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,Oblectives

The'overall objective of the research hai beeh'to study t 0 Reference,

Departmdnt of the MIK I.ibrary, using role analysis. Tbe concept of 'rola'

tefers io che behavioral performSnce of a person, ot a categoy of persons,

in
4

teibiion to some other person,'citegOrr of persons, Or so ial group.

-

This research has focused onieveral topics: the organizat on of role

actiyities'in the Reference DepartommW; the evaluation nflble activities

by the reference staff; and patron satisfagon as it relates.to certain
`

'T\aspects of patrOnreference staff:enc4n'ters.
. ,

o.

Ritionaie

/
/

Articles published in library jounal during the past decade'voiee

the need to-develop precedures.for evaluating libf reference services.

Many creative ideas, along with optimistic pred tion of the fruitfulness
1 -

of this or that approach, have been offered, ut concrete results are

disappointingly few. This research is'a me est attempt to develop:more

rigorour procedures for studying libf reference se1vices.

.

Terminology for Role Analysis/

Below is a glossary of an tic terms that will appear in thisireport:,

status .position i a network of social relationships; a status

4.41-associated,i4th a repertoire of role behavlors,, and it nearly

always is'gillo'leikeal identification by role actors.

role a socially standardized activity characteristic of a person,

. 3
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or a category of,persons.
. .

.gpecialization -- the degree of differentiation o

among members Of a soCial'group.,

role.behaviorsi

consensus' --j(1).the degree to which perceptions.of'fo1e 'ar,e7dhared

among persons enacting the game role; (2)* the'degree toowhiah a

/ \ ,

sHihare perceptions

/
role actor and those with whom he interitk

1

regarding the performance of the role.

Composition of the Research Teim_

The research team was composed of a profeSior and three gradOte

studentd of anthropology. One of the graduate etudents has a master's

degree in library science.

.\

Composition of the Reference, Department

At the outset of the research, the reference staff was composed of

fifteen persons: six professional librarians, a technical assistant, and

eight student assitante. The staff was reduced to fourteen, in the early

phape of research, when one of the student assistants resigned.

professional librarians ire employed full time in the Referenee

De artment, a fifth librarian workhalf -time (20 hours/week) and the

sixth librarian's job it dividedlbetween the Reference.Department and'Data

-Services. The student assistants work part -time,r4enerally about 10

hours/week. However, one of the graduate students works half-time on

an internship granted'by 'the Library Science chool. All the student

assistants, except one, are library science majors. The technical

assistant has secretarial and bookkeeping responsibilities but alSo

4



performs many Oethe

of the staff at larg

-3-

p lic-oriented tasks that are the.responsibilitY

Methods of Data C. lection

.

,
.

.

Dts4 were /collected during February, March, and April ot 1976. Ihe
_

first,w4k was spent in casual'observation of the'Reference Depari:ment's

aOtlipities:iw.order to bEcome familiarized with the staff and their

duties. In the secondWeek, an interview schedule was.administered"rO

obtain informatidn onthe job history and academic training of the Reference

Department's staff (dee Appendix A). This interview acComplished the twili

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

staff.and of permitting the researchers and staff meMbers to become better

acquainled.

Following the initial two-wee* Period Of4amiliarization, the research

team began to elicit information'on the role activities.of the ReferenCe

Department. Three instruments were devised and administered dUriag
,

the remainder of the research effort. Itich useful information continued

to be obtaindd:framobservation and conversation with reference staff

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

importantly in the designing and interpretation of the fOrmal data-

collection indiruments.

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

of the job activitiell performed by the reference staff. A fundqmental

principle guiding.the gathering of these data is one that is characteristic

of anthropological research: the informant is encouraged to describe`his

behavior in terms that are meaningful to hip;--alelgiewer rerains

5
'
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from imposing bis categories op.ttle informantql comment r5,-:

Each member of the reference staff was interyiewed in. is way by

one of the researchers.' A copy of the 1nterview form is s joined as

Appendix B. Mlle staff member was asked list.every acti ty that he

performs or has performed. For each acttvity cited by 132 informant further

information was sought: (a) of the activi i.e., it

the activity is pekformed by a single member of the refe ence staff or by,

severai; (b) social interaction -- i.e., if the activit is performed by

0 an individual acting alone, or if it requires naoine .kind of interaction

beiween two or more persons;.(c) the-frequency vith wh ch the activity is

performed.

e gecond tesearch,instrument built on the data gathered in the

'previoua one. The role activity, inveatottes that had been.elicited from

'each staff member were collated, and &master list of 93 role activities

for'the Reference Department was comPiled (see.Appendix 6. The goal of

ihe 'second:round of interviews was to determine the degtee of consensus

among staff members with respectto their.percePtions and feelings about
-

the role activities previousl.elicited from them. For this, the semantic

differential teehnique was used. The Procedure is to have'the.informant

rate his feelings about something on several bipolarAimensions of meaning.'

Each dimension is Comprised of 'a seven-point scale; the extremes of the

scale represent polar opposites, ind the middle is a point of.neutrality.,-

ebetween the extremes.

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

reference,staff regarding the 93 role activities, as follows:



. -5 -

(I1 rmportance -- How Iiidit-int ii:ihe Activity to the fUnictioning
,

Ofthe'department?
-

very very
Unimportant iipIrtant

-.3' -2,. 0 +1 +2 +3.
.

(2) Inteiest -- Is this Activity interesting or uninteresting to

personally?

.

very
uninteresting

very
interesting:'

you .,

-3 -i -1 W *1 +2 '4°3

(3) 'Complexity -- HoW complex ar the proeedures and technical skills

employed in this activity?

very.

simple

-3 =2

very

complex

-7
0 +1 +2 .+3

(4) "confidence Haw'confideni are you of your ability to perform

+this activity?

very very-
insecure .confident

-3 -2 1 0 41 +2 +3

Staff members were asked to, evaluate all of the 93 role actkvities

of which they had knowledge.

Ante last instument-of data-collection Vas,aesigOed to determine (a) the.

library.patrons' datisfaction with the reference service, and (b) the
\

dgree of consensus between patrons and staff members regarding certain'es-.

pets of their encounters. .The interview was conducted in two parts, a

\

. _

que

i

tionnaire for the patrons and a questionnaire for the reference staff

(see'Appendix D).: -information requested in the two questionnaires was

..e'll



relalio-thrticons et.n pOtioedan inch, encounter

could be appraised. The reference service encount r survey was administered

. .ift a sample'vf randomly selected hOgr4periods, during-a weeleit time. Ninety-

semen paired. qUestionnaires Were obtained)
,

Analysis-of Data

Data obtainid froM the formal interview procedures described abov-

wf5e submitted to several kinds of statistiCal.analysis. 'The nature of

4

thi analyses and results are described under the to/lolling rubrics: (1) the
, .

organization of istle actiiities in the Reference Depattment; (2) role ac-

tivity evalezition; (3) patron satisfaction and patron-staff consensus.

THE ORGANIZATIQN,OF ROLE ACTIVITIES IN THE REFERENCE DEPARTMENT,

,The scalogram (Table One) shows.the distribution of.the 93 role

activities plOtted.againstzeference staff members, professional
,

librarians-are sit off from the-non-piafessional (ettuient) Staff; however,
.

1
.

. ..,:,
.

.

.the library scienceLstbd
.

who works in the Reference Department half-time

on a graduate internship lias been placed via th"(profeesionals4because .

9

`

the activities she perfoimi more nearly resemble those of the profesiional

staff than-the nonpiofessioaal staft'. 'The activities_are signified by ,the

numbering"system-useam-Agerence-Activity Inventory (4pendix C).. A

rough estimatidn of the frequency uAth which éàch ictivliy occurs is.coded

beneath the sialogram. Ohe scaiogram merely recorda the performaJ of

activiiiesfingross terms. A truer calculation of the distribution of

a

activities 4ould estimate the percentage of total Nork-time that'each paison

devoies to each activity, but such'a calculation would have been very-diffi-

cult to tabulate.T
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each stiff member, as indidated tn Table Two
.

