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Abstract

_ The Present research examines the process of the development of
knovledge structures concerning events. Abelson (1976) suggested

that one type of knowledge structurse, a script, would move, as similar
events were enccuntered, through three levels of generalization:

from episedic, to categorical, and then to hypothot}eal. Specific
hypotheses concerning the content of event knowledge structures st
these varying lavels of generalization were developed. Subjects

were given descriptions of events to read. The mmber of events

{one, two, three or four) end the level of similarity of the svents
{similar or dissimilar) were nanipulated. Subjects wers then asked

to write "what happened" in the material they had read. Responses to
this question were content-analyzed. The results fit predictions.
Subjects exposed to one event tended to write episedic protocols, full of
concrete details gbout that event. Subjects exposed to two or thres
siniiar events, wrote scmewhat more gbstract prozocols, with many of
the characteristics of a categorical script. When expossd to four sim-
ilar events, subjects' protocols ;eru most abstract, containing some
of the characteristics of a hypothetical script. Less evidence of
generalization was present when subjects read two, three, or four
dissimilar events. The implications of these results were discussed, in
terms of how the contents of inductive theories change as those

theories are based on increasing gmounts of supporting evidence.
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The Develomuent of Knowledge Structures

The present research focuses on the structure of knowledge about
events. Such event knowledge structures have been Conceptualized
as frames (Minsky, 197S5), schemas (e.g., Rummelhart & Orton;,1977),
and scripts (Schank 4§ Abelson, 1977). Theories about event knowledge
structures generally have 3s their premise that people use the per-
sonal and/or vicarious ¢xperience of an event OT events to build theo-
ries about what hes happened and/or what will happen if a similar event
were to occur in the future. To date, relatively little empirical re-
search bas examined the process of the development of event knowledge struc-
tures.! The present research addresses saveral questions concerning
this process: As individuals experience events, how do they build theo-
ries gbout those events? Specifically, how many events aust an individual

‘experience, and how similar must those events be, before an individual

begins to generalize? How does the content of an event knowledge struc-
ture change as it becomes based on incressing smounts of experience?

Nelson and her colleagues have addressed a2 subser of these questions
in their research on the process of script d&elapuut in children (Nelson,
1979; Nelson & Gruendel, 1979). Their findings indicate that. the scripts
of older, as upposed to younger, childremwsre less concrete and more com-~
plex. Two types of evidence of complexity were found. First, the sequence
of elements in the knowledge structure were causally linked with conditional
(if...then) texminolofy. Also, information was clustered hierarchically,
so that one or more facts were conceptualized as specific instances of
2 more géneral phenomenon. These findings of decreasing concreteness and

increasing complexity are relevant to the Present study, although our -

focus is on the development of knowledge structures in adults.

: "

1=



Development of Knowledge
3

- The earliest point at which an event knowledge structure would
begin to develop is after exposure to a single event. In reviewing
the impact of single,‘dramatic historiczl events on later foreign
policy decisions, Jervis (1976:221) notes the willingness of -decision-
nakers to build theories based on a single ~ “: "The pressures to
apply the lessons learned from one salient - -:ation to others that
resemble it are go powerful that even those whe are aware of the pit-
£falls of this experience may succumb.” Those "pitfalls'" stem from the
fact that a description of a single event is basad on & single observ-
ation, a statistically insufficient basis for generalization.

Like an event, a case example ir based on A sample size of one.
Résearch has demonstrated thar single case examples impact judgments
about category membership, predictions, and atrributions (e.f.,

Borgida & Nisbett, 1977; Kghneman & 7Tversky, 1973; Martin, in press;
Nisbet: & Borgida, 1975; Nisbett, Borgida, Crandall & Reed, 1976),

. This resesrch suggests that the rudimentary elements of a knowledge
structure should be present e en when knowledge of only a single
event is svailsable. ‘ .
' Rescarch has also, however, demonstrated that the impact of infora
mation based on multiple observations, such as basevate or consensus
information, is strong-~-often stronger than the impact of case example
information (c.f., Ajzen, 1877; Hansen & Donoghue, 1977; Kulik & Teylor,
1980; Manis, Dovalina, Avis, § Cardoze, 1880; wWells & Harvey, 1977;
Zuckemman, 1978). This research suggests the hypothesis, congruent
with sample size considerations, that knowledge structures based on a

single event should show less evidence of generalization than knowledge

structures based on multiple events.
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In oxdc - - .23t this - .thesis, it is neccessary to

3

conceptuslize meast - e level of generslization in the content of
& knowledge str - sr+  ‘Delson (1976) addresses this issue dirsctly.
He hypothe: izes - @ type of event knowledge structure, a sc:ript,
ean occur a= ome - - ‘nree levels of abstraction: episodic, categorical,
or hypothet_ -al. -welson does not attempt 3 systematic analysis of
the content differences anvmgthese levels, Therefore, the best way
to exmmine the implications of these ideas is to discuss the examples
he presents. These examples all involve a child's transgression and
punishment scripe,

The lowest level of shstraction, labeled episodic, is stored in

memory 83 a single episcde. Thus, a child might have an episodic
" seript with two events: 'The time ! stole a cookie" and 'boy, did I

got spanked."

I¢ the child has enltiple experiences of this type, she/he nmay
develop a script at the internediste level of abstraction, labeled
catogorical. Abelson's example of the categorical tnns:rgss:lon and
pmishment script consists of two parts: 'we doing forbidden things"
(mder which various transgression episodes, such as stesling a cookie,
are collected), which "leads to me getting punished” (under which
various punishment episodes are gathered). According te Abelson, them,
2 catoegorical script takes the form of a series of general statements,
at least some of which are followed by examples Ief the genersl concept.
These examples are drawn from more than one incident thus melding ma-
torial frem multiple similar incidents into & single script.

The third, and h:lgiust level of abstractiom, :l; labeled hypothetical.
The hypothetical version of the transgression and punishment script has

8 complex causal structure: 6
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Me doing bad things could lead to my getting punished if
ny parents found out (unless I could make it look like my
brother did it), but if it weren't too serious or they irere
in a good mood, or if I could sweet-talk By mother and she
tould get around my father, then maybe I'd just get & mild
scolding (Abelson, 1976;35)
Thus, according to Abelson, 2 hypothetical script consists of & string
of conditional clauses, Each is stated in general terms without illus-
trative examples of either 'bad things" or types of punishment (with
the exception of the concrete reference to getting a mild seolding) .,

These ideas, concerning the level of generalization of scripts,
were used to generate a series of hypotheses. Before presenting these
hypotheses, several iimitations in the focus of the present research
should be noted. The present study focuses on event knowledge structures:
83 those structures are reflected in language; as that language is writ-
ten, not spoken; and as those structures are based on vicariously,
rather than personally, experienced events. Each of these limitations
is disciissed below.

Nelson and Gruendel (1979:2.3} draw & useful distinction between
& person’s verbal or enactive recomstruction of a common event and the
conceptual representation underlying this construction." The surfgcd
represantation of a knowledge structure, particularly for adults, is
likely to be expressed verbally, rather than being enactad. Thus, this
surface representation, in language, can be studied. There is & long
tradition of research which takes the position that language and thought
are inextricably intertwined (e.g., Whorf, 1956). In spite of this research,
the extent to which language represents thought is as yet unknown. Similarly,in

the context.of the present research, the extent to which language
Q J
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reflects the underlying conceptual representation of the knowledge
structure is not known. 13:3“311:&3' of language should provide, at
the least, & view of he surface represemtation of the know-
ledge structure and, perhsps, a glimpse of underlying thought processes.
The language studied in the present research is written, rather

then orzl. The reasons for this limitation are practical. Oral lan-
guage is prolix and often meandering or casual in its structure.
These probleas ars reduced when people present their thoughts in writ-
ten text. In the present study & content anzlysis was performed. The
probleas inherent in designing and using a complex contemt analysis

scheme ave raduced when the taxt being analyzed is written.

