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THE PREFACE

In a post sem nar discussion at the University of
Illinois one day in 1967, the question turned to the avail -
ability of resources for users of Anerican academc librar-
ies. The insatiable needs of the patrons in all college and
university libraries were generally acknow edged. The capa-
bility of satisfying these wanton appetites was not so fully

under st ood

It was conceded, furthernore, that resources seened
destined to limtation on nobst canpuses during the foresee-
able future. In order for a library to make available its
collections it was agreed, therefore, that it nust require
its patrons to share the materials. No library can be a
repository of literary property for the exclusive use of one

person or one group, it was concl uded

These principles have been recogni zed for decades in
Anerican acadenic librarianship. No semnar of scholars can
add rmuch to these historical facts. The successes or fail-
ures of the patrons* responses to this type of library ser-
vi ce, however, are amazingly enough rarely known. Even if a
library patron agrees philosophically that a collection is
assenbled for the use of all nenbers of the community, there
seens to be doubt that he actually practices what he knows

is the rationale for the establishnent of academc libraries.
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The argunment continues that all patrons do not or will
not share resources with others for several reasons. The
library is obliged, therefore, to establish regulations,
punitive rules, and other neasures to elicit return of bor-
rowed materials. Libraries have also taken the position
that they nust further encourage the sharing of nmaterials by
providing reminders to stinulate patron responses. Substan-
tial prograns of service and great anounts of time, effort,
and funds are expended annually toward this end, but with

unknown results.

A further exploration of the literature and a consider-
ation of expert opinion indicated that little information
exi sted about the results of these attenpts to encourage
patrons to share materials by returning thempromptly. It
was at this point that serious consideration of a study be-
gan to germ nate. Subsequent inquiries and discussions |ed

to the experimental research described in this docunent.

Al though the inpetus for selecting the topic was rather
sinple as stated, the inplenentation and the execution and
the analysis and the interpretation were rmuch nore conpl ex
in this assignment. These elenents were included in an in-
vestigation that continued with varying degrees of intensity

for nearly twenty-four nonths.
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CHAPTER 1

THE BACKGROUND

The earliest centers of higher learning, dating back
to the days of the University of Paris in the twelfth cen-
tury, were associations of students and faculty whao ",.,
vl

banded together for mutuwal protection and welfare. It is

a spuricus historical notien, however, that these free re-
publics of scholars managed their own affairs exclusively
inasmuch as they d4id come under early ecclesiastical au-
thority.2 At the cutset, these institutions were without
property, but eventually there came the residences, the in-
structional complexes, and then the library - all of which
were seen first at the English universities of Oxford and
Cambridge. This pattern was preserved later by Harvard's

founders Iin 1636 and continued in America for the next two

hundred years.

The expansion of American institutions of higher educa-
tion and thea accompanying medification of the traditional
approaches to academic libraries had their roots in the mid-
dle nineteenth century, however, and were related principally
to two external fa;tors. One was the private philanthropy
from the coffers of the wealthy such as Cornell, Hopkins,
and Rockefeller which provided *...not only Eor the construe-
tion of single buildings, but alsc for the creation of whole

1
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univarsltiea..."J The other factor was the enactment of the

Morrill Act of 1862 by which the land-grant college system

was established, to wit:

SEC. 4 (as amended Mar, 3, 1883). That all moneys
derived from the sale of lands aforesaié by the
States to which lands are apportioned, and from
the sales of land scrip hereinbefore provided feor,
shall be invested in stocks of the United States
or of the States, or some other safe stocks; or
the same may be invested by the States having no
State stocks in any other manner after the legis~-
latures of such States shall have aasented thereto
and engaged that such funds shall yield not less
than five per centum upon the amount so invested
and that the principal thercof shall forever re-
main unimpaired: Provided, That the moneys so in~
vested or loaned shall constitute a perpetual fund
the capital of which shall remain forever undimin-
ished (except so far as may be provided in section
five of this act) and the interest of which shall
be inviolably appropriated, by each State which
may take and claim the benefit of this act, to the
endowment, support, and maintenance of at least
one college where the leading object shall be,
without excluding other scientific and classical
studies, and including military tactics, to teach
such branches of learning as are related to agri-
culture and the mechanic artg, in such manner as
the legislatures cof the States may respectively
prescribe, in order to promote the likeral and
practical education of the industrial classes in
the meveral pursuits and professions in life.4

This latter development introduced the new elements of
agriculture and engineering into the curriculum and also re-
quired the facilities and resources, including libraries, to
accommodate them, The Act also committed the federal gov-

ernment to financial support of higher education, which pro-

moted and expanded instructional programs, growing research



efforts, and consequently, an opportunity for more persons

to pursue a college cnreer.5

What has actually emerged over the decades, then, are
several types of institutions. All of these are "a compro-
mise between the early collegiate ideal with its stress on
character, moral and religious development, and later fel-
lowship and wecll-roundedness as well as intellectual
achievement, and the university ideal, with its almost ex-
clusive concern with the advancement and transmission of
knouledqe.'s Although there is no simple pattern for the
1,739 four-year colleges and universities in this country,

they all possess similar traits and feature-.’

The sixty-nine institutions which comprise the land-
grant system seem to have even more in common, however, than
any other type. From the characteristics which mark this
type of institution, emerges a clear and unigue patterr --
"a trilogy of Armerican ingenuity. ...The three legs on
which the tripod stands are instruction, research, and ex-
:ansion." As the land-grant colleges grew, higher educa-
tion came to be regarded as not so much a luxury as a
national necessity. The assumption was that each person
should be given the opportunity to develop hia innate abili-
ties to benefit himself and his nation. The land-grant col-
lege fostered this concept, and as a result became "an

acadenic melting pot of all classes and kinds."9



The land-grant university library as we know it today
in the United States is an outgrowth of these developments
in higher education in the nineteenth and twentieth centu-
ries. It was principally the activity at Harvard generated
by Justin Winsor, librarian urder President Elliott, how-
ever, which led to the present concept of an academic
library. Winsor advanced the idea that the library was for
the use of all students and not merely a vast depository of
carefully-quarded publications accessible only to the privi-