:* .

TABLE TWO':..

t

umber Ad Percentage of An4vities

No. of, act vities
'Staff member perfo d

Pi2
P1

P3 .

P14

432

Pll
P6
P13
P4
P9'

P7
P10
P5

A number

s

67

61
-57

55

50
48
48
44,

42
- 41 .

39
32.

'29

24-

4.5

Jr.

Perfotmed
-/

percentage
of total

72

66
61

59.

54
52

52,

47
45

, 44

4'2

34

31
6

49

of conclusions"may be drawn from this distribution:

°.

as.a

general rule, the profemgional staff! (including te,graduate intern) per7

fore a majority of the-93 activitiee, 52% and more, wheremi the. htudeni:
m'

assistants perform less than half the activities. P13, a professional

librarian, is the excepiion in performing 45% Of the activities, but this:'
f.

Term:coshares-duties-between the Reference Department- -e-Semvieis,

Student assistantsTerforming the fewest activites are those who wori

primarily nightscand WeOcends. Considering the reference staff collectively,

'the average number of activities prrforued by staff membere is 46 (4 % .

0 I

0

The technical assimtant, P3, carries out a high percentage of activities
.

(61%). 9

1 1



/
-------:------A-coUnrirtThefrequencies of activitiii-is indicated in the'foltow-.

ing'tableL

TABLE-THREE

Activities in Terme of Reported Frequency

4o4

Raw score i"ercent;

Activities occurl *lay. k: 34 .: 37

, at least oncetteek
,

14 15

iesethan once/week

r.

'."144- 47

no longer occurs 1 1

93 ' 100

It is ,noteworthy,that activites occurrilb.g on a daily basis usually have
%

to do with services provided to librarrpatrons and yith 'housekeeping'

A
rasks: In leheial, these are the least specialized of the actiVities; ank

staff meviber may perform them. ictftitiqs ocCurring with less frequency...
.

have more to do with the adilnistration of the R erence Department and-
,

with its relationships td other liiprari departments and functions in the'

university system. These activities ace therelatively more specialized
o

ones; a few persons, dr perhaps only one person,perform them.i The

4

scalogrem (Table One) shows those activitres which are relatively specialized

_and °those Ohieh are not.
4", 0 , %

The information contained in Table One,has been submitted to a cortela-

tional analYsis. Using Driver's G, a coefficient'of ligreement, the

of-eachiptaff member hAve been compared With those of every

d I

other staffamember. Driver's G is,a derivative of the more familiar

?
4

correlation coefficient. it differs grom ihk in that negative'traits

12°
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that are shared by'the cases being.compared do not figure in thecal-

dulation. The Driver's G coefficient measures the degree of agreement

-be-tween the positive traits of cases. It is alwaYs positive and varies

between .00 (zero) and 1.00 (unity). The former is complete lack of

igreement and the latter is perfect association.

The results.of using this procedure.are Shown in the matrix (Table

-Pour). The cation of nuMbera in the right of.the matrix is the average
. .

9 coefficient fox-each stiff member.. Examining the eetrixm 'oel is imme-

4.°
diately-struck bY the fait that all of the scorea:are rather high; the

.

loWest coefficient, ;49, is obtained between'P8 and 0.0,'between P1 and

P7, add between P1 and P10. This reflecte the differences between ihe

relatively broad distribution of specialized and unspecialized activities

of two professlonel librarians, g and P8, cnap4ed with the student

aslistanta P7 and.P10, who perform

unspecialized activities.

a.muCh narraWer spectrumrof relati4ely
,

The highestJG coefficients are .89 between student assistants, P9 and-

.

P4, and .88 between P14 snd P2 and between P14 and P11, all'profeseionals.
s'

This is quite siSnificant. As will be made Clear shortiY, P9 and P4 by

their shared activitiei represent the 'core' of,thenowprofessional 'staff.

In a similar fsehiCO3.p14, P2, and Pll represent by their sharedactivities

the cobra' of the professional taff.

Considertmg.the mean G coefficients'for each individual, Pl, the head J
of the Reference Department, has the lowbst mean: Thigi is explained by

the fact that P1 has many specialized adminietrative activiLles which ti

other staff member performs. .1ndividualawith the highest meat's, P14 and

22; are profeiiional staff. Their role activities moat closely.agree with

13
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TABLE FOUR Ok

Correlations among staff members by activities. (Oriver'n G cOeRficient)

1.1

-. P1 P12 P14 P2 Pii. Pli-P8 '113 p6 P47, P4: P7 P10 P5 Average

P1 - .72 .65 .69,64 71 .67 .60 .63 .54 .63:49 .49 .50

P12 - .83 .7 .79 . 3 ..77 .77 :62 .66 .69 .57 .58 .50 ...644.:'

1.14 . - .8: .88 .85 .84 .73 .74 .76 .75 .68 .60 .65 .703

P2.,
...

.85..64 .79 .76 .80 .74 .78 .71 .63 .63 .708

Pll - .80 .78 .72 .76 .78 .75 .68 .63 .60 -.696

p13 -- .83
,.

.67 .71 .73 .71 .67 .56
A

.64 .675

P8 N

,

- .69 .70 .65 .67 .59 .49 .50 . .641

P3 .
--. .80 ..75 .77 .67 .68 .60 .658

P6
.

4 4 t,

i

4

.84
--°

.81
I

.62
.

.75
A

.65 .674

P9
. a -

A

.89 .84 .77 .76 .695

. .

4

4 .

A

- .76 .7-7's\70
I

.691

P3
.

.

- .75 .66 .621

P10

7

i

--1- -%

.- ,75 .604

P5 . .

.

-. .581

A 4,

Matrix Av.
..

.654

I.

14
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3

the role activities of all other staff members, professional and non-
.,

professional. The mean for the entire matrix is .654. Four profes-

sionals, four student assisuints, and the technical assistant lie above

the meah for thematrix; other staff'members fell below.

. In Figure One role actiyity sharing is represented diagramatieall

The diagFams were constructed from the Driver'i G coefficients (Table our)

by determininp for each ataff member tile other staff mehber with whom ere

is the hig st doefficient of sharing. For eximple, P1 is most nearl

associate with F12 with a G coefficient of .72; A112 itimost nearly a

ciated-

resul

the

ine

h P14 with a G Coefficient of .83 and sh forth. ThiS proce

professional staff,'T1

the non-professionalstaff,

ed in 'two groups. The upper group is the
`c

raduate(student inte4 the lowe group is

uding the technical'assistant.The-double7stranded relationships

Pll P14 P2 and'P9 P4 indicatp a very strcing

mutual sharing of activities. The subgroup (4 Pll < II' P14 P2

perform activities, which are centril to the professional staff. The subgroup

of P9 P4 represents the core activities of,the non-professional

staff. The activities shared between the staff mashers of each subgroup

are listed as follows:

A. Professional core activities: 4, 6-7, 9-10, 14-15, 18, 22, 23, 35,

41-42, 44-45, 49, 51-52, 54, 54-58, 64, 66-67, 70, 73 77,10.1,40.

87-89 92-93.

B. Now.professional core activities: 4, 6-7, 9-10, 14-15, 22, 23,

35, 41, 45, 50-54, 57, 63-64, 66-67, 70, 72-73, 77, 79-83, 85-88.

Twenty-eight of the activities in theie two lists are shared, indicating

a considerable overlap in the coie aetivitiet of the professional and

now-professional staff. 15
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FIGURE ONE.