A third limitation of the present resesrch is that we focus on
events that are expc;imced vicariously, rather than personally. Our
reasons for selecting viceriously experienced events were practical,
in that experimental manipulations were facilitated. Nevertheless,
recent research indicates that either knowledge of one's own behavior
{ self-based consensus information) or knowledge of others' behavior
(sample~-based consensus information) can sffect population estimates
and atvribuctions (Kulik & Tayler, 1980).

In the present study, subjects experienced vicariously (by read-
ing descriptions) ome, two, three, or four events. When multiple
events were presented, those events were either all similar or all

dissimilar to each other, After reading about the events, subj ects

Were asked to describe_the current state of

- thelr knowledge of the events., These writtm_protocols were contant

analyzed, in order to test the following hypotheses:

1. The gversll level of generslization of an event knowledge

8
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structure should be a function of the number of similar events
experienced. A knowledge structure based on a single event should
ve episodic. If two or three similar events have been experienced,
the knowledge structure should move towards the categorical Iével
of generalization. If four similar events have been experienced,
signs of the hypothetical level of generalization should be present.
Less evidence of generalization should be present. if the multiple
events experienced are dissimilar.

Restricting attention to khowledge structures based on similar
events only, hypotheses two through eight specify how the overall
level of generalizatioh should be reflected in the content of the
event knowledge structurs.

2. The mumber of genersl statepents in an event knowledg struc-
ture should increase with the number of similer events, upon which the

knowledge structure is based.

3. In a knowledge structure,the number of examples ghould decrease as

the number of similar events incresses. Thus, an episodic knowledge
structure should be composed exclusively of examples. A categorical
knowledge structure should contain both genersal statements apd, in a
hierarchical cluster, sxamples illustrative of those general statements.
A purely hypothetical knowledge structure should contain many general
statements and vecy few, if any, examples.

4. There should be no need for words indicating frequency(ie.,

"usually,”" "in all instances") in a knowiedge structure besed on
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a single incident which occured only once. As the number of similar
events increases, the incidence of words indicating frequency, and
phrases meaning "in all instances” and "in stme instances™ should
also increase. Cenversely, as the nmumber of similar events incresses,
the incidence of phrases indicating 'in one instance'r should decrease.

S. The nouns inaknowledge structure can vary in level of abstrac-
tion, from names, at the most concrete level, to pore abstract words
like "individual." The nouns in a kiowledge structure shodid become
more abstract, as the number of similar events?aqaerienced increases.

6. In Abelscn's sxamples of scripts, the verd tense varies with
the level of generalization of the script. The episodic script uses
past tense. The categorical script contains a mixture of the "eternal”
present tense, used in general -statnents ('.:l.e., me doing x leads to ¥),
and past tense, used in the presentation of specific examples (i.e.,
one time I got punished). In the hypothetical script a combination
of subjuﬁct:lve, conditional, "eternal" present, and future t.enscs
is used. As the number of similar events experienced increases,
these changes in verh tense should be observed.

7. The mmber of similar events experienced should affect the
types of '10M1 copnectors used to link the parts of the knowledge

structurs. In a knowledge structure based on two or three events,

the illustrative examples should be commected to each other with words
like "either,” "or," -(:l.e., general statement, followed by "either"

exzmple one "or' example two). In Aheison's example of & hypothetical

_seript three logical connectors were used: 'if," "“then," "unless."_

10
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Other logical connectors with similar mesnings include '"however,"
Yslthough," 'but,'" "yet.'' These latter connectors should be used
more frequently as the mumber of simjlar events, upon which the
knowledge structure is based, increase#.

Hypotheses two through seven present a fine-grained analysis of
how the content of a knowledge structure should change as the mumber
of events, upon which it is based, increases. These hypotheses
were derived from the script literature (Abelson, 1976; Schank &
Abelson, 1977). This literature does not attempt to present a system-
atic theory about changes in level of generalization and has, to date,
failed to generate much research on this topic. There is, however, a
more established tradition of research on changes in the level of
abstraction of language. This research has produced at least one well-
developed content analysis scheme for coding the level of abstraction
of language in children's textbooks (Flesch, 1950). This permits the
formulation of the last hypothesis.

8. As the number of similar events experienced increases, the
language used in a knowledge structure should become more abstract,
a8s reflected In scores on Flesch's (1950) coding scheme. This last
hypothesis postulates congruence between the coding scheme designed
to assess the level of generalization of a knowledge structure and a

coding scheme designed to measure the level of sbstraction of textbooks.
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Subjects

A total of eighty-nine M.B.A. students from the Graduate Scheol
of Business at Stanford University volunteered to participate 1n the
study. The subjects were given no financial compensation, although all
received faedback about the results of the study. Subjects were zun
in three groups, with 17, 31, and 41 individuals per group.
Procedure

On entering the experimental room, the subjects were told that the
study concerned types of stories told by people in organizations.
They were assked to read SoL.. Ty materials and then, without refer-
ring back to that material, to answer smme questions about what they
had read. After all subjects had finished the questicnnaire, the}
were debriefed.
Stimulus Materials

The stimulus materizls consisted of one or more stories. Each
story concerned one event which happened to a particular employee at
a specified corporation. Two independent variables were manipulated by
varying the content of the event descriptions. The first independent
variable wvas the nmhor of ann-t descriptions (ome, two, three, or four). The
second independent variable, for subjects reading about more than one
event, was the degree of similarity of the events (similar or dissimilar).

‘ The similar events all concerned Mike Balint, an employee of a2

£irm ' nsmed I.D.E.M. Mike worked in the persomnel office, handling

employee records. Each similar event involved a Second employee of

12
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I.D.E.M,, who approached Mike with s request that some potentially
damaging personal informstion in his records not be released by the
personnel office. For example, one event involved Bruce Fletcher, i'
safety engineer. Bruce was concerned sbout the fact that hislmcdical
insurance had paid for & thorizine prescription and some psychiatric
tests. Fletcher did not want this information released to & person
considering giving him s long-awaited premotion, A similar event
involved Davld Sinclair, a s;lesﬁln whose wvages were garnisheed by

an auto repair shop. David had refused to pay for a substandard paint
job on his yellow Porsche and fesred that reports of his f£inancial
problems would hurt his request for a trsnsfer. In each of these similar
events, Balint assured the employee that the personal information would
not be released. In addition, when someone asked Balint to release
the information, he refused to do so.