leged scholar or faculty uenher.lo

Like its progenitors in other types of institutions,
the library at the land-grant college resulted from "a pool-
ing or sharing of resources on the part of individuals who
constitute its clicntele.'ll Ko matter how serious the
principle of self-sufficiency was pursued, that is, that all
materials needed be immediately at hand, it has always been
apparent that no library "no matter how vast its resources

can possess more than a fraction of what is pmduced.'12

Such devei;pnentn were in conflict, however, with cer-
tain early and even recent views, one of which contends that
“the ideal objective of a research library is a complete
record of human thought, emotion, and action. Its conllec-
tions should be developed without distinction as to lan-~
guage, date, place, and form of publication. In short, it

should have everything.‘13 This has always been an
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unrealizable goal if for no other reason than that the annu-
al world production rates as estimated by the Library of
Congress are in excess of "300,000 books, 70,000 periodi-

cals, 30,000 newspapers, and 17,000 maps,*}%

Discarding the principle of self-sufficiency leads in-
evitably to the idea of sharing resources. 1I1f everything
produced c;nnot be at hand, then the alternate approach must
rest upon another principle, that is, the sharing between
libraries and the sharing among patrons within the library.
Nowhere has this principle been followed more closely than
at a land-grant university library. This type of library is
faced with several vexing problems some of which are common
to all libraries, but many of which are particularly unique.
Especially prominent are the demands to provide the adeguate
library resources from an exploding output of literature to
a growing land-grant university community in order to aup-
port the many expanding and diversifying programs of teach-

ing, research, and extension.

Obgervation suqgests that these neceds will only be met
within a milieu where sharing library materials with one
another is the rule. In other words, no library can provide
resources for the exclusive use of a few patrons., If this
premise im acceptrable, then the means and methods of foster-

ing such a climate are vital. The forces, furthermore,
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which a land-grant library can generate towards stimulating

the patron to share with others become major concerns.
The Problem

A number of developments in higher education today bear
importantly upon a critical problem which academic librar=-
ians face. It is based partially upon the fact that stu-
dents at this point in time are more advanced academically
than they were in the past; they are more physically mature;
they are often married; an increasing number attend college;
and a far largoer proportion continue into graduate school =
all of which leads to greater numbers making greater uses of
library resources. As the numbers of patrons increase and
as the utilization of resources rises correspondingly, the
heavy demands upon collections in the future suggest levels

of an overwhelming magnitude.

Although a consciousness of the patrons' great needs
for access to limited resources prevails, their habits in
using them are not well known. We face a paucity of infor-
mation upon which to base decisions involving the provision

of library services and resources in land-grant university

libraries, particularly.

One critical element in determining the needs of the

patron for material rests firmly upon his behavior. By

philosophical implication, at least, librarians suggest that



collections of books and other materials are provided for
the use of all patrons, and therefore a responsibility te
share resources on an equal basis exists, The practical re~
sults, however, secm to contest this assumption to a consid-
erable degree. It is not known, moreover, what the reasons
are for the bahavior of patrons in many situations involving

the uge of rescurces,

If the responsibility for a person to share borrowed
library resources by returning them promptly is fundamental
in the classical relation of purveyer and patron, then why
does the latter often fail to vphold his original agreement?
The reasons for this failure are almost unknewn, and, there-

fore, dealing with the problem is difficult, if not impos-

pible.

Libraries must have an understanding of the human
baings they serve in order to provide adequately the re-
sources which are required. The present research project
focuses on this problem by gathering and analyzing selected
frets about the delinguent borrower's habits of sharing re-
sources as well as his response to efforts at stimulating

his behavior.

The Related Research

Several studies have been conducted during the past

thirty years on such related topics as the kinds of reading,
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the habits of reading, the methods of studying readers, and
the uses of types of reading material, Limited previous re-
search has been recorded on the book-sharing habits of the
library's readers, however. There are only a few recorded
studies, for example, concerning the responsibilities of
book borrowers, the numbers of delingquent borrowers, and the

costs of reminding patrons to share books.

Among the former studies, Waples and Tyler assert that
"the character of adult reading is a matter of far greater
social importance than the much discussed guestion of illit-
eracy. If this be granted, the importance of developing
some reliable basis for selecting reading of most worth
should be obvious...(it) remains to determine and evaluate
what adults want to read. When such interests are known, it
becomes possible to describe the kinds of reading that
people want and that pertain to socially important prob-
laus.‘ls The authors continue by noting that facts concern-
ing the reading of adults are important not only to librar-
jans, but to students of society. “"The curiosities,
problems, and prejudices of any typical group of adults find
expression in what they want to read about. Hence, studies
of reading interests are a contribution to problems of

sociali organizavion and social change."16

There have been, over the years, important investiga-

tions describing the reading hahits of patrons. A



monumental effort in this area of research is that of

Strang, who explored the structure of reading audiences, and

described the variety of reading habits.l? Among the many

conclusions, she states, "People's reading is influenced by
environmental factors such as availability of books and mag-
azines, geographical locations, vocational demands, compet-
ing leisure activities, and interests arising out of other
environmental stimuli. Interacting with these environmental
factors are the individual's predispositions, reading rate
and comprehension, age, sex, and that quality of response
called intelligence. Those and many other factors enter in-
to the reading patterns of adolescents and adults.*'®
Strang suggests, furthermore, that the scholar is interested
in reading as it operates in daily living because it may be
an important source of personal satisfaction and social use-

fulness, and it may be a decisive factor in social progress.

