbets assigned to new books. -

E 4
Tending Intetlibtary Loan truck during houts when Intetlibtary Loan .
is closed. _ . _ . » . -

Recommending ordering of ‘new books and serials.

i

Hagdling questions coming in by mail. . ' ' IS
Consulting catalog department petsonnel about catd catalog ptoblems,
such as blind references. = .

s . . . \/ .

Teaching use of card. catalog, periodicdl indexes, etc. IR
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Y . , .
46. Developing resources for academic departments.
47, Setving on libtaty committees.» _ - m'f o | -
48. Keeping time sheets of hourly employees.r
- 49, Training student assistants. o
50. Closing bibliography room at night.

51. .Interpteting information on catalog cards.

- 52. Tcaching students how to determine P 4 subject headings in catd
_ catalogue. .

”

e 53. ;Starting students.on a paper.
3:gh‘ ' 54. Answeting requests to find soutce'natetials on'patticulat topics. - -
o 55. " Checking journal'booklteviews fot book selection.

- 56. Attending libtary faculty meeting

! ' 57."Sttaightening chaird, étc.
58. Sending items to be tebound or tepaited. | : !

-+ 89, Consulting with catalog depattment about weeding items from the stacks.
) 60. Coordinating and supervisingishelf reading.
| '+ 6l.., Recording and filing additions to series and looseleaf items.

o '62. " Transfering old series items from reference collection to stacks.

- 63. Clo;ing reference room at night: ’ ?.. ‘ |
64. Studying tefetence qatetials and becoming'acquainted withrnewfitems.:

~ 65. Ttansfeting superseded non-serial items from reference- collection to
S stacks,  *

6§. Distributing campus guides,.maps, and{libtarj guides to the public.
67. Keeping’tallj,offquestions received at the desk. . | |
- 68. Ptenating monthly report. e igﬁ - e,

69.4 Processing new acquisitions.'

70, Answeting«sttictly factual questions.

7l.. Keeping statistics ‘on volumes in reference collection.

Q T SR | . 9.




72.
73,
7.

7s.

) ,76.

77.
78.
79,
“:80,

81,

82.

83.
84.

85.

86.
87.

88.

89.

.90.

91.

92.

93,

‘vChecking tefetence bibliogtaphy serials list.

‘53—

_Checﬁing'published bibliogtaphies to see uhethet library owns items

. Answering questions on library ptocedures, e. g. what to do if book

not on shelvea. C ‘ . -

Maintaining "books on otdet and "ordets teeeived" records.

N

?Reading shelves.

Qompiling‘uset guides in’various subject areas. -

. 0

Pursuing search quéstions away fton the desk.

Maintaining and7updating departuental shelf list.
Answeting'"how to use".questions,‘ - . ) ; .
Answeting ready reference questions.q . S
“Looking out for people who seem to need help,

@

Answering diiectional‘questions.

Prepating annual tepott. ‘ : C~

Checking green otdet slips against the catd catalog to be sure item
not alteady held. ‘

T
. 3

Watching the desk. . _ ‘ - Voo '
‘Referring tefetence questions to more ei%Erienced staff, ‘\ .

Answeting 1ibtary policy questions. : : ; \

Standing—by for desk duty (substitute for absent staff membér or assist
during heavy work petiod)

Editing user guides and bibliographies.‘ ‘ ' i' )

Ptepating for anticipated questions, e.g. class assignments, c&ifent
events. ; .

Taking phone calls on Data\Services line. _ AN

Attending reference staff meetings.
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- Did you receive (cheék oEe)

"
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'APPENDIX D: , REFERENCE ENCOUNTER QUESTIONNAIRES

'NO. .

i{até
. < Time
.Patron’ Copy '

REference Service Encounter Survey

What did you ask the reference librarian? .

x -

Are you? (check one) N

U.K..undergraduate student
U.K. graduate student
U.Ke faculty

.K. Btaff ’ ) . . -
other 4 ' . fi:“\—\\v [/
] . L

|

How well did the reference librarian pinpoint your needs?

_Very well
- Moderately well e
Poorly L,

Comments :

J

too little information? S
about the right amount of information? ' -
more information than you wanted or could use?

" While assisting jou, did the. librarian instruct you in théfuse of

reference materials or facilities, such ‘as the card catalog,
bibliogtaphIC‘4ndexes, etc.?

 Yes

_._No . — ’ ’ e

If yes, what did you learn?
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. No.

Name

o

Reference Service Encounter Survey
Reference Staff Copy

1. What was the patron's otiginslnquestion?'

What,didlthe patron really want?

€

' C _ ~ .
2. - On the basis of this encounter, I would guess that this patron is -
___U.K. undergraduate student . ' ) . .
U K.graduate student ‘
", U.K. faculty o - (
—__U.K. staff -~
- othet i

3. On the basis of this ‘enco uld judge the patron's level of
familiarity with th its resodrces to be: .
Good . S ' - ‘ 7
Fair .
__Poor’ ’
. . 4. Duting the question negotiation process, how vell did you pinpoint
\ C " the patron's needs? 2
. .- Very well
S " Moderately well - T -
‘Poorly & . oome o : .
Comments : ! : 4 -
5. Do you think the patton , 4 ' - | o,

__ Got less information than he wanted? S
was satisfied with the amount of information? o
got more- infotmation than he wanted? :

6. While assisting the patron, did you instruct him how to use tefetence '
materials or facilities? o~ '

) ‘- -

~ If yes, what materials or facilities?