A random number table was used to assign subjects to conditions and
to ;olect'the particular stimulus materials for that subject. Similar
events were randomly selected from & pool of the four similar events
described above, conceining Mike Balint and the classified file information.
This pool of events is referred to below as category A, Samples of similar
events are presented in Aﬁplndix A,

The dissimilar events had the same word length as the similar events,
but the subject natter was diffexent. For example, one of the svents

labeled dissimilar concerned Pete Narren, a belesguered ombudsman gt the

Union Story orporation. Pete had to deal with the insistent com-

plaints of an employee whose office rug had & peculiar and offensive

smell. In another svent labeled dissimilar, Chuck Graham, & salesman at

v 13
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United Electronics, desperately wantwd a transfer, so he could Play
with 8 well-known jazz group in his 'spave time. Chuek, to the horror
of his boss vho had refused the transfer, got his way by taking his
complaint sll the way to the company president. | |

Although these events were more dissimilar to each other than
the events labeled similar, all involved euployees of large business
organizations. In each, the protagonist was faced with a problea
which he attempted to Tesolve. Thus, alithough these ovents are more
dissimilar than the events labeled similar, scme cxmonalities are
present. |

Dissiniiu events were also randamly a_electod from 3 pool. That
pool of potentially dissimilar wmts. consisted of the four category
A events described above, four category B events comcerning the chhadaan
coping with varicus employee ccuplaints, an event concerning a request
for a transfer (category C) and an event imvolviig & Tetirement (category
D). Subjects Tandomly assigned to Tecieve duaﬁilu events received
dissimilarity. Samples of dissimilar events aTe also Presemted in
Appendix A.
Dependent Measure and Content Anslysis

The dependent measure was: ''What ﬁapponod {n the story material
you read?" This wording was selected for two Tesasons. In contrast
to other sltermatives, such as "Please summarize what you learned,” the
selectad wording was similar to that used by Nelson(1979). The past
tense (happened) was selected in preference to the present tense
(happens) in order to reduce pressures to goneralize; as stated in
hypothesis six, the use of the past tense shculci be associated with low& lavels

14
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goneralization. Subjects were further instructed te “use complete
sedtences and paragraph form" in their answers. Thus, any differences
in content were not due to an avoidance of complete sentences or para-
graph fom. '

The content analysis was performed by a coder blind to the condition
to which subjects had been assigned and unaware of the hypotheses
of the study. The content analysis procedure required the coder to
code sepurately sach sentence of the written protocel. For each
sontenco,z the following were coded:

1. Number of general statements, defined as elements whose ref-
erent was to all events,

2. Nmber of examples, defined as elements whose referent was to
a subset, but not all, events.

3. Verb tense, coded as past, present, conditional, subjunctive,
or future. If more than one verb per Sentence was present, the first
verb was coded., Infinitives and gerundives were not coded 3s verbs.

4. The level of abstraction of the subject of the verb was coded,
if possible, into one of four categories, beginning with the least
abstract: proper names; job or role titles; the word 'employee” or
its equivalent; the word "individual," "person,” or its equivalent.
Other wore classified as "other” and were not analyzed further.

In addition to coding the sentenc?s as describad above, the coder counted
the total mumber of words in each protocel and the mmber of words in
the categories below. ’
5. PFrequency words were counted, includ;ng misually," "frequently,"

“some,™ "many," "more,' '"less,' "fewer," "sometimes,® “'typically,™

S
i
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"razely" and their synonyms. In addition, refersnces to single instances
were counted, including such phrases as "for example,” "as zhown by,"
"such as.” Mixed instances weTe slso counted, including "in x
u:nblu," #for x employees," "in several cases," All-,:lncllusivo
instances weTe counted, including such phrases as ‘“in 21l the casws,"
"in each instance."

6. Logical connectors wers counted, including "either,"
"er," “neither," ‘nor," "if," “then," "umless," "however," "although,’
"but, " "yot.l"

In addition, PFlesch's coding scheme for the level of abstraction of
words in & text was uged. That scheme suggests the use of 100-ward
samples of text. Protocols with less than 100 words wers tlso coded
using this scheme. In these cases, & rvecord of this shorter protocol
length was retained for use in subsequeat analyses. Flesch's scheme,
described in detail elsevhere, zequires tl;o councing of "definite” words,
including: common nouns and nouns with natural gender, finite verbs,
_present participles ending in ing if uged to form the progressive
tense, personal proncuns, reflexive proncuns, interrogative pronouns,
selected hrout:lve pronouns (i.e., "who,” "whogo," "whom," what,” "that"),
and selected adjectives and edverbs. A sm of ui such "do!init;" words
‘was calculated for sach subject. Thus, Plesch's coding schems is &
global measure, not designed to distinguish among the various sspects
of level of abstraction, treated separately in hypotheses two through
seven,

Finelly, the coder wvas shown Abelson's examples of episodic,
categorical, and hypothetical transgression and pl.'mishnmt scripts.

16
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Using these examples as a guide, the coder was required to code the
overall level of generalization of each writtem protocol. This judg-
ment was made twice. First, the coder classified the protocol into
one of four categories: episodic, categorical, and hypothetical-
theory, or hypothetical-sunmary. These first three categories cor-
responded to those of Abelson. In addition, a less-abstract version of
the hypothetical script, labeled hypothetical-summary, was added. A
hypothetical -summary script summarized the elements common to all events,
with & pinimum of examples, but it lacked the complex, conditional
structure of Abelson's most highly generalized script. In addition to
claésif?ing the protocol into one of these four categories, the coder
rated the overall level of generalization of the protocol on a 100-
point scale, where 1 * episodic, 50 = categoricel, 75 » hypothetical-
summary, and 100 = hypothetical-theory.
Results

Coder reliability

Reliability was assessed by having a second judge, blind to
experimental condition, code a randomly selected sample of tem pro-
tocols. ‘Intercoder reliability measures revealed 99.0% perfect
agreement between coders. Winer's {1976: 302-9) analysis of var-
iance technique for assessing reliability yielded an unbiased esti-
‘mate of .96 reliability.
Qverview

The four-category rating of the overall level of generalization
of the protocols was reduced to three categories. Hypothetical-

summary and hypothetical-theory were merged into a single category.

Ay
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nly seven subjects wrote protocols at & sufficiently high level of
generalization to be coded as hypothetical-theory.

Qther content analysis ciugoriu were not changed. The data
anslysis procesded in two stages. Thu first stage focused on protocols
based on one or multiple similar events. The second stage compared
protocols on multiple similar ivenu to protocols based on multiple
dissinilar svents.

One or multiple siailar events

Table 1 contains the means for all the dependent variadles for
protocols based on one or multiple sinilar events. These data werTe
snalyzed in separate ono-uy'wurns of verisnce. The independent
variable was the number snd type of events (one, two similar, three
similar, or four similar).

Some content snalyses categorias were hypothesized to incresse
or decrease linearly with the pumber of similar events. These hypotheses
weTe tested by partitioning the linear component of the between-groups
suns of squares in the snalyses of varisnce. Other hypotheses specie
fied higher frequencies of some content analysis categories among
subjects exposed to two and three, Tather than one or four, events.
These predictions were tasted using plamned comparisons with weights of
«l, +1, 41, <1, for the one, two, three, and fm-wmt' conditions,
respectively. §

In & preliminary analysis, the total aumber of words in the
protocols was usad &s & dependent varisble. The total number of words
did not vary as & function of the mmber of similar events,

18
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F (3,49) = 1.00, n,s, Thus, none of the results discussed below

can bs attributed to differences between these eXperimental conditions
in the mean number of words per protocol. Table 2 presents a cross
tabulation of the mumber of similar events by the three-categéry
rating of overall level of generalization.

In accord with hypothe:is one, the protocols based oh a larger
number of svents were Eited as more general, (Somers’ D (assymetric) =
.54; Pearson's R » .69, N » 85, p<.0001). A1l 13 subjects who read
sbout only one event wrots 4 protocol rated as spisodic. The proto-
cols of 13 of the 14 subjects who read about two similar events were
Tated as either categorical (n » §) or hypothetical (n » 8). Similar
results were found for the 13 subjects who read about three similar
events, (n = 4 and 8, respectively). Hypothetical ratings (n = 10)
wlfe most common among the 13 subjects who iead about four similar
" events.