Orgafilzation ofReferince Staff According to Driver's G Coefficients.

P1

-e :*.
1.72

P12.

,88 .

j:83

. .88

. ,

P11 '\ 10". P14 _.....P2.

70.....__-.1-...0-""

Jo:-

0

48
.84 .85

P8 P13

P3

P5' .

16
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4 staff member'in eadh group-'- P1 4mong the professiols and P3

ameng,th now-professionals-74s one link reMoved from the,c e. This is

easily. ccoUnted fori, Pl, head of the Re erence Department, and P3, the

techni al assistant, pitform a number of specialized activ4ties in rela-

tion o theirxespective groupe..

What are the policy iMplications of these data? FrO the standpoiht

ole analysis, the remarkable characteristic of the Reference Department.

the ;tack of clear demarcation of role activities among different status

p sition; Roles do not segregate to any great degree among the different

/ l''

i
atus positions of.Idepartment head' and 'assistant head'o. 'fichnipal

II

astvtaat',.'ptbfessional staff' and'hon-pkofessiohal staff'. The
.

/Reference Department is i small organization. To peiformeffieiently all

stab meMbers must j,oin in 'the yeoman's task Of serving the.public in a
. .

variety of-role capacities. It cannot be recommended that a rearrangement

'and increased specialization of role activities among staff memhers Would

enhance the efficiency of the reference service. -This conclusion holds

so.long as the role activity inventory of the Reference Department and the

size and coMpositioh of its staff remain constituted as they now are.

ROLE ACTIVITY EVALUATION

As.,noted above the research made use of the semantic differential

technique to identify the reference staff assessment of their activities

in terms of four dimensions. These dimensions are importance (of the

activity tO the department), interest, confidence and cOmplex The

reference staff evaluated activities which they themselves performed.

Only those activities which viere evaluated by at least seven itaff members

17
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were included. This Section OUthe report will present results of the

analysis of the/semantic differential data.

Mean Semantic Differential Scores

TL mean scores associated with each actiyity.are iAndicated below

in ranked lists. The mean scere is supplemented by the variance score.

variance score indicates the,extent that the various ratings given by

staff members were dispersed. A low score would indicate relatively hig

consensusamong the staff and conversely;a high score would suggest a

'higher level of disconsensus.- The activities, of course, were derived-from
.

.
. . .

.

ohe of the,early interviews.and,reflect with limitedrmodification the

terminology used by staff'meMbers.

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

range from plus three (4.3).gto minus three (-3). Further each table ingudes
4

/.
a summary which indicates rahge, median .and mean.

8'

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

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

search team into categories'which reflect,related functiOns. These func-

tional categories are instructional activities, skill maintenance activi-
,

ties, patron service activities, maintenance activities and surrogate ac-

t ,

tivities. Instructional activities are characterized by explicit teaching

functions. TIi skill maintenance category
-p

consiqts of those activities
1

which would re ult in up-dating knowledge of reference tools. Patron

service activities all deal with the provision Of information to depart-
\

\ _

ment clients. Patron service activite s which-areexplititly-instruc-
, \,

tional are included in the instructional service category. The main-
,.

18



TABLE FIVE

List of Activities Ranked in Terns
of Mean Importance Score.

. Training tudent assistants..

2. Teaching use of card catalog,
etc.

3. Referring reference questions
staff.

periodical indexes,

to more experienced

4. Answering ready reference questions.

5. Orienting clients to the layout of MIR.

6. 'Studying reference materials and becoming ac-
quainted with new items.

'2 s2

+2.8 (3,2)

+2.7 (0.4)

+2.7 (0.6)

+2.6 (0.6)

-41.5 (0.5)

+2.5 (0.9),
.

7. Teaching students.how to determine proper subject .1 -

headings in card Catalogue'. +2.5 (0.9)".

Answering "how.to Use" questions'.
r'

44:4 -11.6)

9. Giving tours to freshman students on library use. +2.3 (0,3)

10. Interpreting information on catalog cards.

11. _Answering requests eo find source materials on
particular topics.

12. Anspering strictly factual dilations.

13, Pursuing search questions sway from the desk.

14. Looking out for people who imem to need help.

15. Answering directional questions. .

16. Answering.teleOhone questions..

+2.3 (1.1)

+2.3

+2.3

+2.3

+2.1

+2.1

+2.1

17,. Standing by for disk duty (substitite for absent
staff member or assist during heavy work-period). +2.1 (3.4)

18. Answering library policy questions. . +2.1 (0.7)

19. Watching the desk. +2.1 (1.0)

19
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20. Referring queatioas to branch library. +2.0 (0.4)

--

1 ., Helping handicapped persons obtain books from
the stacks. +1.9 (0.8)
, y

-,-

Consulting catalog department personnel about
card catalog problems, such as blind references. 41.9 (1.9)

i3. Anawering.questions on-library procedures, 0.g.,
what to do if book nava shell/vs.' +1.9 (2.2)

i
Attending reference staff meetings. +1.9. (1.0)-'

Pitking up payroll checks.' +1.8 (2.4)

,Starting students on a paper. i' +1.8 (2.2)

Asaisting, customers fill out request cards for items
on order or still bang processed. +1.5 (0.5)

,

Reshelving books. . +1.5 (1..5)

Ir

31.

SuRervising reference toOm:(iUventory, house-

,

,
.

keepiMg etC).
. .- . .

..,

. ,

Trouble-shooting problems related to technical
services.

Reading shelves.

32 Distributing campus guides, maps, and library
\ guides tcy the TUblic.

+1.4 (2.0)

+1.3 (1.9),1

+1.1 (2.5)

+1.1 (0.8)

33. Signing ckkl!ditems kept at desk .for building use. +0%9 (0.8)

34. Verifying bibliographic information on green order
,slips. +0.8 (2.8)

35. Supervising btbliography room (inventory, house-.
keeping, etc.). +0.7 (2.9)

361 Servicing Xerox machine. +0.6 (2.4)

'40.6 (2.5)37: Closing reference rbom at nigh .
,

20
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38. Closing bibliography room at night. +0.5- (i.3)

39. Keeping tally of questions received at the desk.. +0.4 (F.a)

4

40. Pasing patrons who receive phone calls at the,

likrary. .

J5: Enforcing rules against eating inthe library
bringing animals into the building, etc.

42. Tend ng Interlibrary Loan truck during hours when

;
Inte library Loan is closed. -0.4 (2.3)

-0.1 (A.7)

-0.2. (1.4)

I

.43. Taking'p one calls on Data Services line. -0.5 (4.9)

111

A

44. Straight! ng dhairs, etc. . ,-1.1 (2.9)

45. Answering one.for Instructional Services and AIDS.-1.3 (21)

Summat
Range +2.8 to -1.3
Median +1.9\
Mean +1.49'

/ 4

2 1
.0
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TABLE SIX.
vs

A List of Activities,Rankedia Terme
of Mean interest Scare

1. fursuing search questians away from desk.

2
s

+2.3 (0.7)

2. Stddying reference materials and becoming acquainted
.

with new items.IL 4.2.2 (2: 2).

_

A .

3. Answering "how to use" queltkOns.' +2.0 (1.9)

4. Answering requests to find source materials on
particular topics. 4.,2.0 (1.0)

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

6. Answering strictly factual questions. +1.8 (0.65

7. Looking out for people who seem to need help +1.7 (1.2)

8. Answering telephone questions. Nn ,+16 (0.7)

9, Starting students on a paper. +1.6 (2.1)

10. Training student assistants. +1.6 (3.4)

11. Giving tours to freshman students on library use. +1.6 (2..3)'
,

12. Referring reference questions to more ex-
perienced staff. +1.4 (1.0)

,'13. Teaching students.how to determine propy subject
headinss in card catalogne. +1.3 (1.9)

14. Teaching use of card catalog, peribdical indexes,
etc.

15. Attending reference staff meetings.

) 16. Interpreting information an catalog-cards.