In more recent years, Ennis has studied extensively the
reading patterns of library users., He has outlined in elab-
orate and lucid detail his views toward how to study use of
print by the distinction between general audiences for books
and specialized auvdiences for particular types of recorded
1nformation.19 He suggests that "the conceptual separation
of the two types of audience invites a different Xind of
question, each of which in turn relates to a different and

basic sociological problem.'zo
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As far as the library borrower, per se, is concerned,
there have been research forays into the responses of pa-
trons to certain punitive measures applied to their book-
sharing activities. Kozumplik has reported on an analysis
of circulation statistics at a land-grant college library in
which he points out the low incidence of borrowed material

21 He infers that, because the

returned beyond the date due.
expenses of administering this program are greater than the
fines collected, it may not be worthwhile. He suggests that
*it seems feasible to place greater confidence in the stu-
dent's high sense of responsibility...and to relegate fining
and the sending of cverdue notices to their properly minor

roles.'22

Some investigators have locked into the practice of re-
minding delinguent borrowers, but largely for purposes of
analyzing costs of the operation rather than to determine
the effect of such an activity. Kilgour describes the use
¢f marginal punched charge card forms at the Yale University
Medical Library and the resultant simplification of sending
overdue notices.23 He suggests that such a system reduces
the time involved, and, therefeore, the cost of mailing
notices. He also concludes that this method increases the
availability of books and periodicals and results in an in-

creased circulation rate.
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Another investigation which sheds light upon the exper-
ience of various libraries in the assessment of the sharing
of library materials is the cne directed by George Fry &
Asgociates for the American Libraxy Association and the
Council on Library Resources.z4 The purpoze of thisg effort
was to gather facts and figures which could apply toward de-
termining the type of system most effecti#e for a particular
library. The results showed that overdues in academic 1i-
braries varied from 0.1 - 0.8% of the total circulation at
one library to 14.9%9 - 15.6% at another library, with the
average range falling between 9.3 - 10.0%.25 The investiga-
tors reported, furthermore, that the most common reason
given for sending overdue notices “...was to remind the bor-
rowers on the premise that they lose track of ltems after
too long a period.“26 They recommended, nonetheless,
*es.othat special library loan pericds be indefinite. Tor
libraries that feel the need to send some form of overdue or
reminder notice, a slip with appropriate wording can be sent

three to six months after charging."z1

Whereas there has been little recent specific research
recorded, the philosophical position of the library regard-
ing the sharing of resources has received considerable at=-

tention and documentation. Included in Public Library

Service..., for example, 13 the statcment:



N . 12

The library is a group means for people to gain
access to resources. The conditions of use should
be liberal and flexible so that persons of varied
habits and responsibilitics can use them conven-
iently. At the same time, conditions of circu-
lation for home use must be established which
protect the majority from monopolization by indi-
viduals and which get the maximum return from
public funds,28
The nature of certain problems created by those who do

not share the materials they have borrowed has also been ex-

pressed in celebrated punitive actions. 1In some instances,

recalcitrant patrong were summoned to court for their refus-

? A city ordinance in East

al to return borrowed material.z
_Orange, Hew Jarsey, states that it is illegal to hold a
library book beyond a certain perlod. After three 1ﬁitia1
notices plus a final certified mail notice are forwarded by
the Library, the Court sends a notice in lieu of a summons
for violation of an ordinance, followed by a formal com-
plaint if necessary. The court hext converts complaints in-
to warrants which are then handled by police who serve them.
If the delinguent borrower fails to answer the summons, he
iz held in contempt and bail 18 met: or, if no bail, the
patron is jailed. The newspaper articles a few years ago,
which described and commented upon several arrests, project=

ed the case of the delinguent borrower into an international

cause célabre,
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The publieity which such an incident received in the
nation's press gave the American Library Association cause
to issue a statement by the Executive Director as follows:

It is a rare Qibrary that does not have gome

trouble in getting borrowers to returh books. The
principal sufferer in these instances is the bor-
rower's neighbors; his failure to return books im-
pose & hardship on others who wish to read and use
the books. Failrness to other readers requires the

return of borrowed books within a reasonable
time, 3G

Another relative point involves a fundamental question
upon which little evidence has been unearthed. Once having
loaned materials, it can be asked whether a library has a
eontinuing responsibility to seek the prompt return of the
items. The procedure which seems to be favared by most 1i-
braries {s to try motivating patrons tec share materjials by

some common method such as rending notices.31

There are 1li-
brarians who ¢laim that their responsibility includes keep-‘
ing close check on materlals, but how far they must go in
retrieving booké which borrowers have failed to return Is an
unsettled question. A survey by Trainer and Eckardt of
pixty libraries concluded that despite the fact that all of
these agencies send notices to delinguent borrowersg, the
value of such "a courtesy gesture to thea public' was ques-
tionakble beéause of cost.32 No evidence was offered, how-

ever, by the investigators regarding the effectiveness of

such a procedure.
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There are academic libraries which suggest that once
having actually made a book available, further responsibil-
ity adheres to the patron to return items tor all others to
use with no further stimulus from the library deemed neces-
sary. The premise that "...frequent overdue notices are
necessar; in order to have books returned scon after they
are overdue s0 that others may use them, appears to be log-
ically incorrect,” Howell has assertnd.33 "The patron,
not...library, is responsible for the return of natcrl;l.
Actually, we only manage to compound the problem when we, at
considerable expense, vainly try to assume this responsibil-
ity for him.">* 7T0 extend this point-of-view, Howell stud-
ied the effects of the practice at the State College of Iowa
to reduce the overdue notices to twice each semester. ile
observed that the reduction in staff time was considerable.
He concluded, furthermore, that students accepted this
change in re-focuaing responsibility on themselves, judging
from the fact that the number of books returned did not de-

crease from the time when more notices were sent.

Another consideration is the magnitude of the practice

of reminding patrons to share materials by the various 1li-

braries. The efforts to direct the students' attention to-

ward thelr obligations to return overdue materials is wide~
35

spread throughout the academic library world. At the

largest land-grant university library, sending overdue

notices is a traditional practice of deep entrenchment in
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the procedures of the circulation system.36 In no inetance,

including the exporience at the University of I1linois, hows
ever, could the effect of the practice of notlfying patrons
that they must return materials in thelr possesslon for
others to share be supported by any evidence - merely testi-
mony. The questions of Trainor and Eckardt seem relevant teo
this issue when thay ask: "Doea the end justify the means?
Does it pay to go to all the trouble and expense of sending
out overdue notices? Why try to retrieve anything? Would
it not be better to forego all notices and write the mater-~
ials off as lost at the end of the year?‘ST Although the
procedure, then, is widespread, fcw, if any, libraries know

the resulte of their efforts tu encourage the return ©f bor-

rowed material,

In this context of sharing resourcea, no consideration
is given to the punitive measures such aa fines which are
often imposed to prevent the oocurrence of overdue material
in the ficet place, This type of effort creates quite a
differont situation from the applicatlor of treatmenta to
borrowavs which tend to encourage them to return materials

which are already overdue.