Results of analyses using the three-citegory and the 100-point
scale ratings of level of generalization w:re congrunnt.4 The latter
was used as the dependent variablz in a one-way analysis of variance.
The linear planned comparison wﬁs significant, F (1,49) = 110.88,

p < .0001. As the mmber of similar events increased the overall level
of the generalization of the protocols, as measured on a 100-point
scals, also tended to increase. Thus, the results of the two megsures

of overall level of éenoralizttion u;rg congruent with hypothesis one,
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'Salplo protocols from subjects who read ebout similar events are
proum;ed in Appendix B. The content analysis ettempted to specify hou;
the content of these protocols changed as they becsme more.abstract.
These data, for subjects who read ebout one or multiple similar events,
are presented in Table 1. In accord with hypothesis two, as the number of
similar events increased, the nupber of general sratements elso increased.
The linear test of this hypothesis was significant, F (1,49) = 73.54,
2 <.0001.5
In accord with hypothesis thres, as the number of similar events
increased, tho nuaber of exswples ¢ited in :he protocols decreased.
The linesr test of this hypothesis was significant, F (1,49) = 15.31,
2 .0003. Consideration of the means for both gemeralizations snd
exsmples indicates that, es predicted, subjects who read about z single
event relied almost exclusively on ulipl'es. those who read about two or
three similar events utilized both generalizations and exsmples, and
those who read sbout four similar events used primarily generslizations.
In accord with hypothesis four, the use of frequency words, such s
"ususlly, increased with the number of similar events, (F (1,49) = 5.66, -
g<.03) > Also, as the mmber of similar events increased, use of
phrases meaning "in all instances" incressed, F (1,49) = 17.43, p<.0001.
There was a non-significant tremnd, in support of hypotheses Sot}lr. Eor
> use of phrases memning "in several instances" tO increase with the
number of similar events, P (1,49) = 2.03, p > .10.
Phrases meaning "in one instanco" were predicted to occur less fre-
quently as the mmber of similar stories incrsased. . Thers was a marginally
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significant linear trend, F (1,49) = 3.96, p <.06, but inspection of
the means indicated that the direction of the trend was opposite to

- that predicted. As the number of simiiay 'events increased, use of
phrases meaning 'in one instance" slso increased. Inspection of the
protocels indicated the reason for this departure from precictions.
Four of the 26 subjects exposed to three similar or four similar events
failed to generalize. Their protocols, rated as episodic, tended to
use phrases meaning 'in one instance" to introduce each separate
description of each event. In contrast, subjects exposed to & single
event tended to use phrases mesning "in one instance"” only once, if ever,
Thus, a minority of subjects sxposed to three si;ilar and four similar

~ events failed to conform to predictions, producing a iinear trend in
a direction opposite to that predicted,

To summarize, use of words indicating frequency, and phrases meaning
"in all instances," "in mixed instances,' and "in one instance” showed a
tendency to increass with the number of similar events experienced. For
words indicating frequency and phrases meaning 'in all instances' these
linear trends were significant. With the exception of the results con-
cerning phrases meaning '"in one instance' the direction of these
linear trends afe in sccord with hypothesis four,

According to hypothesis five, &s the number of similar events in-
creased, the level of abstraction of nouns, particularly those used as
subjects of verts, should have incroased. This hypothesis received mixed
support. In accord with predictions, the use of proper names decreased

as the number of similar events increased, F (1,49) = 4.29, p_<.05 Also

as predicted, the use of more sbstract nouns 1ike the word "employee" in-
creased as the mmher of similar svents increased, F (1,49) = 14.85,

B < -0003. The number of similar events,however, had no siginificant effect on

-.. o
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the frequency of use of job titles or abstract nouns like "individual,"”
E (5,49) = 1.62, p).10 and _F;(l, respectively. The latter, most
gbstract category of nouns was rarely used.

Hypothesis six concerns verb tense changes. Contrary to this hypoth-
esis, no significant effects of mmber of similar events were found for
past tense, F (3,49) = 1.24, p >.10, present tense, F (3,49) = 1.66,
)-10, or the combination of future, conditional, and subjunctive tenses,
F (3,49) = 1.10, p).10. Inspection of the means indicates that the sub-
Jects relied mostly on the past tense, and occasionally on the present
tenss, irrespective of the mmber of similar events.

Hypothasis seven is concerned with Mes in the logical con-
nectors used to comnect clauses of sentences in the protocols. It was -
pradicted that subjects exposed to two or three similar events would be
more likely than subjects exposed to one or four similar events, to
use the following logical connectors: "either," "or,’ "neither,"
mor."” The planned contrast did not support this prediction, t (35)
= 1.08, p .10, although the trend vas in the predicted direction. Based
on Ableson's formulation of the hypothetical script, it was predicted that
use o:f the logical commectors "if,™ “them,” and "unless™ would increase with
" the number of ‘similar evemts. "Again, no significant differences were
found, (1. This lavear group of logical comectors ves expanded to
include synonyms: 'but,” yet," "although,” and "however."” Again, no
* significant differences were found, F (1. For both of the groups of
logical comnectors hypothesized to occur most fre_qllently in the hypothet-
ical protocols, the trend was in the pfdicted direction. .
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The final hypothesis utilized Flesch's scheme for coding the
level of sbstraction of language. In accord with predictions, subjects
exposed to more similar events used more abstract language. The
linear comparison ﬁestinz this hypothesis was significant for samples
of 100 words (Flesch's recommended minimm), P (1,49) = 5.99, p (.02,
‘and for samples of 100 words or less, F (1,49) = 5.80, p {.02.
Dissimilar versus similar events

This second phase of the data analysis excluded protocols of
subjects exposed to a single event. Protocols based on dissimilar
events were contrasted to protocols based on similay events. Two
separate :wo-by—thre'e ann-lyses of variance were conducted. ‘I'hé first
independent variable was the level of similsrity of the svents (similar
or dissimilar). The second independent varisble was the number of
events (two, three, or four).

on: the first of these analyses the dependemt varisble was total
n;ﬁbu éf words per protocol. There was & marginelly significant main
effect for level of sinilarity, F (1, 75) = 3.15, p {.08. Those who
read about dissimilar events wrcte slightly longer protocols than those
who read about similar events. The main sffect for number of events
had no significant mein effect, F (2,75) = 1.54, p %.10. The inter-
action between level of similarity and number of‘wer:;; ‘was marginally
" significant, E (2,75) = 2.59, p {.09. Student-Neunan-Keuls comparisons
inglicatod no significant differences among the six mesns. Thus, the results
-of the subsequent analyses cannot be attributed to differences in the

length of protocels. .
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The three-category ratings of overall level of generzlization
are prosent’d in Table 3, for subjects exposed to dissimilar events only.
As the mmber of dissinilar events increased, the protocols were rated as
having & higher level of gemeralization, Somer's D (assymmetric) = .32;
Pearson’s R = .40, N = 35, p{.0L.

Of the 13 protocols based on two dissimilar events, 11 were
rated as Qis&i;. Gf the 13 protocols based on three dissimilar
events, nine were coded as episodic. Of the protocols based on
four dissimilar events, three were coded as episodic. Thus, 23 of the
35 subjects exposed to dissimilar events conformed to predictions and
wrote p&otoeols rated as episodic.