2 2
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17. Watching the dee

18 ", itanding by for sk pity (substitute for Osent
etaff member or .assisl during heavy,Work Period).

. , _.---
..

v

. .

19. Referring questione to branch library:
. -

,

,

20.. Trouble-ehooting, problems-Icelated :to technical
., ,

.: services. .

21. Distributing .campus guides, maps, an4 library
guides to the

22. - Orienting clients to the layout- of MIK.
%Go

4

23.. Answering library policy questions.

"-

+0.8 (1.4)

+o.11 (2.6)

+0.8 (1: 2)

+0.6 (1.4)

+0.5 (0.6)

+0.4 (1.9)

+0.2 (1.1)

24. Consulting catalog department personnel about
card catalog problems, such as blind references. 0.0 '(1.0)

- ,

25. Answering questions on library procedures, e.g., what
to do if book not shelvesi. -O. (1.2)

26. Helping han4icapped,persons obtain books from the
stacks. -0.2 (3.1)

27. Answering directional questions. -0.3 (2.4)

28. Supervising referenge room (inventory, hoUse-
keeping, etc.).

29. Picking up payroll checks.

30. Supervising bibliographY room (inventory, house-
keeping, etc.) . -0.7 . (3. 3)

31. Keeping tally Of questiona received at the desk. -0.8 (1.8)

32. Assisting elastomers filliout request cards for
items on qrder or still being pro4essed.

- 0-.6 (2.3).

- 0.7 (5.1)",

2 3

- 0.9. (1.5)
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33. Taking phone calls on(Data SeiVices line. -1.0 (3.8)

34. Verifyinikbibiiographic infOriatian on green
orderali0h.

35. Closing:bibiiogriiphy-room ist. nigh . '

'36. Reshelving books,

night..

38. SerVicing.Xerm.maChine.'.

39: Signing out items kept at desk for building usel

40. Tending Interlibrary Loan truck during hours when
Interlibrary.Loan is closed. -1.3 (2.0)

41. Answering phane for Instructional Services and AIDS. -1.4 "(1.8)

42. Paging patrons who receive phone calls at the
library.

43. 'Enforcing rules against eeting.An the library, it
brfhging animals into the building, etc. -1.9 (3.0)

-1.5 (2.3)

44. Straightening chairs etc.. -2.0 (1.5)

45. Reading shelves.- -2.2 1.3) '

Sumiary
g Range +2.3 to -2.2

Median +0.2
1r, +.18
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)

TABLE SEVEN
0

'A List of Activities Ranked in erms
of Mean Confidenct Score

'1

1. Picking up payroll checks.

2. Straightening chairsi etc.

.3. Signing'out items kept at-desk for buil ink use.

4. Reshelving books..

5. Helping handicapped.persons Obtain books
the stacks..,

6. Answer ng directional questions.

7. Closing bibliography room at night.

8. Supervising reference room (inventory, house- ,

keeang, etc.) +2.4

9. Reading shelves. +2.4 (1.0)

10. , Referring yeftrence,questions to more experienced
staff. Vt. +2.4 (0.5)

/-

from-.

7

+2.9 (0.1)

+2.8 (9.3)

+2,7 (0.4)

+2.7 (0.4)

+2.6 (0.4)

+2.6 (0.4) .

+2.5 (0.5)

11. Supervising bibliography room,(inventory,. house -
keeping, etc.) +2.4 (0.5)

: 12: Orienting clients to ihe layout of MIK. +2.3 (0.4)

13. Giving tours to freShman students on library use. +2.3 .(1.1)

14. Teaching use of card catalog, periodical indexes,
etc. +2.3 (0.8)

15. Distributing campus guides, ps, and library guides
to the public. +2.3 (1.1)

16. Interpreting information on catalog cards. +2.2 (0.8)

17. Closing reference room at night. +2.2 (1:2)

18. Answering ready reference questions. +2.2 (0.5)

2 5
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19. Answering strictly Iactual questions:

20.- Pursuing:seaidh questions.away-froeu the desk.

21. Watching the desk.

+2.1 (0r4)

+2.1 (1.0)

2 . Answering telephone questions. 42.0 (0.8)
. .

k. Assisting customers fill out request cards for items
- , +2.0 (0.§)on ofder or.stillheing processed. .

24e. Tending Imterlibrary Loan trudk during
h0

ours when
Interlibrary Loan is closed.

. . 'i

25. Training stu4cnt assistants.

26. Studying-reference materials and becoming
acquainted with new items.

27. Keeping tally of questions received at the desk.

28. Answerinuquestions on library procedures, e.g.,
what to do if book not on shelves.

' a

+2.0 (1.4)

+2.0 (1.5)

+2.0. (1.1)

+2.0'

+2.0 (0.8)

29. Standing'by for desk duty (substituç6 for absent
staff member or assist during heavy work period). (+2.0 41.8)

O. 'Attending reference staff meetings. +2.0 6.0r',

31. Starting stlidents on a paper; +1.9 (0.6)

32 Answering requests to find source materials
on particular topica.

33. Answering library policy questionb.

34: Verifying bibliographic infOrmatioh on green
order slips.

4

35. Teaching students haw to determine.proper
subject headings.in card.catalogue.

36., Answering "how to use". qUestions..

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

2 6
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.19. Ansiering strictly factual questions.

_J- !

20. Pursuing search questions away froti the disk,

21. Watching the desk.

, ..

+2.1 (0.4)

+2.1 (0.5)

+2.1 (1.0)

22. Answering telephoite questions. +2.0

23. Assisting customers fill out request cards for items

(0 . 8)

-

on order or still being processed. 4-2.0 ,(0.9)

24. Tending Interlibrary Loan mac during hours when
Interlibrary Loan is clos6d. 1.2.0 (1.4)

25. Training student assistants. +2.0 (1.5)

26. Studying reference materials mid becoming
acquainted with new item. +2.0 (1.1)

27. Keeping tally df questions received at the desk. +2.0 (1.5)

28. Answering questions on library procedures, e.g.,
what to do if-book not on shelves. +2.0 (0.8)

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

rt
33. Attending reference staff meetings. +2.0 (1.0) 1-+

31. .Starting students on a paper. +1.9 (0.6)

rr
32. . AMswering.reivests to find source materials

on particular topics. +1.9 (0.7)
4

33. AnSwering library policy questions. +1:9 .(0.6)

34.
4

.Verifying.bibliographic information on green
order *lips +1.8 (1.7)

35:-Teaching student:3.h* to determine proper
subject headings in card catalogue. -' +1.8 (1.1)

36. Answering "how to use" questions. +1:8 (0.9)
3

37. Looking out for people who seem to need help. 4-1.8 (2.2)

27



.38. Referring questions to branch library. +1.7 (2.0)

39. Consulping catalog de'partment perionnel about
card 4ta1og problems, such as blind references. +1.7 (1.0)

40. Taking phone calls on Data Service line. +1.7 (2.5)

41. Answering phone.for Instructional Services and
AIDS. +1.4 (3.8)

42. 'Enforcing rules against eating in the library,
br_j.n.ng animals into the building, etc. +0.9 (4.1)

43. SerVicing Xerox machine. +0.7 (1.7)

44.. Pagihg patrons who receive phone calls at the
library. +0.5 (3.0

45. Trou4le-shboting problems related td technical
services. +0.3 (3.5)

Summary
Range +2.9 to +0.3
Mediad +2.00
Mean +2.06
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TABLE EIGHT