In discussing the sharing of resources, one final point
to be considered is the fact that heavy use by patrons in
academic libraries ie concentrated among a comparativoly

small proportion of the titles in the collection. The
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importance of this principle was illustrated in such re-

search studies as those conducted by Fussler and Simon in
which they conclude that the use of collections is uneven
and that a prediction of "probable future use of groups of

books with defined characteristics®™ can be -ado.33

In a later study at Northwestern University by
Trueswell on the characteristics of circulation, it was de-
termined that "a very small proportion of the library's
holdings is accounting for a large fraction of the daily
circulation.” " He suggests, furthermore, that well under
50% of the holdings of a library will satisfy 99% of user
circulation requirements. On the basis of the summaries of
these two studies alone, it is evident that exceedingly high
demands for relatively few bocks necessitate a greater

urgency for patrons to utilize and return the material im-

mediately in order to make it available for others to use,
The Pilot Study

One elemasnt of this vast problem of sharing library re-
sources, which continually re-emerges in a sea of study and
speculation and where there is little evidence upon which to
form any conclusions, is the habit of borrowers to return
materials late and the reasons for their actions. In order
to probe into this queostion, a small study was undertaken at

the University of Illinois in May, 1967,
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Ten students were selected at random among fifty who
had borrowed materials but failed to return them on time.
These students were interviewed and were asked several ques-
tions regarding their borrowing habits. An attempt was mede
to determine whether they were aware that they had charged
out materials which were due. It was also the purpose of
the study to solicit reactions to a stimulus such as an
overdue notice received from the University of Illinois
Library. The study went one step further in trying to
ascertain the reaction to other types of proposed reminders
and the degree to which they would provide assistance in

stimulating the return of overdue materials (see Appendix A).

In this abbreviated pilot project, the patron empha-
sized overwhelmingly that the chief reason for failing to
share materials by not returning books con time was that he
forgot. Human memory is not infallible, of course, which
indicates that some type of notification is in order to ru=-
mind the forgetful patron. The response to the suggestio:
that the type of reminder might have some relation to the
action taken by a patron was scattered and inconclusive, It
seemed guite possible, nonetheless, that for a certain seg-
ment of the borrowers with past due materials, a more direct
stimulus provided by a library authority would move them to

respond even more promptly.
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The data from this small study suggest an hypothesis,
that is: that an undergraduate borrower who fails to share
library materials by returning them at the time the loan
period expires is a person who has forgotten and, unless he
is reminded of his responsibility, he will take limited
action toward fulfilling it. The nature of the reminder,
furthermore, is important and tends to stimulate a more

prompt response, the more direct it is.

It was inferred on the basis of this sample study,
therefore, that the typical borrower keeps materials out of
the library beyond the date due because he loses track of
them. Once he has been reminded of his obligation to share
the materials, however, he responds affirmatively. The
speed of his response, furthermore, seems to be related
directly to the level of concern evoked by one reminder

method over another.

In view of related studies of the library patron and
his problems of using and sharing materials as well as the
results of the brief pilot study, it is contended that all
other things being equal, the greater the stimulus to share
resources provided by an academic library the greater will
be the rate of returning materials by delingquent borrowers
because they tend to forget the responsibility to share

resources until reminded of it.
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CHAPTER II

THE DESCRIPTION

The previously cited studies, the opinions of experts,
and the accumulated years of professional experience led ul-
timately to the design of this research project. The exper=-
imental method was selected in order to test the hypothesis
that, all other things being equal, the greater the stimulus
to share resources provided by an academic library, the
greater will be the rate of returning materials by delin-
quent borrowers. It was postulated, furthermore, that de-
linquent borrowers tend to forget their responsibilities to

share resources until reminded of them.

In this empirical test of an hypothesis, the primary
objective was to apply and observe selerted treatments in
order to determine whether they produced an improvement in
the frequency rate of returning library materials among de-
linquent undergraduate borrowers. At the outset, it was
conjectured that if the hypothesis was generally true, it
should apply to the undergraduate borrower at a medium-sized
land-grant university library. The experiment tested,
therefore, the logical consequence of the general statement:
that given a selected group of delinquent undergraduate bor=-
rowers at a medium~-sized land-grant university library who

receive varying forms of stimuli regarding the

22
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responsibility of sharing borrowed materials, the borrowers
who receive the more direct stimulus will return materials
at a significantly faster rate than will those who receive a
less direct stimulus, all other things being equal, because
the delinquent borrower forgets his responsibility to share

resources until reminded of it,

It was anticipated, furthermore, that if the postulated
causal element was operating, the difference in the prompt-
ness of returning materials would be related to the partic-
ular method of notifying delinquent borrowers., The stimulus
of a telephone call, for example, would elicit a more prompt
response than a letter, or a postal card. It also seemed
logical to expect that in instances where no type of stimu-

lus was provided, the rate of return would be even lower.
The Assumptions and pefinitions

In this experiment, certain assumptions were made.
Libraries do not provide material in their collections for
the exclusive use of one patron, but they assemble all re-
sources to be shared mutually by everyone. It was assumed
that this concept was understood by delingquent borrowers
because of previous knowledge or experience with libraries
as institutions of society.

It was also assumed that at a particular academic 1i-

brary, the specific policy governing the return of materials
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was a matter of record. This information could be found

readily within the borrowed item itself, within public
guides and handbooks, and within normal exchange of informa-

tion among librarians, faculty, and the undergraduate.

At one time or another, therefore, it was assumed that
the typical undergraduate on a university campus would know
generally and/or specifically about his responsibilities for
sharing resources by returning borrowed books to the library.

Delinquent borrowers at a multi-purpose university in-
clude several levels of student patrons as well as the fac-
ulty, the staff, and the non-institutional borrower. For
the purposes of this experiment, however, the delinquent
borrower was defined as an undergraduate patron who has been
loaned materials at his request by an academic library for
off-premises use. According to this definition, he has
failed, furthermore, to return them by the maximum time

limit allowed in terms of the loan period.
The Treatments

The different procedures applied in this experiment
whose effects are to be measured and compared are described
under the general term, treatments. The object of using the
specific treatments in this experiment was to determine
which was the most effective, if indeed it made any differ-
ence in the behavior of the treated subjects which treat-

ments were applied, It was apparent that the treatments
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chosen had to be of such characteristics that they could be
tested readily in practice. Some types were considered
initially which it was later determined had little chance of
being administered meaningfully or whose responses could

supply substantive information.