A minority of these 35 subjects failed to conform to Predictions.
Instead they wrote protocols based on dissimilar events that were
rated as showing evidence of generalization. Indeed, eight subjects
.exposed to dissimilar events wrote highly generalized protocols
which were Tated as hypothetical. _

' 1'111.1 “same pattern of results is reflected in the m-by-three
ang;ysis of variance of the 100-point scale rating of the oversll
level of generalization. In this analysis, a significant main eoffect
was found for the level of similarity of the events, (B (1,75) = 32.99,
E(.OOOI. As predicted, protocols based on similar events were rated
as more generalized than pratocols based on dissimilar events. There
was also a significant main ¢ffect for the mumber of events, F (2,75) =
' 35.49, 2( 04. The level >f gemeralization mcruée;i with the mmber of
events. The interaction bmeen level of similarity and mmber of
 events was DaTinally significant, B (2,74) = 2.43, p<.10. Exmmin-
"ati.on of the cell means clar‘.l.ﬁes those findings. Subjects exposed to
 two dissimilar, M ;_ . 14 15, and to thies dissiniles events, H = 26.77,
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wrote significantly less generalized protocols than subjects exposed
to four dissimilar, two similar, three similar, and four similar events,
M= $2.44, 65.00, 60.85, and 69.23, respectively, (Student-Newman-Keuls,
£<.08).

These yesults fit predictions with one exception. It was not
expected that subjects exposed to four dissimilar events would be so
willing to generslize gbout those svents, yet clearly some of these
subjects did so. These Tesults raise a question: how car, one gen-
eralize about events which are dissimilar? Appendix C contains samples
of hypotheticalprotocols based on dissimilar events. As these glnplgs
_-iﬁ&i&af;:_éhos;w;uLﬁeéké who did_uttcupt to make generalizations a-
bout three or four dissimiler events were forced to & high level of
lbstfaction, in order to f£ind a conceptual link among these dissimilar
stimuli. With the exception of the results for this minority of the
subjects, results from the second stage of the analy;ia found, in accord
with predictions, significantly less evidence ;} geneTalization among
subjects exposed to dissimilar, as opposed to similar, events.

Discussion

The present study was designed to address two specific questions
gbout the development of knowledge structures. How many events must be
experienced, ;nd how sinilaT pust those events be, before an individual
begins to generalize? And secondly, how does the content of an event
kitowledge structure change as it becomes based oh increasing amounts
of experience?

" The results from subjects exposed to one or multiple similar

events aTe discussed first. In accord with hypothesis one, as the
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number of similar events increased, the ratings of the oversll level of
generalization also increased. All of the subjects exposed to a
single event wrote protocols coded as episodic. There was no evidence *
that these subjects "succumbed to fhe pitfalls' of generalizing ‘.
frow a single event. Exposure to two similar or three similar events
wvas sufficient to trigger the process of generalization, as only two
of these 27 subjects wrote protocols coded as episodic. The subjects
axposed to four similar events showed éven more evidence of gemeral-
ization, as their protocols were predominantly hypothetical. In sum-
MAry, the process of generalization began, for these subjects, after
exposure to two similar wents--;me event Was net sufficient.
In accord with hypotheses two and three, as the mmber

of similar events incresed, the number of generzl statements increased
and the number of examples decreased. Thus, subjects exposed to a
single event wrote protocols composed primsrily of examples, with
few, if any, Sﬁlnerlll-lstuuents. This corresponds closely to Abelson's
example of an episodic script. In the protocols based on two oT
three similar events, generzl statemonts were followed by illustrative
exmples. This closely corresponds to Abeison's definition of a
categorical script. These results are also comgruent with Nelson and.
Gruendel's (1979) finding that alder childven temded to cluster in-
formation him&chically, using facts as Sp_eciﬁc instances of a more
general phenomencn. The protocols of subjects exposed to four similar
events were, as hypothesized, composed primsrily of general statements
rather than specific examples. As discussed more fully below, these
protocols f£it some, but not 3ll, aspects of Abelsan"s definition of a
hypothetical script.
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Hypothesis four received mixed support. In accord with that
hypothesis, as the mmber of similar events increased, the use of
frequency words and phrases meaning "in all instances” 8lso increased.
Use of phrases meaning "in mixed instances" showed a similar,-but B -
significant, trend in the predicted direction. Use of phrases mean-
ing "in one instance" also showed a marginally significant tendency
to increase with the number of similar events, but the direction of
this latter trend was opposite to that predicted. Thus, all words and
phrases indicating frequency showed some tendency to increase with
the number of similar events.

Hypothesis five, concerning the level of abstraction of nouns,
also received mixed support. As predicted, use of the least abstract
noun category;_proper names, decreased as the number of similar events
increased. Also as predicted, use of abstract words such as ''employee's
increased as the mmber of similar events increased, No significant
differences in the o;her two‘categories of nouns were noted. Indepen- ’
Jent of the nuﬁber of similar events,nouns indicating job titles were
frequently used and abstract nouns, like the word "individual' were
virtually never used.

Hypothesis six received virtually no support. Subjects exposed to

" one or multiple similar events tended to rely on past and present verd
tenses, not utilizing the future, subjunctive, and conditional verd
tenses hypothesized to occur at higher levels of generalization,

Because most sentences in the protocols had one clause, logical
connectors were seldom needed to link multiple clauses. Thus, tests of

the seventh hypothesis were difficult to make. There were non-significant
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trends in the predicted directions. Subjects exposed to two similar
and three similar events showed & slight tendency to use logical
connectors fuch as "either" and "or" more frequently than subjects
exposed to one or four similar events. Sudj octls exposed to £ou:|.l' similar
events showed & slight tendency to use the logical connectors "if,"”
"then,” "unless,” "but," "yet," "glthough,” and "unless" more freéquent-
ly than subjects exposed to one, two similar, or three similar events.

In accord with hypothesis eight, as the mumber 9! similar events
incressed, the langusge in the protocols became increasingly sbstrace,
43 indicated by Flesch's global coding scheme for level of abstraction
of textbooks. Thus, the more detailed results of the content analysis
describad above were congruent with results from a more global peas-
ure of level of abstraction.

In sumary, as the mumber of similar events increased, the content
of the protocols based on those events changed in the following ways:
moTe general statements were Dnde,:fewer exxuples were used, use of
words and phrases indicating frequency showed some tendency to increass,
nouns showed scme tendency to become more abstract, and, overall, ~

moTe abstract language was used. No significant differences in the

use of verb tenses or logical connectors were found.

The hypothesized changes in the content of the protocols were
derived from Abelson’s sxamples of episodic, categorical, and hypoth-
stical scripts. The results provide considerable support for these
formulations, with one exception. Even the subjects axposed to four
similay wmt.l'l showed little evidence of the highest level of genersal-

ization, &s represented by Abelson's example of s hypothetical seript.