.A List of Activities Ranked in'Terms
of Mean Complexity Score

er s
2

1. Rursuing search questions away from desk.

2. Trouble-shooting problems rylated to technical
services. .

+1.8

+1.5

(1.0)

(0.9)

3. Starting students'on a paper. +1.5 (1.0)

4. Answering requests to find source materials on
particular topics. +1.5 (1.8)

5. Teaching use of card catalog, periodicals,
indexes, etc. +1.3 (0.8)

6. Studying reference materials and becoming
acquaihted with.new items. +1.3 (0.6)

7. Teaching students how to determine proper subject
headings in card catalogue. 1.0 (3.7)

8. Interpreting information on catalog cards. +0.9 (0.8)

9._ Answering'telephone questions. +0.8 (1.4)

A
10: Giving tours to freshmen students on library Use. +0.8 (2.2)

11. Consulting catalog department personnel about
card catalog problem Such as blind references. +0.8 (1.0)

12. Training student assistants. +0.8 (2.8)'

13. Answering strictly factual questiohs. +0.8 (0.4)

14. Answering ready rference questions. +0.8 (1.0) °

15. Answering "how to le" questions. +0.5 (1.1)

16.. Orienting clients to the layout'of MIK. +0.3 (3.0)

17. Answering library policy questions. 40.1 (3.0)

2 9 0
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18. -Refetring reference queWons to more experienced
staff. 0.0 (3.3)

-

19. Referring questions ti;,branch library. -0.1 (3.2)

20. Attending reference staff meetings. -0.1 (3.7)

21. Looking out for people who seem to need help. -0.2 (3.5)

22. Watching the desk. -0.2 (3.0)

23. Verifying bibliographic information on [book]
order slips. -0.3 (2.1)

24. Answering questions on libraryprocedures,
e.g., what to do if book not on shelves. -0.5 (3.3),

25. Standing by for desk duty (substitute for absent
staff member or assist.during. heavy lark period). -0.5 (2...5)

26. Servicbfig Xerox machine.

27. Paging patrons who receive phone calls at the
library.

28. Taking phone calls on Data Service line,

29. Helping handicapped persons obtain books from
the stackp.

-0.6 (2.1)

- 0.6 (3.9)

-0.7 (3.3)

-0.9 (1.4)

30. Supervising referente room inventory, house-
keeping, etc.). -0.9 '(2.3)

31. Assisting customers fill out request cards for
,items on otder or still being processed.

32. Reading shelves.

33. Answering directional questions.

34. Answering phone for InstruCtionS1 Services and
AIDS. -

3 0

- 1.2 (2.0)

- 1.2 (3.1)

- 1.2 (2.0)

7.1.3 (2.3)



35. Tendin Interlibrary Loan truck during .hours
when 1 terlibraiy loan is closed.

36. Supervising bibliography room (inventory, house-
keeping, etc.)

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

38. Closing bibliography room at night.

39. Closing reference room at nielt.

\

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
1
6 (0.8)

Summary
Range +1.8 to -2.6
Median -0.3
Mean -0.35

31
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tenance category includes those actiirities which might be described as

housekeeping f ctians. The last category labeled surrogate functions

consists of activities that the refero., department performs ear othei

departments.

The analysis of.the aggregated mean sCoresin terms of the foot.

.

dimenbions.is indicated in Figure Two and Table Mine.

The instructional, skill maintenance, and patron serVite complexes

were cgaracterized by high scores,in terms of importance. These cooplexes

also scored high in terms of,interest,. cpnfidende and complexity. Main-

tenance activities were acored loWin all dimensions bUt confidence.. Th

this case the confidence score was the highest of all. This score profile
+0.

reflects the routine nature of these activities. A soulewhat similar

profile is associated with the surrogate activity complex which had generally

law scores in importance, interest and complexity. Howelier, in contrast

with the maintenance complex scores, the aurrogate compleX 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 thesrankings in the four dimensions.

The product of this analxsis was coefficients of agreement between the

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

that there is a significant positive correlation betvren the followihg

.er
pairs: importance aneinterest, interest and complekity, and importance

and complexity. The analysis suggests a somewhat negative correlation

between complexity and confidence. A summary table of the results'of rank

correlation (Table Ten) appears below.

3 2



-29-1, .

FIGURE TWO
.

..,Compariuon -.. of Mean Activrity Scores In Terms ..of Importance, Interest

.1 .-.: CoMplemity, and CdnfidenCe of lelected ActiVity.posipiands
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TABLE NINE

Comparison of Selected Functional Activity Comilexes in Terms o

Mean Importance, Interest, Confidence and.Complexity 6cores

Importance
imilmmm.

,

Interest Confidence
.....mmilinimmum

4

2.1

L

Complexity
............mum.

0.4
,

.

Instructional
Activities
(N 6)

2.5 1.4

Skill Maint.
Activities
(N 2)

2.2 1.8

. '

.' 2.0 0.6,

Patron
Service Act.
(N 19)

. 2.0
-

'0.8
..

. c

2.0 0.0

Maintenance
Activities
(N 12)

0.6

.
(-1.3)

..

2.2
,

,...-

(-1.8)

Surrogate , ,

Activities
(N 6)
1

0.3,

1

,

0.7 1.5

)

(-0.3)

3 4
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TABLE TEN

Rank - Order Correlation

Coefficients Determined by Kendalls Tau

.

.

Importance

Interest

complexity

Confidence

Importance Interest CoMplexity Confidence,

,

- .

.640*

505*.

- .120
,

,

-

-

.609*'

(-.083)

-

: '

,
-

. -

. -

.

.

* Stgnificant at the .001 level
.** .Significant at the .007 level

Activity analysis scores of the professional and non-professional

staff were compared. Significant differences are indicated in Table

eleven. The activities themselves are indicated in Table twelve.

1
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The semanti ifferential ratings Were then divided in two sub-samples--

the ratings of the pro ssional staff and the ratings Of the non-profestlione

'staffin order to disdover hose activities for which a significant dis-

consensuavexisted. The average tings of the two groups, for each of the

) +
four dimensions of each activity, we compared using the Studenes't

test.. Table Eleven lists those activiti showing significant disconsensus

between non-profeesional and professional st on one or more-semantic .

,dimensions. Group'averages (i.e., il-P1 and Pio are upplied in the table

for.each case of disconsensus. Table Twel

/
e lists the ac ties, indi-

percating which groupprofessional or -professional-had the dr average

, rating.
'

Thirty-four activities., or a little more than one-ithirdjof the total

93, show disconsensus between the profestional and non7Rrofessional greups.

ADf these 34, three-show dieconsen us on two SeMantid-domains. 'There are
-..

',

no activities for which signifi ant disconsensus isobtained in three or ,

s

four domains. This iudicateQhJgh role consensus between the professional
1

and non-professions/ staff.. Considering th'ai the total ntiMbei of possible

cases for dieconsensus ate 372 (1.e., 93activities 44 ditipsions)he

i
37 actual cases of disConsensus are only 10 !percent'.

High role consen4us is a function-of the low leliel of role sfiecializa-

)

t. ,

;

tion in the Reference Department. The wide sharing of activites between
,

-

'the professional staff and non-professionalstaff contributes to high
. A. ,

consensus. Furthermore, in all cases of disconsensus 'same one, the pro-

fesaionale average rating is higher than that of the non4rofessionals.

This is expected becauae the professional staff presumably'would have*

strohgei commitment to their, work and consequently plade a-somewhat higher

evaluation on it. ,

3 6 .
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TABLE ELEVEN

Significant* Disconsenaus in Evaluation BetWeen

..Non-Profesgional and Professional Staff

t

Activity
NO.

Importance, Interest Confidence. Complexity

N-Pi '..pR
. N-pR PR N-PR . PR Nz.PR PR

.