It was early in the design stage of the experiment that
consideration was given to the use of six different treat-
ments. It was thought possible, originally, to use a con-
spicuous label in each borrowed volume as a reminder for
borrowers to share materials by returning them promptly. It
was also considered initially to post public notices at the
points where a loan transaction was made in order to call
attention indiscriminately to all borrowers when an item was
due. It was also suggested to print regularly in a student
newspaper an advertisement reminder that library books were

due on a certain date.

All of these types of treatments were rejected ulti-
mately. It was concluded that they would have been diffi-
cult to identify and impossible to calculate accurately *the
responses which might have been generated. On the grounds
of extreme cost and impractical methods of application, it
was also decided to reject an early proposal to study the
behavior of borrowers personally visited by a library mes-

senger who would remind them of their delinquency.
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It remained, then, to follow the treatments which were
the most desirable and feasible and which had some pravicus
acceptance in libraries generally. The first treatment se-
lected, consequently, was the postal message, prepared and
dispatched by the authority of a library (see Appendix B}.
It was the intent to inform the delinguent borrower that his
lopan was past due. It was also the objective to remind the
atudent of his obligation to share materials with other stu-
dents. The notice was sent together with a photocopy of the
loan transaction document to the campus address of the

undergraduate borrower {see Appendix B).

The second treatment chosen was the less widely used
and moxe expensive method, the perscnal telephone call. The
delinguent horrower was contacted by tha investigator as a
representative of the library and reminded that ha had a
specific title past due. The caller followed a pre-designed
script which, after verifying the identification of the bor-
rower, proceeded to relate a message similar to the mailed

notice {see Appendix B).

The third treatment was a "control” in which the delin-
éuent borrower was treated with nelther a mail notice nor a
telephone call. The behavior of the'atudent in this group
would supply important information to the experiment, it was

surmised, even though a specific treatment was not applied.
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The aim of selecting these treatments was to utilize I

meaningful and practical stimuli in order to determine

whether receiving a telephone call would prompt a borrower

te return books faster than one who received a written mes-
sage. The object of the treatments was to see, furthermore,
whether the telephone call or the mail message would eligit

a different response from no stimulus at all,
The Conditions

Az Cochran and Cox have stated, “The specification of
the treatments may raise difficult guestions about the con-
ditions under which the treatments are to be compared.'l In
this regard, one objective was to maintain similar condi-
tions for each treated group throughout an experimental
period. Each test was conducted on the same day of every
waeek during an academic quarter. A given trcatment was
applied to all of the borrowers in the group at the same
time. It wag a condition of the experiment, furthermore,
that borrowers were grouped according to the severity of
their delingquencies. The berrower who had material one day
overdue was not treated together with a patron who had ma-

terials seven daya past the due date, for example.

No treatment was considered completed until assurance
had been reccived by the investigator that either a tele-
phone call had heen received or the postal message had been

delivered. 1In order to confirm the fact that the subject
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had actually been treated, the non-delivery of all mail
items, for example, was reconciled with the loan record,
which was subsequently withdrawn from the experiment. In
the case of telephone calls, the investigator always spoke
directly with the delinquent borrower. No messages were
left asking the borrower to return a previous call, for
example. If the patron was not contacted personally, the

subject was not considered te have been treated.

Further efforts were made to minimize the experimental
error. The subjects were all treated at the same time, that
is, within a twenty-four hour period., Every effort was made
to limit the introduction of extenuating circumstances.
These could arise over longer periods of experimentation in-
fluencing behavior and thereby causing a response variance
within a group, not necessarily due to the treatment. The
time of the day, the time of the week, and the time of the
year were held constant and never varied in conducting each
experiment. It was assumed, of course, that the subject
treated either listened to the message of the telephone

call, or read the mail notice he had received,.
The Controls

It was necessary to include a control group in the ex-
periment in order to compare the effectiveness of the other
treatments, It was also desirable to investigate the pro-

nouncement in some quartere that delinguent borrowers will
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respond when they are "good and ready” and rno stimulus ia
going to alter these rates appreciably. Inasmuch as it was
not initially known which of the treatments wculd be the
more effective, or the degree of effectiveness represented,
it was thought that a contrel group would provide these com-

" parisans.

The coentrol group became an integral part of the exper-
iment which allowed the results to be directly comparable
with those of other trecatments. Other uses of the control
group were considered at one time, but were rejected ulti-
mately. Since the treatments were tested on the same campus
at the same time with human subiects, the return rate of li-
brary materials before the treatments were introduced, for
example, was not considered a satiafactory contrel. The re-
turn rate of materials on another campus, or at another time
on the same campus, where delinguent borrdwers were receiv-

ing rimilar treatments, was not acceptable as a good control

either.

In these cases, observed effects of new treatments may
have been due to differences in the meverity of the delin-
quency. It may alsc have been due to the type of subject or
to other aspects of library conditions in two separate time
periods, or on two different campuses, 1In this experiment,

it was essential to regard the telephone call and the mail



notice on an egqual basis, and to use randomizaticn in -

assigning the treatments to the delinquent borrowers,
The Replications

A difficult problem confronting the investigator in
this experiment was to maintain accuracy and precision. It
ig known that the results of some experiments are affected
by extraneous variations as well as by the action of the
treatments themselves.z These experimental errors affecting
any treatment tend to cancel out as the experiment is re-
peated. Replication of an experiment decreases the error
asgsociated with the average results of treatments used in an
experiment, provided, of course, "that precautions (such as
randomization) have been taken to ensure that one treatment

is no more likely to be favored in any raplicate than

nnether..."3

In order to increase the precision and to obtain a
close estimate of error, each experiment was executed on a
Wednesday for eleven consecutive weeks. Other considera-
tions in determining this patetern included the fact that ex-
perimental units could be formed, treatments could be
applied, and observations could be recorded most convenjent-
ly at these intervals. Replications were conducted at one
place during one academic term. This plan was favored over

the type of experiment which differs in time and location.
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The Technigues
The principal dbjective in developing the techniques of
the experiment was to secure uniformity in the ways in which
the treatments were applied. 1In delivering a telephone mes-
sage, for example, the same amount and kind of information
had to be supplied to each subject. The script was com-
posed, therefore, which served as a guide for each conversa-

tion (see Appendix B).