' Instead of a complex causal structure, linked by conditional summaries,

most of the highly generalized pr:l»tocols based on similar events wers

_8
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simple summaries. This lack of highly generalized pretocels may have

caused some failure to find suppert for hypotheses concerning nouns,

verb tenses, and logical connectors, These hypotheses were difficult

to test, bacause $¢ few subjects exposad to multiple gimilar events

used the highly abstract nouns, the subjunctive, or conditicnal vezb

tensss, or the logical connectors hypethesized to occur meost frequently

in Abslson's versien of the hypothetical script. Had subjects written more

highly genoraliz‘d protqcols, the dirsction of the trends suggests that scme,

if not all, of these hypotheses might have received stronger support.
However, what is surprising about the results of the present study

is the extent, not the lack, of willingness to gensralize. Exposures to

enly twe similar events was sufficient te start the process of general-

ization. Moving to a discussion of the data from subjects exposed to

dissimilar events, a tendency to generalize was even present among a minericy

of these subjects, Indeed, subjects exposed to four dissimilar svents were

as willing to generalize as subjects exposedto multipls similar events,

* This latter finding is particularly surprising. The dissimilar
events were different in many important ways. Highly generalized theories
about these dissimilar events were "bullt cut of air," rather than cut of
obvious commonalities among the events, Not unexpectedly therefore,
the content of thass highly generalized thecries based on dissimilar events
varies considerably, as can be seen in Appendix €., Although dissimilar

" svents were less likely than similar events to trigger the process of
generalization, a minority of subjects were willing te build thecries

based on dramatically different events.
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The results of the present study, however, have to be interpret-
od in lighe of its design. Had Itho mmber of svents been increased
beyond four, it is pessible that more highly generalized Tesponses would
have been found. It is possible that the fora of tbese moTe h:lglily
generalized Tesponses could have Tesembdled the compleX, conditional structuTe
of Abelson's hypothetical scz;:l.pt. Had the events been experienced personally
rather than vicariously, the subjects may have been more willing to 30110:'!112'0.
It is possible that, had the Tesponses been oral rather than written, the
content of the language might have been different. The limitations of the"
design, discussed in the intrnduct:lon‘d this paper, provide some directions

for future research.
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Footnotes

IA mmber of researchers have exsmined the process of abstraction
of basic objects and person prototypes (Cantor § Mischel, 1979; Rosch,
Mervis, Gray, Johnson & Boyes-Braem, 1976; Smit.. § Medin, 1979),
This research suggests that an intermediate level of abstraction is
functionally most useful, less abstract categories being too specific
and more abstract categories being iﬁsufficiently precise for most
purposes, It is not clear what the implications of the results of this
ressarch, on levels of abstraction of nouns, are for the process of develop-
ing knowledge ;tructures about sequences of events. In additiom, the
issue of functionality is beyond the scope of the present studies.

zThe first 23 sentences in each protocol were coded, Additional
sentences were counted, but not coded,

351nce the hypotheses specify the direction of the effect, one-
tailed t-tests sre reported, When the Bartlett-Box test indicated that
the variances were not homogeneous, the t-test was based on separate
varisnce estimates., There is therefore some variation in the degrees
of freedom in these Iatter' teusl.

4Considor1ng data from subjects in all conditions, there was a strong
positive association between the three-category and the 100-point scale |
ratings of level of generalization, (Somers' D (symmetric) = .92, Pearson's
R = .98, N =88, p<.0001),

58911 entTy(les) close to absolute zero may make the results of this
and subsequent analyses of variance unstable, The pattern of mean differences,

however, shows clear evidence of linear trends in the predicted directions,

¥
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Tebls 1
Changss In Protocal Cantant 48 4 function of the Number of Sim(isr Cvents
Nunar of fvents

Ona o ™heed Four
Slmilar Simllar Siml las

(I 3)® {ne1d) (m=13) {m13)

Depandant yvariakla Desns . . .
Total aushar words per protocal 173.1% 135.7 180,54 161.39

Overall level of generalizatica® 1.69 5.00 §0.85 £9.23
Mumbar of genaral stataments 9.00 407 8.77 6.62
Nuaber of axaoplas ’ ' 9.08 1.86 4,23 .3
Frequaney words 0.00 0.00 0.08 _ 0.3
Phrasas Indicating frequency:
In all instances 0.00 .87 ©1.88 .39
In sevaral |astancas 0.00 0.00 0.08 0.18
Iin oha [nstance 0.08 0.36 1.85 0.2%
Level of sbstraction of nouns:
Froper Aames 3.08 o 2.00 0.69
dob cicles 0.83 a.50 0.62 1.48
“Enployes(s)* and rynonyms 0.13 o.n 1.62 1.92
Nndividual(s)" and synoryms - . 0.2} a.36 0.23 0.}9
Yerdb conted
Past .08 R} 5,39 6.89
Prasent .9 1.14 1.8 0.5
Condlcional subjunctive and future 8.3 0.29 .7 g.hé
Logleal connestory '
tither, or, nelther, nor 0.3 0.7 0.6 o.62
If, then, unless .0 0.19 e 0.46
If, then, unisss, but, yet, .
although, however .9 on 0.5 0.3
Loval of wetrastion’ .
i00-word sampies 0.2 0.23 0.3 N
tamplas of 100 wards oF lasy 0.3 a.32 0.3 9.30

%5 rated on o 180=galne scala, vhoras | = aplisodic, 50 = crtagoricaly 75 = hyPOthatical~
suwmmary, #nd 100 = hypothatical=theory.

Pcaded using Flesch's (1950) schema.
Syanbars pir call say very 9lightly, dus to missing data for o B._r':leulu- dependent

varlabla.

[
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Table 2
Number of Simllar Events by Three-Category
Classification of Leve)l of Gensralization

| Number of Events

Twe Thres Four Row
One Similar Simllar Simllar Total

Level of Generallzation

Episodic 13 1 ] 0 15

Categorica) o . 5 4 3 12‘

Hypothet 1cal® 0 8 8 10 26
C$;:?? 13 14 13 13 53

aCombinu hypothet]cal-summary and hypothetlcal-theery.
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Tabla 3
Numbar of Dissimilar Events by Three-Category
Classification of Level of Genarsliizar’on

Number of Evants

Row
Two Three Four Total
Level of Generali{zation
Episedle | 9 3 23
Categorlcal | | 2 b
Hypothetical | 3 h 8
Column

Total 13 13 9 35
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Catagory A

Mike Balint had been in a meeting all afterncon. As he walked down the hall
back to his office, he ran into an old acquaintance of hls, Bruce Fietcher. Fletcher
and %alint had both moved to Chicago and joined tha manufacturing and wholesaling
flrm, |DEM, the same year. Flatcher was hired as a safety engineer, and Balint
worked In. the firm's persennel offlce with employes records. Fletcher waikad into
the personnel office with Balint, saying he'd like to have a look at his file. Ballnt
pulled the file, had Fletcher sign the check-out sheet attachad to it, and offered
him a eup of gcoffae.

Forty minutes later, Fletgcher returned the file and iookad so disturbed that
Balint asked him if anything were wrong. Fletcher said he was afraid that anyone who
saw his flle would think he was a lunatic. He certainly nad a little troubie sleeping
and soma bouts with depraession, but there wasn't anything seriously wrong with him,

He would never have allowad the company's group medical insurance to pay for the
initial diagnestic tests hls psychiatrist had recommended or for the thorizine pre=
scription if he'd known that 8 record of this paymsnt would become a part of his
permanent file. Flaccher said he's appiied for the safety manadger position in |DEM'S
new San Jose branch, but now only hoped he still had time to withdraw his application
beforc the recruitment team 9ot a chance to look over his records.