P

1

8

9

10

- 15
16
19

23

25

26

27
. _

; 30

34

. 40

42

44

46

47

48

54

56

; 60

! 654:'

77

" 84
85
86

87

88

89

-1

.

-

.

INN

5.4

.3.4

.
.

.

5.7
6.0

..

.

5.5

,...,

J4.7

5.7

5.3

4.8

-

1.6

-

,

7.0
7.0

.

,

7.0

5.7

7

7

.

4.2
3.5

,

3.7

1.

3.0
3.7

2.4
2.8

3.4

5.0

5.3

4.0
1.7

1

5.6
5.8

6.2

5.5
5.8

5.2
6.0

4.9
6.4

6.6
6.1
4.0

\

4.8
-

5.6

5.5

4.0
2.5

3.5

4.5

3.5,

5.0

2.0
4.7

. ------.

.'

,..-..

,1

1

---.

6.7
A

6.5
6.6.

6.6-
5.7

5.3
.

6.2

.,

6.0

.6:1)

5.7
6.6

-

4.3

1.8
\

4.5

'

3.0
3.0

.

-$

%

6.3

,

3.7
5.4

5.0
5.4

* Student's t test f6r th twO-means is < .05 in all caOes.

3 7
*
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TABLE 'TWELVE

Activities with Significantly Different Mean- Scores for

Professional and Non-Professional Staff

Importance-Higher for Professionals

9 - Helping handicappe4 persons obtain books,from the stacks.

27 - Stetting: insuring that staff commands d broad range of area

topical specialities.

30 Staffing: training of professionai library staff.

54 Answering requests elind source materials on particular-topics.

66 Distributing campus guides, 106 and,librdry guides to the public.

77 Pursuing Search Questions sway from thlodesk.

86 yetChing the desk.

89 Standing-by-for desk duty (substitute for
assist during heav work period.)

Importance-Higher for Non-professionals

4 - Servicing Xerox Machines.

Interest-Higher for Professiohals

6 - Refering questions.to branch library

8 -

16 Formulating

25 Staffing: -

26 -

34 -

40 -

Conducting Reference Servihe user

Staffing:

Supervising

survey.

absent staff metber Or

departmental policy.

advertising for new student staff.

obtaining support staff (through personnel division).

bibliography room (inventory, housekeepinglretC.)

Checking appropriateness of Call numbemassigned to new books.

44 - Consulting catilog department petsonnel about card cata/og problems,

such as blind references.-

Developing resources for adademiC departments.

38
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54 - Answering requests to find source materials on particular topics.

56 - Attending library faculty meeting.

60 Coordinating and supervising shelf reading.

Interest-Higherlor kon-professionals.

NONE

Confidence-Higher for Professionals
t

1 Verifying bibliographic information on [book order slips.lj

10 Answering telephone questions.

15 Assisting customers fill out request cards for itels on order, or
still being processed.

19 Submitting news items to (Librgry Staff News Letter)

23 Staffing: making out staff worlimpchedule.

26 Staffing: obteining support staff (through Personnel Division ).

42 - Recommending ordering of new books and serials.

47 - Serving on library committees.

S.

65 Transfering superseded nOn-seriAl items from reference to stacks.

84 Preparing annual report.
%

85 - 'Checking [book] order slips against the card catalog to baz-sure
item not already held.

Confidence-Higher for non-professionals

'NONE

Complexity -Highef-fo; Professionals ' I

404 - Checking appropr ateness of [call] nutbers essigned.to new books.

48 - Keeping time she ts, of hourly employees.

52 -- Teaching students how to determine proper subject headings in-card
- ' catalogue. :

,

87 - Refeiring reference questions to more experienced staff.

88 - Ansiering library policy questions.

Comp exity -Higher forNon-profetsionals

3 9
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s PATRON- SATISFACTION ANB PATRON-STAFF CONSENSUS ,

,

Ihe Reference_Service Encounter S rvey 'was used to obtain data on

,patiOn satisfaCtion and on patron-staf coniensus for features of the

reference encounter. The resulta of the survey will.be.discussed question-

by question.'- The4eader can refer to the survey instrUment (Appendix la)

for the exact wording of eath.question.

Question Negotiation

.-librarian copies of the questionnaire were theeked,to determine

whether the repOnses for'"patron's original question" and "what the patrOp,
-

really wanteC,were sUbstantially different,orthe same. SUbstantially

different responaea were acored as "question negotiation require,C; sub
.

inantially identical responses were scored ea "question negotiation not

required".

Table Thirteen breaks down each of these groups\accordingto the

responses given to question four, Which asked how wiii-a9 librarian pin-
.

pointed the patron's needs.

Patron-Identification
1

Table Fourteen gives the number of patrons-Irom each user'Itatus

category.participating in the Reference Serlkce Encounter Survey, with ih

breakdown on librarian agreement and disagreemen on the patron's status

for each category. Because such a disproportionate number of undergraduates

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

/c
suitable for statistical analysis.

4 0



v

TABLE tHIRNEN A

4 f

Rxeakdown of Question Negotiation by Pinpointing of Patron Needs

Question Negotiation Required

Pinpointing

32

Patron reap.. Librarian reap. No. 1

very weit,

very well

very'Well

mod. well

17

7

53%

22%

very tell poo ly 1 . I

mod. well very well'.' 3 9%

mod.vell mod. well 4 13%

Awestion Negotiation Not Required 65

Pinpointing,
',...

Patron resp. Libiin ;esp.

very.well very Well

verrwell mod. well

very well poorly

mod. well very well

mod. well , ; Mod. well

No. %

43 662 ,

11 17%

2 3% '

4 , 6%

5 , 8:

42
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TABLE FOURTUN

Librarian Assessment of Patron Status

User
Status

No.. of Patron
Respondents

Librarian
Agreed t

Librarian
..Disagreed

Undergraduate 61 57 4

Graduate 18 11 '7

Faculty 3 1 2 .

Staff 2 1 1

Other 13 9 4

laibrary Familiarity

Question three asked patrons to rate their general familiarity with

the library and librarians to evaluate the patron's general familiarity

with the library. Table Fifteen shows the number of responses that fall

in each of the nine categories created by looking-simultaneously at patron

and librarian ratings. The patron and librarian showed consensus in 45

cases and lacked consensus in 52 cases. Of these 52 cases,'the librarian

rated the patron higher than he rated himself in 22 cases and rated the

-.patron lower than he rated himself in 30 cases.

The proportion of.consensus to disconsenams yields Isi2 of .38'in 4

single classification test of significance; the proportion of high to low

2librarian ratings in disconsensus cases yields a 4 of .94 in a single

classification test of significance. Nieddrof these scores is signifi-

cant (X2 (1) 3.84). Therefore, the level of shared per eptions of
I

patron familiarity with the library reflected in these data s ems to be

not significantly better.than that attributable to chance.

4 3-
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TABLE FIFTEEN

Ratings of Ilatron's General Familiarity with the Library

Libraiian Response

Patron Reponse good fair poor

8004 11 11 3

fair 9 23 16

poor 4 . 9 11

Patron Needs Identification

Question four aSked patrons and librarians how well the librarian

wai Able to pinpoint the patron s needs. 'Their ccMbined responses are

shown in Table Sixteen.

TABLE SIXTEEN

, Ratings of Librarian's Sugcess in Pinpointing Patron's ieeds

Librarian Response

Patron Response very well: moderateiy,well pooriy

very well
..

60 18

moderaiely.well 7 , 9 0

poorly 0 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 highey than the patron's in 7 cases, and the patron's rating

was higher than the librarian's in 21 cases. The level of consensus on

this question is highly significant; a sin classification X2 test of

4 4
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the proportion of consensus to disconsensus yields a X2 of 16.50

(X2 (1) mi 12.12). The tendency of librarians to underrate their-
.9995

success at pinpointing the patron's needs is statistically significant as

well, with a single classification 'Of 6.04 (X2 (1) 5.02).