An effort was made to develop a uniform pattern. Sev-
eral versions of scripts were written subsequently. These
were evaluated ultimately through role-playing sessions of
the investigator and assistants and by stop-repeat-listen
use of the tape recordings made of the trial calls. 1In ad-
dition, scores of live telephone calls were placed previous
to the experiment in order to polish the relaying of mes-
sages and to test the responses of burrowers. Careful eval-
uvations of all these methods were made during critigues
which preceded the experimental period and after which the

final pattern was established,

A similar review of the development of the mail notice
was followed. Several versions were composed and tested be-
fore the final model was selected (see Appendix B). An in-
vestigation of the delivery system was undertaken and tested
so that the handling of notices could be evaluated and in-

corporated into the experimental plan.
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During the tests, it was necessary to exercise certain
controls over external influences. A concentrated effort
was made to allow every treatment in the experiment to pro-
duce its effects under desirable and comparable conditions.
Telephone calls were made, for example, at a time when the
subject was most likely to be awake and available to talk.
Mail was dispatched so that it would be delivered at the
same time as most other communications would ordinarily be

received by the subject.

In order to eliminate any traces of the halo effect in
the experiment, no public or private announcements were made
about the study. All telephone calls and mail notices were
sent under the aegis of the library authority, and no refer-
ence was made to the research project. The subjects knew
little or nothing of their inclusion in this experiment. In
fact, the library staff members were not told the nature of
the plan, only that a special project was underway. This
practice, it was thought, would prevent any biases in the

subjects' responses as well as in the staff's record-keeping

practices,

Close supervision was maintained and constant revision
undertaken of the work of all assistants to control gross
errors. A careful scrutiny of all data gathered by others
in the experiment was conducted by the investigator routine-

ly and personally. In order to prevent measurements which
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were biased and thus increase experimental errors, addition-
al safeguards were initiated. These included the regular
issuances of inztructions, written and oral, as well as con-
ferences and meetings of all staff members participating in

the experiment.

Attempts were made to keep the technique simple, know-
ing that the likelihood of accuracy would@ be jncreased.
Complicated technigucs were eliminated whenever possible,
particularly in those areas of tahulating the resgults of the
treatments, and especially if they revealed nc more informa-
tion than simple approaches. There were several library
assiatants involved in the various phases of the experiment,
The risk of error was greater, therefore, unless the tech-
niques could be kept uniform, understandable, and uncompli-

cated —- which was the constant effort of the investigator,
The Experimental Upit

The choice of the experimental unit was of primary im-
portance. In planning the preoject it was decided to concen-
trate upon the vndergraduate delinqguent library borrower at
a lapd-grant university. These students were easily identi-
fiable and were used as subjects to which the treatmenta
were applied. NRo further selection was made regarding the
composition of the experimental unit beyond the random
choices which were necessary for the particular subjects of

a specific treatment group.
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In view of the fact that the responses to a treatment
involved human beings some selectivity of subjects could not
be avoided. 1If the subject did not cooperate, for example,
by hanging up the phone before completing the conversation,
then he could not be included in the experiment. The suc-
cess of the project, therefore, depended to a deqree upon

the investigator's ability to persuade participation.
The Experimental Site

The site at which the experiment was conducted was
Colorado State University at Fort Collins. The fundamental
consideration was a place where the investigator had immedi-
ate access to an academic library and where he could obtain

maximum accuracy for a reasonable expenditure of time and

labor.

This field study library was located at a university
which offered an instructional program typical of the other
states in the country where the land-grant institution and
the state university are separate entities. The twenty
states where this type of institution existed included:
Washington, Oreqon, Utah, Montana, Colorado, Kansas,
Oklahoma, MNorth Dakota, South Dakota, North Caroclina, Iowa,
Michigan, Indiana, South Carolina, Mississippi, New Mexico,

Alabama, Virginia, Massachusetts, and Texn:.‘
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In addition, the library facilities for underqgraduate
patrons at Colorado State University were similar to those
at the other land-grant institutions., The reference and
circulation services were closely rated in concept to those

at the other libraries, also.

The Colorado State University was established at Fort
Collins nearly one hundred years ago in 1870 by the Councii
and the House of Reoresentatives of the Colorado Territory.
In 1879, it opened its doors to the first students, and was
designated as Colorado's land-grant college under the terms
of the federal land-grant act. The school was well-known
throughout most of its history as the "Colorado Agricultural
and Mechanical College”™ until 1957 when the Colorado General

Assembly re-designated it "Colorado State Universlty'.s

The University grew slowly until the end of World War
I1I when registration suddenly began increasing sharply. By
1961 student enrollment was up to 6,529. By fall guarter of
1968, the enrollment had more than doubled to over 15,000
ltudents.s To keep pace with the explosive student enroll-
ment growth of the 1960's, the University embarked upon an
accelerated capital building program. The University now
has more than 100 buildings with eighty-nine of them on the
main campus. Twenty-five of these buildings are less than

five years old, and nearly all buildings have undergone
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recent remodeling or enlargement. Enrollments have contin-

ued to exceed the growth of academic space, however.

The University is accredited by numerous associations,
councils, and societies. It is located on three campuses,
the principal one of which is at Fort Collins. This is a
city of approximately 40,000 situated at the foot of the
Rocky Mountains, sixty-five miles north of Denver, and
forty-five miles south of Cheyenne, Wyoming. A wide range
of local and campus activities together with the excellent
climate and mountain surroundings add to the setting for

undergraduate students.

Much of the student life revolves around the William E.
Morgan Library, completed in 1965. It is a functional mod-
ern building, housing more than a half-million volumes, and
a vast array of periodicals, journals, newspapers, manu-
scripts, films, phonodiscs, and other items. The library

provides seats for over 2,000 readers.