Balint immedlately assured Fletcher there was nothing te worry about. Singe
Congress passed the Privecy Act In the mid 70's, 1DEM hed fol lowed the policy of
classifying employee filas. The company had twe, separete sets of smployee records.
A file containing job-related Information would be avallable to the recruitment team
evaluating Fletcher's quelifications for the manager poslition. But Flecgher's other
flle containing personal jnformation was available enly to mambers of the persennel
offics and to Fletcher himself. No-one in the persennel office was al lowed to give
out any information kept in this file without Fleteher's written permission. Balint
made sure Fletcher understood this pelicy and no longer warried about he record of
his psychiatric treatment. ’

A month later, howsver, 8e¢llnt got a long distance phone call from a men who
intreduced himself as William Stendhal, the (DEM field reprasentative for the San Josa
area. Stendhal said that he's interviewed an employee of I0EM's Chicage office a
couple of days ago, a Bruce Flatcher, and was calling te chack on some informatlen
atout him. Standhal explained that Fletcher's training and exXpsrience were right for
the job, but his behavior during the interview had been unaccountably awkward an!
svasive. When asked his reasen for wanting to leave the Chicage position, Fletgher
had sald that he found the MIdwest depressing. All this iead Stendhal to suspect
that Fletcher had some personal problems he didn't want to discuss, oroblems which
might impair his performance in the sefety manager pesition. Stendhal asked Ballnt
1 he would look through Fletcher's file and give him soma idea of what these protlams
might be. Balint winced at the thought of his friend blowing the interview. He
toid Stendhal he could not be of any halp. Even if he had any information of that sor
company pelicy would not allow him to pass it on without Fletcher's written permission.
Stendhal ¢risply chanked Balint and hung up.

Balint didn't really keep in touch with Fletchar. But that December, Balint
got 3 Christmas card from Fletcher saying that he’s enrollad In a stress managemant
class given at one of the |ocal community colleges, and was thinking of installing a
hot tub In his bagkyard.




Category A

8:07 Monday morning, the coffee hadn't been made, Mike Balint hadn't found a
place to hang up his wet coat, but alreddy someone was standing at the desk waiting
to be helped. Ballnt wes responsible for employee records in the parsonnel office
of 10EM, a large manufacturing and wholesaling fiem In Chicago. The person standing
at the desk was a sajesman for {DEM namad Oavid Sinclair, who said he wanted to look
at his file. Balint asked Sinclalr to show Some ldentification and to $ign a check=
out sheat that was kept with the flle, Pointing to the office's seating area, he
told Sinclaier not to take his file from the room.

Within a matter of moments, Sinclaler returned to Balint's desk, extremely angry.
Sinclale complainad that the records in his file presented a misleading account of |
his financial situation, It was true that Grand Avenue Body shop had garnishaed his
-weges, but thet happened only because he had refused to pay them for a balow Standard
paint job on his yellow Porsche. Thera were paint drips left on the fendars. Sinclair
sald that ha was Interviewing next month for the director of sales research position
that opaned up at IDEM'S Los Angeles branch. How was he supposed to prasent himself
a3 a viable candidate for that position |f his records made him 100k Iika an
.irresponsible spendtheift? '

Balint, as soon as he could gat a word In edgewise, said that $Sinclair had no
reason to be angry. He reminded tha salesman that since 1974 when Congrass passed
the Privacy Act, 10EM had fo!lowed the policy of classifying amployee filas. The
company actuelly kept two, separate sets of records. Company officers in charge of
making the sales research appolntment would have access only to Sinclair's job-related
flle. The file with personal {nformation was evallable only to membars of the personne
department, and to Sinciafr himself. Furthermore, one could not give out information
from his personal file without Sinclair's written permission. Balint notlced the
ralief in Sinciair's expression and was glad to clear up the problem so sasily.

Later that wask, however, Balint got a phone call from an old friend of his in
the sales divis$ion, joe Rundle. Rundle explained that one of his selesmen, Oavid
Sinclair, was being considered for a reseerch position and needed Rundle's recom=
mandetion. Rundle privataly suspected that Sinclale wss not redlly Interested In that
kind of & job, that he had bean }iving well beéyond his maans, and that he had
applied for the job only because it would offer him an immediate salary increasa and
a way out of some crazy financlal 3crapé, Rundle admittad that he had not real
evidence though, and wondered If Balint would do him a favor. Would Balint heve a
ook through Sinciaie's file, and simply tell Rundle whether of not his suspiciors
wer8 corréct, Balint, of course, racognizZed the name and remambered the garnishment.
Balint sald that he was sorry he couldn't be of help, but the parsonnel offica just
didn't do things that way. They talked for a short whila, and Balint could tell that
Rundle was miffed by the sound of his volce,

Ballnt naver raelly knew what bacausa of Sinclair or the Los Angeles position.
But four months latar, whan Ballnt was parking his car in the IDEM lot, he pulled up
next to a pale yeliow Porsche with a For Sale $/9n In its.rear window, Balint shook
his head, smiled, and wondered if it was Sinclale's cer.



Category B

Union Story’s building maintenance ¢rew had come over at once. They had
fixed .the leaking pipe and mopped up most of the water. But that was two weeks
ago, and Bill Gardner's office still had a large water stain on the wall and an
unpleasant synthetic odor coming from the damp carpat. Gardner was a financial
analyst for Union Story Investor's Diversified Service Corporation in Minneapolis.
He had put up with the smell for tha past two weeks, and that morning felt he
couldn't stand it another day; he had a headache, couldn't concentrate, and was
afraid that the padding underneath the carpet would remain damp, rott:ng and smelling,
all winter long. He Just had to do something about ft.

Gardner called his boss, Stan Woodruff, and explained the problem. He told
Woodruff that the carpet and padding had been ruined and needed to be completely
replaced. He asked Woodruff to prepare a maintenance request and do what he could
to get the crew working on it immediately since the smell was driving him crazy.
Woodruff was very understanding. He predicted that the maintenance department would
claim not to have enough money o reptace the carpet and pad, but Woodruff said he
had some friends in that department and he'd see what a little arm twisting could
aceomplish,

Three mornings later, however, Gardner opened the door to his office and found
that the synthetic odor had been compounded by the ¢cloying smell of a cheap air
freshener. Gardner called the maintenance department to ask whether they really
thought a dousing of air freshener would substitute for @ new carpet, but was told
by the head of the crew that they'd had a request for an air freshener and had never
heard anything about a new carpet.

Gardner stormed down to Woodruff!s office and complained bitterly. Woodruff was
surprised at Gardner's emotion and told him there was really no need for such
theatrics. The smell would probably dissipate and become hardly noticable in just a
couple of days. At that point, if Gardner's nose was still sensitive enough to be
bothered, he might consider renting one of those portable rug shampooers from a
grocery store. Woodruff said he and his wife had rented one when they moved their
daughter into some rental housing near the university, and it worked 1ike a ¢harm.

Gardner left Woodruff's office in defeat. He was sure the smeii would last all
winter and that no amount of surface cleaning would diminish it. Then it occurred
to Gardner that Union Story had elected an ombudsman a couple of years ago to hz-dle
just such an employee complaint. Gardner thumbed through the company's phone dir-
ectory til) he found the name of Pete Warren, Union Story's ombudsman. He gave
Warren a call and was abie to make an appointment to see him the next day.