Information Quantity

Table Seventeen shows combined patron and librarian responses_to the

question asking how muth information the librarian provided the patron.

TABLE SEVENTEEN

Ratings of Amount of Information Patron Received

Librarian Response

Patron Response Too ttle 'Right amount Too much

Too little 6 3 0

Right amount 15 69 0

Too Much L 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 proportion in a single classification X
2

test is extremely high; X2 164 (X2 (1) 12.12).
.9995

In the 22 cases of disconsensus, thejtbrarian over-estimated the

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

information given in 19 cases. This proportion yields a single classiff-

cation X
2
of 10.22 (X2 . t(1) 7,88), indicating that the tendency-of

'.995

librarians to upderrate the amount Of information provided to patrons is

statistically significant.

4 5
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Patron Instruction
7

The final question asked both patron and libririan to state whether

or not the librarian had instructed the patron in the use of a reference

tool or library facility during the encounter. Table Eighteen shoWs

combined patron and.librarian responses.

TABLE EIGHTEEN

Occurrence of Library Skills Instruction

Librarian Response

Patron Response .Yes No

Yes 34 22

No 18 21

Patron and librarian relports on the presence or.absence of instruc-

tion agree in 55 cases and diaagree in 42 cases. This proportion yields

a single classification X2 of 1.48, which is above the'.05 level of signi-
-

2ficance. A 1
2

of independehce for Table Eighteen yields a X of

1.42. Because this X2 value is not significant, it is not possible to

reject the hypothesis that librarians' responses and patrons' responses on

the question of instruction are independent of one another.

However, if Only the subgroup of satisfied users, i.e. those reporting

that they.received "about the right amount of information," is considered,

the level of consensus achieved on the question of Instruction improves.

Table Nineteen-presents combined patron and librarian responses on question

six for the 84 cases An which patrons were.satiskied with the amount of

information received.

4 6
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TABLE NINETEEN

Occurrence of Library Skills Instruction for Satisfied Patrons

Librarian Response'

Patron Response Yes. No

Yes 34 18

No 13 19 .

The R2 test of.iadependence for this table yields a 7C2. of 3.97.(X2 95(1)

3.84), indicating that the responses of satisfied patrons and librarians

regarding instructton probably are not mutually independent. There are

53 cases of consensus and 31 cases of disconsedsus concerning instruc-

2
tion among the satisfied patrons. The single classification'X for

this propor;ion is 5.26 (K
2

975,
(1) 5.02), indicating a significant level

.

of Consensus between librarians and satisfied patrons on the question ,

of instruction.

\

Conversely, in every case where patron and librarian agreed that

1:

instru ion had occurred, the patron was satisfied with the amount of
,

informs ion received. Thus all dissatisfied patrona either.Were not in-
t-. 4

structed by the librarian or perceived that instruction had,occnrred when

in fact the librarian had not intended io instruct. Table TWenty pre-
.

senpa a cross-tabulation of the scores for questions five and six. Every

indiCation points to a clear relationship between ina4tiction in library
s.

skills that is correctly perceived by the.patron =A patron satisfaction.

4Pv-
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TBIE TWENT!

Cross-Tabulation of Responses on Instruction and Amount of Information

Instruction Occurred Amount of Information Piovided

Patron, Librarin No, Patron

Yes

Yes

Yes 34 right amount

right amount

24 right athount'

fight mounX

too 1 ttle,

too little

too much ,

toO much

1

lei, . 18 right amount

right amount

eoo much

too little

too

21 right amount

right amount

too much. )

too little

Librarian No,

Patton Satisfaction

Yes No

right amount 31 14 0

too little 3

right amount 13

too little

right amount

right ;mount

too little '

right,amount

1

1

1

1

e

18

right amount 10

too little' 3

righe amount 1

righi amount 2

too little 2

right amount 15

too little 4

right amount I

too little 1

19 2

49
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SUM/I -

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

of the role performance of the mehbers of the reference d partment. This

section of the report will enumerate the more noteworthy re ults of the
,

inquiry.

i. Of the total range of activities carried out, a larger share

of the activities are done by professional staff thâ non-pro-,

A
fessiOnal.

2. Analysis of activity sharing indiciates that the reference depart-
.

ment has a rather low level of functional specialization (or

burtpucratization).

3. AnalYses of high congruence paiis does inalcate clusteringof

4
staff along professional and nolf-professional lines. A core

of activities can be defined for each category. Staff evaluation

'of activities also indicated some significant,differences between

professional and non-professional staff in terms.of ihportance;,

interest, confidence and'complexity evaluations.

4. The evaluation of the activities based on the,.sehantiC differen

'tial technique indicates a highly flOsitil",e-.evaluation of
.40

stiuctional, skill maintenance and pIton service activities and

a slightly positive evaluation. of maintenance iind,:iurrogate

%

activities in terms of importance. The highest'set of actiiitieb

in terms of interest score are thbssociated with skill main-

tenance with a moderately positive score. Instructional ac-

tivities are also moderately positive. Patron seivice and

±;\

r' 5 0
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surrogate activities are somewhat positive, whereas main-
',

tenan'6e aCtivities are rated as moderately negative. In terms

of confidencelhere was relatively little Variation -with most

scofts being scored near the top of the moderately positive

category. Maintenance activities were scored as the least

complex. Skill maintenance instructional activities were

vielwed as the tostcOmplex., Patron service and surrogate

activities were intermediate between the extremes.

5.- Activity Mean scorerank-order correlation analysisTsuggesis
-

thestafflindactivities interesting that are'rated awimportant

to the depitivi'ent. The staff seem most interested in more CoMplex

- .

. Role consehsug between the professionalstaff .and the non-pro-
. -

fesSional Staff is'quite high. .This is attribhtak!t!g the

fact-that role activities
h
in-the Reference Department are Widely

shared between both groups.

7. The reference encoudiet.suivey indicated that approximately one-

third of the pstrod-staff ieference.encounters required

nificadt patron-staff negotiation.

; The pcedure calculated to determine the staff's ability to

, determ ne.patron status was incenclusive%
, ...

.

9. The procedure calculated to deteriini the staff'S ability to
. .

.

.
.

-. '
.

.
.

,4 _fudge Patron's fSMiliarity with the' library was inconclusive.

10. Analysis. sugges alat'the reference' staff effectively "pinpointed"
tIcil

patron needs. Ab ut 80 percent of the patrons indicated that the

staff "pinpointed" their needs well. 'The staff tended to.under-

rate their sucCess id this area.

51
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11. According to patrons evaluations the.staff provided the right

amount of information in 87 opercent cf the encounters. Again

the staff signifitantly underestimated their performance in thiv

area.

12. The research produces some indights into attributes of effective :

reference service. The data indicate-a positive relationship be-

tween instruction and paekon satisfaction.

All cases where the librarian and patron agreed that intl?ruc-

.

tion had oceurred had a successful outcome. All cases which indi-

tate lathe patron dissatisfaction occur where there is consensus

thagno instruction occurred or disagreement about.the presence

of instruction 1Ctivities.