The objectives of the Colorado State University Libra-
ries are based upon the objectives of the University itself.
These include the support of the instructional program by
providing resources, teaching students the effective and
efficient use of library materials, and encouraging them to
develop the habit of =elf-education. The library system is

primarily a teaching instrument. "The professional staff,

mdemd ml mbmakbdsin Avaand sk dan wmmd tha whuasd~al Famaidlibtias ava
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80 planned to implement teaching, learning, and research by
the use of all library materials. The professional staff is
composed, therefore, of educators who teach, not necessarily
in the classroom, but by mobilizing the resources of the

libraries according to a well-defined proqram."

The Groupings

Many factors were considered in the design as the basis
for grouping. Inasmuch as knowledge regarding the best cri-
teria for grouping in the line of research contemplated was
not available, it was necessary to conduct a series of uni-
formity trials. These tests were structured so as to exe-
cute them during the winter guarter of 1968, which was well
in advance of the planned period for the actual experiment.
Uniformity, in this case, refers to uniformity of treatments.
The mail notices were sent and the telephone calls were made
to the randomly selected delinquent borrowers. The tech-
niques were representative of the type contemplated for the

actual experiment.

For the first trial, a sample was drawn from among the
undergraduate delinquent borrowers identified during the
regular weekly exercise of sending overdue notices at the
field study library. Among the ninety borrowers identified,
thirty were selected. After arranging alphabetically the
borrowers' cards by last name, each was assigned a number

from one to ninety. Successive two-digit groups in a random
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nunber table were read and when it constituted a number be-
tween 01 and ninety that numbor determined a borrower for
inglusion in the sample, Any two-digit group not between 01
and ninety was ignored. By taking successive groups in this
way until thirty numbers were chosen, the sample wag deter-—

mined,

By lot the sample wag divided into three sub-groupa: A,
B, and €., The C group charge cards were returned to the
file immediately; the B group cards were prepared for re-

minder notices; and the A cards were held for the telephone

calle in the trial.

In the calling process of the trial, the investigator
was asgisted by two library staff members. 1In conducting
the preliminary calls, one side of the conversation was tape
recorded in order tc gain information of the telephone man-
ney as well as the inflections and the timbre of the cal-
ler'as voice. Some role-playing was conducted over inter=
communication telephone lines in order to gain impressions

of possible dialeg that might ensue In a genuine call.

o

The first call was placed and the delinguent horrower
angwored the telephone, The message was relayed and the
conversation terminated. The subsequent calls were uneven
in the responsc. Two of the calls were to patrons who were
unavallable and would not return until a late heour., These

subjocts wore rejected, therafore, from the gample. Another



39
caller indicated he had returned the material, and it was
suggested that he make further inquiries at the library's
loan desk. The third borrower received the message and
thanked the caller for reminding him. A variety of these

responses were noted and the aforementioned were typical.

It was concluded ultimately that the trial was profit-
able for the following reasons: (1) it gave the caller an
oppertunity to develop a telephone technique; (2] it gave
the investigator a chance to revise a script suggested for
the telephone conversations; (3) it added information to the
type of responses that might be received from a delinquent
borrower; (4) it showed the necessity for a sub~group as a
necessary back-up for the possible non-responses and non=-
telephone numbers that might occur in sample groups; and,
(5) it afforded the investigator a chance to review in ret-
rospect the conversations of the caller and make suggestions

subsequently based ‘upon an evaluation of the audiotape,

A second trial for the telephone call treatment was
conducted a week later. 1In this case, ocut of the thirty de-
linguent borrowers randomly selected in the same manner as
previously described, eighteen were actually contacted by
telephone. All of the caller's side of the conversations
were tape recorded so that the principal investigator could
review the presentation in order to evaluate further the

techniques and procedures followed.
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The trial also included a review and sampling of the
various types of mail notices to be sent, Reaction was ob-
tained from patrons regarding the physical appearance, the
message, and the pessible affect it might have on a subject
s0 treated. This information was also helpful in determin-

ing the final copy.

Although it was not the primary purpose of this inves=-
tigation to determine costs of the treatments applied during
the experiment, an effort was made to establish a rough
bench mark. On the basis of some elementary time and motion
studies which included only the components of labor and sup-
plies, a unit price of 35¢ for each telephone call and 26¢
for each mail notice was established. It must be emphasized,
however, that these estimates are not based upon rigorous

cost analyses and, therefore, are not defensible as precise

figures.

Based upon the results of these trials, several group-
ings were formed. 1t was known previously that the experi-
ments which are executed close together tend to be more
similar in their results than those spaced far nyart.s
These experiments were conducted, therefore, within seven
days of each other. This spacing followed the knowledge
that results vary less from week to week than from one part
of the year or from one year to another year. The experi-

ment was also confined to one academic guarter.
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Characteristics of the students tend to change slightly from
one term to another; approaches to lihrary material, there-
fore, cften may be affected by the varying demands ang dis~

tractions of one term over the next.

A plan to complete all treatments on the same day was
also followed., 1In this manner, respaﬁses that cccur from
day to day did not influence any comparisons made among the
treatments. The alternative was to apply 2l «f one treat-
ment during one week, another treatment thae second week, and
sc forth. This grouping was rejected as an invitation to
bias since the treatment effects could be inflyenced by

these shifts in application.
The Summary

The purpose of this research project was to study the
delinquent borrower's habits of sharing resources. In the
experiment the sclected treatments were applied to delin-
quent borrowers in order to determine whether the freguency
rates of material returned would change in the indicated
direction. In conducting such an experiment., the two treat-
mente of telepheone calls and mail notices were selected be-

cause they were the most desirable and feasible to several

alternatives,

It wae pointed out, also, that similar conditions of

time of day, week, and year would be maintained in order to
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minimize the risk of response variances not caused by treat-
ments. A control group was an integral part of the experi-
ment and was included in order to provide comparisons., The
need for a high level of accuracy and precision was recog-
nized which included the plan to use eleven replications.
Simple techniques were employed to secure uniformity in ap-

plication of treatments,

Composition of the experimental unit was the under-
graduate delinguent borrower of library books. The experi-
mental site was selected on the basis of its accessibility
to the investigator =-- a place where maximum accuracy for a
reasonable expenditure of time could be expected. Based
upon the evidence of several trials, the groupings were
formed which provided that all experiments would be executed
close together which suggested that the results would more

likely be similar, thereby reducing the likelihood of bias.
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CHAPTER II1

TBE METHODOLOGY

The initial design of the experiment included a plan
for the selection of subjects, the application of treatments,
and the collection and tabulation of the resultant data. A
primary consideration underlying these elements of design

involved uniform definitions.