Warren took notes ag Gardner told him the story of the leakitu- pipe and the -
persistent smell. After the meeting, Warren waiked back to Gardn: - s office, agreed
that the odor was distinct, and promised to do what he could on G- ner's behalf.
Warren had no staff to help him with his ombudsman's duties, but sc..how he managed
to prepare a report and his recommendation by the end of the week. He forwarded
these documents to the company's president for review. The president agreed with
Warren's recommendations and notified the maintenance crew to carry out Warren's 5
orders without delay. Gardner was given 3 small conference room to use as an office -
for the next saveral days while carpet layers were working in his office, c0mpletely &
replacing the wall=to-wall carpet and pad. b7
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Catecgory C

Chuck Grahame looked over the transfer request and shook his hesd. He was
‘not surprised by Vince William's request to transfer from the San Jose to the
White Plains, N, Y. branoh of United Electronicss Among all the young sales
representatives he supsrvised, Williams had slways seémed the least satisfied with
San Joss and the least wrapped up in his career with United., Williags, of coursa,
had never hidden the fact that he practically lived for the weekends: that on the
weekends he did what he really wanted to doi and that was to get ocut.of his three-
plece euit and play Jazg saxophone. - Rumor had it that one weekend when Williams
was playing at & jazz festival in Berkeley, a New York based jazz group invited him
to play with them whenever he was out on the east coast., Ever gsince he heard that
Tumor, Grahanme had expescted the transfer request.

- The trouble was that Williams, even without seeming to try, had recked up. one
of the best sales records in the division, Denying his request would be hard to
Justify aince transfer requests from top performers were supposed to be given .
priority. Yet Grahame hated to imagine what woluld probably become of young Vince
Williamz if his transfer came throughs He would probably work at Unitad for no morxe
than & year; quit to Join a Jazz group and play in second-rate New Yoxrk clubsi and
.end up an underpeid atudio pusiclan, turning out Jingles for radio ami TV commercial
So, Grahame decided to deny the transfer request, on the grounds that ¥illlams was
too valuable a nember of their sales team to loose at that time, He expected
Williame would be very disappointed and might even use the company's "spen door"”
polioy to appeal, But Grahame was pretty sure he could get his boss io side with
him on the matter, .

Willlams wag disappointed and asked Grahame to reconsider, Hhea he refused,
¥illiams said he'd appeal, 1In the next couple days, Willlams prepared & letter of
appeal and sent & copy to Grahame. Crahame skimmed the letter, but when he noticed
who it was addressed to, his heart nearly skipped a beat: Willilams had Zone over
everybody's head and taken his appeal all the way to the top, to the Chairman of the
Board of Directors for United Electronics, aAlfred Miller. The company's “open door
policy allows employees to take their complaints to whatever higher level in the
comprny they feel is necessary in order to get a fair review, but few etiployees hav:
the temerity to take their cases more than one or two lavels over their supervisor's

head,

The following day, Grahame got a call from Clifford Fiske, United's wes: coast
regional director. Fiska explained that Alfred Miller had asked him io investigate
Williams' appeal, and he needad an appointment with GCrahame to talk alout it,

During thelr appointment, Grahame tried to explain his concern for Willlams' future.
Later, Fiske and Williams also had an appointment to talk about the transfer request
Finally, Fiske wrote a report and sent it plus a recommendation tc Miller for the
Chairman's deoision. A wesk later, Vince Williams got & letter from Alfred Miller
saying that his tranefer had been granted., Crahame also got a letter from Killler.

" It sald that United 1s known for the concern it shows its emplcyees, mt that
concern is not shown in patermalism or disrespect for an employes’s oxn career

decisicons,

¢
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Appendix B: Protocols Based on Similar Bvents
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Protocol Rated as Predominantly Episodic
(Based on Two Similar Events)

“Story |
The company had used the disability of their employee without
informing him that he was classified 8s such. Hence he was being
"stereotyped” in print without his knowledge. Moreover when he found
out about it, the personnel officer overraictéd and did not use the
Information to help the employee, since he would be infringing the
letter of the iaw.
Story I1
The company was making public the employee's private business.
In addition, If tha§ info was considered important it shouid have been
discussed with the employee to find out the effect of the reperatlon
on him and how it would affect his career in the company. The adding
of the information to the file caused the empioyee and the personne!
person to averreact, and set up an embarrassing situation to both of
them,
In both storias the perscnnel person did not bother to either

help correct the situation or to find out what happened to the employee

after the Incident."

-
,



Protocoi Rated as Categoricai
{(Based on Three 5imilar Events)

"in each story IDEM empioyees came into the Personnel Office to
examine their files. After reading their files they became upset
because the files contained information they considered personal which
they did not want t;thcrs in the company to know about., In the first
case it concerned.a wage garnishment, the second an insurance beneficiary
dasignatlon; and the last, a handicapped status classification.

Each time the Parsonnel Manager assured the employee that the
Par@aml Fiie was kept separate from a work-related file and thl'l:- no
information from the Personnei File would be released without specific
approval from the employes. They seemad satisfied with that explanation,

Later, when other company eamployess called to request Informqtlon,
‘the Personnel Manager explained that he could not release it to them.

‘rn the first situation the information might have jeopardized a promotion,
in the 3rd case it could have helped secure a3 transfer, in the 2nd

it wouldn't have mattered much.”



Protoco! Rated as Hypothetical
(Based on Four Simllar Events)

"A sincere, consclientious parsonnel officar con;lnually dealt
with employee's anger over very parsonal information that the company
kept In [ts flles by stating that nobody would see [t but the smployae
and himself. (In each case, a request was made for the information from
within the company and It was refused. In one casa, providing the
Information would clearly have been to the beneflt of the amployes
Involved.

In refusing to glve out the Informaticn considersd to be
detrimental by the smployea, the personnei officer may have confirmed
Its existence Inadvertantly, howsver. Also, the employees, not belng
sure who really had accass to 1t, may have been defensive about It In
Intervisaw sltuations and thereby brought it to the attention to the
person he [dast wanted to know (at least Suspicious, and again
nadvertantly). Finally, the quastion is left of why the information
Is malntained In‘cha'flrsc place If [t 13 not supposed to be usad

by anybody."
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Appendix C: Protocols Based on Dissimilar Events
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Protocol Rated as Hypothetical
{Based on Three Dissimilar Events)

"The three stories involve an empioyee who is experiencing a
conflict between his job and & strong personallcharactaristic. The
personal characteristic is inflexible In resclving or reducing the
confilet. It is a portion of the employee, which can not be changed.
Therefore, the company is requested to adapt to the employee's needs.

The company's representative is trying to resolve the conflict
by ignoring the employee's unique cheracteristics and forcing him to
conform his norms., The Rép's concerns lie in his inability to cater to
the smployes's unique needs, without applying them to others which in

turn may result in & 10ss of control."

19




Protocol Rated s&s Hypothetical
(8ased on Three Dissimiler Events)

" Before making decisions on taking actions these 'pooi:h didnte
look st sl1 possibillties, didn't think about all possible causes,
slternatives or influences sbout the information that ons must have
befora msking decisions or judgements.

Before starting to imagine and to "build castles’ around &
thought, 1dea or facts these people didn't rsach for all sveilsble
Information that were avsilable. |

Peopls were afraid of establishing a better communication,
sven that thsy wers only hurting themselves.

Also it is remarkabils the influencs of ths environment
(femlly, company etc.) on the behsvior of the indlvidusls. Sometimes

they hava to be pushed.”



Protocol Rated as Hypothetical
(Basad on Four Dissimiler Events)

“In all cases, the problem ''finding' phase was handied In
Inept munners. The decisions made and Implemented were not based
on a thorough analysls of defining the problem. Action taken was
based on pra=conceived [dess, other pecpla's value system,
salfishness, ‘atc., and not on factual Information on what wes

best for sech Individuel Involived.”

9
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