This suggests that reference service éffectiveneBa in dealing

with the patron can be increased by emphasizing the role of the

reference librarian as teacher rather than the more passive con-

ception of the reference librarian as information source. Infor-
,

--.---matot.thould be proyided in suth a way-as to add to the patron's

skill in library use rather than merely providing inforination

to meet short-term client needs. Ibis suggests that referende

librarians should be encouraged.4o motc explicitly conteptualize-

themselves as teacher. This is consistent with the view thatli

7

librarians be regarded as faculty rather than

staff. The research did noede4rmine the teaching skills which

dog'

,

ire relevant io the fleeting "classroom" encounter of the reference

librarian.
w. ip

52
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APPENDIX A: PERSONAL BACKGROUND INTERVIEW FORM

PERSONALISACKGROUND INTERVIEW--MIK LIBRAX REFERENCE PROJECT

(starred questions are to-be omitted for personnel who'are now students)
a

1. Job History (include nonolibrary work experience)

Lib*ry' Location Department Position Time Period

'*2. Library school attended Degree Dates

3. Reference-related library science courses
a) Subject of course

Humanities
Social sciences
Natural Science
Government documents
Theory of reference.department management
Subject bibliography (list)
u ,

other (liet)

Teaching methods employed in these courses
Sample questions
Learning content of.particular reference materials
Preapering bibliographies
Discussion of theory of reference dept. Management
Discussion of,dealing with the publie
Practical experience working,In a referenCe department
Other, (list)

4. What aspects of reference work were you best prepared for by these coursee

What sweets of reference work were,you least prepare0.for by these
courses?

.;

5 3
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5. Training for your present job
a) formal orientation, on-the-job training program, etc.

inforMal methOds of learning nevi job situation

* . How do you keep informed.about ne4 reference materials?

*7. Association memberships
ALA committees or offices?
other committees or offices?

7'
*8. t4hat library jOurnals do 'yoU find-most pertinent to your needs? Useful

for articled and/or bibliographic informaion? -

Title - articles bibliographic information

5 4
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APPENDIX C.: .REFERENCE'ACTIVITY INVENTORY

Reference Activity inventory

1. Verifyinebibliographic information on green order slips.

2. Conveiing of semi-monthly staff meetings.-

3. Consating with libeary administration on policy planning'and
development.

4. Servicing Xerox machine.

5. Typing orders fpx new_books and serials.

. .Referring questione to branch library.

enting clients to the layout of.MIK.

8. Condbcting Reference Service user survey.

9. Helping handicapped persons obtain books from the stacks.

410. Answering telep,one questi S.
.

_

11. Compiling bibliographies or fact sheets on topics of current interest.

-12. Trouble-shooting problems related to technical services.

13. Checking Library of Congress weekly list of unlocated books.'

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

15. Assisting customers fill out request cards for items on order or still
being processed. .

16. Formulating departmental policy.

17. Giving tours to freshman students on library use.

: 18. Paging patrons who receive phone calls at the library.

19: Submitting news iteSs to the Green Bean.

01 Replacing book stickers.

21. Picking Pp iiayroll checks.

22. Answering phone for Instructional Services

5 7
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23. Staffing: making out staff work schedule.

24. Staffing: filling unexpected vacancy in work schedule.

25. Staffing: advertising for new student staff.

26. ,Staffing: obtaining support staff (through UK Personnel Division).

27. Staffing: insuring that staff commands a broad range of area topical
specialities.

28. Staffingr interviewing prospective staff members.

29. Staffing: searching for new staff members.

30. Staffing: training of professional librarian staff.

31. -Lecturing to class on reference re rces pertinent to their
area,

32. Feeping reference departMent staffed and oPerating all hours
.is open.

33. Signing oui items kept at, desk for building use.

,Shpervising bibliography room (inVentory; housekeeping, etc.)

Resheliiing books.

ndexing Courier-Journal.

subject

a

the library

37. Acting as liaison for academic departments.

38: Maintaiding co ege catalog collection.

39. Supervisihg:re erence room,,(inventory, housekeeping, etc.l

40. Checking appropriateness of Dewey numbers assigned to new books.-
01

41. Tending Interlibrary Loan truck during hours when Ihterlibrary Loan
is closed.

42. Heoammendihi ordering of *new books and serials.

43. Haudling questions coming in by mail.

44. Consulting catalog department personnel about card catalog prbblems,
such as blind references.

45. Teaching use of card catalog, periodi 1 indexes, etc.

5 8



46. Developing resourcea for academic departments.

47. Serving on library committees.

48. Keeping time sheets of hourly employees.

49. Training student assistants.

50. Closing bibliography room at night.

51. .Interpreting information on catalog cards.
A

52. Teaching students how to determine pcir subject headings in card
catalogue.

53. Startille students.on a"Oalier.

54. Answeritng requests to find source materials on particular topics.

55.. Checking journal book reviews for book selection.

56. Attending library faculty meeting.

57. Straightening chairi, etc.

58. Sending items to be rebound or repaired.

S9. Consulting with catalog department about weeding items from the stacks.

60. Coordinatint and suPervising shelf reading.

61., Recording and filing additions to series and looselesf items.

62. Transfering old seriei items,from reference collection to stacks.

63. Closing reference roohl at night'.

64. Studying reference laterials and becoming acquainted witirnew:9.tems.-

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

. stacks.- n

66. Distributing campus guides, maps, and library guides to the public.

67. Keeping.tally of questions received at the desk.

68. Preparing monthly report.

69. Processing new acquisitions.

70. Answering-strictly factual questions.

71. Keeping statistics on volumes in reference collection.

\$.9.
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72. Checking published bibliographies to see whether library owns items.

73.. Answering questions on library procedures e.g.-what to do if book
not on shelves.

74. Maintaining "books On order" and "Orders received" recordd.

75. :Reading shelves.

,76. Compiling user guides in'various subject areas:'

77. Pursuing search Oistions away from the desk.

78. Maintaining and updating departtental shelf list.

79. Answering "hOw to use" questions.

80. Answering ready reference questions.,

81. 'Looking out for people who seem to need help.

82. Answering directional questions.

83. Checking reference bibliography serials list.

84. Preparing annual report.

85. Checking green order slips against the card catalog to be sure item
not already held.

86. Watching the -leak.

87. Referring reference questions to more

88. Answering library policy-questions'.

89. Standing.by for ,desk duty (substitute for absent staff membr or assist
during heavy work period).

e4trienced staff.

.90. Editing user guides and bibliographies.

91. Preparing for anticipated questions-, eg. class assignments, cu rent
events.

92. Taking phoile calls on Data,Services line.

93. Attending reference staff meetings.

.11
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'APPENDIIE D: REFFIENCE ENCOUNTER QUESTIONNAIRES

kate

Tile
Patron'Copy

Uference Service Encounter Survey

. What did yuu ask, the reference librarian?

2. Are you? (check one)

U.K. undergraduate student
U.K. graduate student
U.K. faculty
U.K. staff
other

How would you rateyour familiarity with this libr

Qood
Fair
Poor

4. How well did the reference librarian pinpoint your needs?

Very well
. Moderately well

Poorly

Comments:

5. Did you receive (Check o.e)

too little informatio ?
about the right amount of information?
more information than.you wanted or could une?

6. While assisting you, did the.librarian instruct you in theuse of
reference materials or facilities, such-as the card -catalog,
bibliographic' indexes, etc.?.

Yes
No

If yes, what did,you learn?
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NO.

Name

Reference Service Encounter Survey
Reference Staff Copy

1. What was the patron's original question?.

What,didthe patron really want?

2. On the basis of this endOunter, I would guess ,that this patron is

U.K. undergraduate 86 ent
U.K.graduate student
U.K. faculty
U.K. staff
other

3. On the basis of this en o er, uld judge the patron's level of
familiarity with th i its resobrges to be:

Good,
--"air

1

if,Poor'

0 P
4. During the question negotiation process, how well did you pinpoint

the patron's needs?

Very well
Moderately well'
Poorly

Comments:

5. Do you think the patron

Got less infortation than he'wanted?
was satisfied With.the amount of information?

more information than he Wanted? .

6. While asSisting the patron, did you
materials or facilities?

Yes
No

a

instruct him how to Use reference

Ifyes, what materials or lacilities?

1!
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