0f principal interest was the meaning of the term:

delinquent borrower. For purposes of tris study, the delin-

quent borrower was defined as an undergraduvate patron, that
is, one pursuing a bachelor's degree, who has been loaned
books (not periodicals or other fugitive materials) by the
library for off-premises use, He has failed, however, to
return them within the regular two-weck period after the

date on which he originally borrowed them,

Facing such a definition, the first task of the inves-
tigator was to establish a procedure by which the delinguent
borrower could be readily identified. In order to explain
the method, however, it is first necessary to describe the

circulation procedures at the fleld-study library.

44
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The Circulation System

A generalized versjion of the procedure followed by a
library patron to borrow and return books is represented by
a flowchart (see Figure 1l). 1In designing this chart, as
with all others in this report, the conventional shapes to
symbolize parts of the procedure are used., The drawings are
based specifically on the symbols of the IBM Flowchart

Template, Form X20-8020. <

The diamond box has been used for "ves-no” decisions or
questions, the answers to which determine the subsequent
direction of activity, as indicated by the arrows. The
squares represent operations performed. The hexagon indi-
cates a group of operations not detailed in the flowchart.
Although the chart is a simple and accurate representation
of the procedures, almost every library patron or library

assistant will produce some variation on the general pattern.

A charge card file system is used involving borrower
participation. 1In this case, the patron's involvement in
the transaction process necessitates supplying the informa-

tion required on a 3-1/4" x 3-3/4" card (see Appendix C).

After completing the initial process of filling out the
card, the patron presents it together with the book to an
assistant at the central loan desk. Upon identification of

the borrower and a scrutiny of the information presented on
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the charge card, the assistant approves or rejects the re-
quest to borrow. If the request is rejected, the material
is ordinarily returned to the shelves. On the other hand,
if it is approved, the card and the book are stamped with
the date on which the patron is expected to return the ma-
teriel, In crder to leave the huilding with the beok, the
patron must present the book tc a monitor staticoned at an
exit. He establishes library ownership of the book. If it
18 not approved, the book is raturred to the shelves. If it
is approprlately processed for lending, he approves the re-
moval from the building. To complete the lcop, then, the
patron returns the bhook to the library, thus waking it

available for someone else to borrow.

The marginal punched card utilized is a product bf the
Royal McBes Corporation. This instrument is comnonly called
a Keysort card and has marginally-notched holes. The outer
holes in the card are coded from information contained on
the card. The date due, for example, ks recorded by notch-
ing that portion of the card bhetween the hole and the edge,
The notches allow the coaded cards to be separated from un-
notched cards when a sorting needle fe inserted into one af
a group of cards. Since the notched holes have nothing to
support them on the needle, they fall from the group leaving
the un-notched cards intact. Using various codes and posi-

tions on the cards, as well as various needling or sorting
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patterns, the cards can be selected and sequenced in several

types of arrangements (see Appendix C).

The Identification Process

Given such a system, which includes information about

all borrowers, such as their status and the date on which

the material is due, the task of identifying delinquent

undergraduate borrowers was performed (see Figure 2). The

specific procedure included the following steps:

(1)

(2)

(3)

(4)

Once each week, all charge cards, represent-
ing loan transactions, were needled to sort
the materials falling due during the previous
seven days;

Inasmuch as all overdue material regardless
of the borrower's status fell out during the
needling process, the cards of undergraduates
had to be separated manually from those of
all other classifications;

In cases vhere a patron failed to check his
status on the charge card, the name was veri-
fied in the various available directories and
the status subsegquently established;

All cards bearing titles about which reports
of lost items and so forth had been made were

also pulled from the files;
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(5) All chargé cards were alphabetized, and mul~
tiple titles belonging to one borrower were
assembled together; _

{6) All remaining cards were re-filed into the
library's master charge file, while the de~-
lingquent undergraduate borrower cards wera
further sub-divided into seven decks accord-
ing to the degree of delinquency severity,
that 1s, one day, two days, and up to seven

days.
The Selections

The experimental units had to be selected from a finite
population representing all undergraduate delinguent bor-
rowers. On the basis of past loan transactions at the
field-study library, it was calculated that there were 1,200
different undergraduate delinguent borrowers during the com-
plete course of a typical academic guarter. Lack of data
made it impossible, however, to determine the number of de-
linquent borrowers for any given week, except to infexr freom
previous circulation statistics of approximately 60,000
transactions that they were fewest at the beginning of the

period and most arcund mid-term.

It was also determined that a random sample of 400,
approxinately one-third of the expected delinguent borrowers,

would be an adeguate representation of the estimated
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pepulation of 1,200 in the study. Inasmuch as the experi-
ment had to be executed on a weekly basis in order to ident-
ify and use subjects with comparable degrees of delinquency
severity, a specific day was selected, It was decided to
choose Wednesdays for each replicate, because of the fact
that the library at Colorado State University regqularly sent
its overdue notices to all patrons on that day of the week,
and the staff was geared to this procedure. 1t was agreed
also that this particular experlmental day would be less at
variance with the other normal routines of the library's

circulation department.

By needling all charge cards on this day, Wednesday,
the delinquent borrowers representing delinquencies of the
past one to seven days could be ascertained readily. If a
Wednesday fell on May 14, for example, a pass through the
files by needling would identify all materials that were
still overdue as of May 13 (1 day), May 12 (2 days), May 11
(3 days), May 10 (4 days), May 9 (5 days), May 8 (6 days),

and May 7 (7 days).

The study was ultimately conducted during the spring
guarter of 1968, From the group of delinquent borrowers in
the eleven replicates, three sub-groups were selected ran-
domly each week to receive either one of the two treatments,

or to serve as a control category (see Figure 3). The
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procedure which was implemented in this regard included the

following steps:

{1}

(2)

(3)

£)

{5

(6)

An injtial count of the Bubjects in each rep-
licate was made and recorded from the seven
severity decke of charge cards, together with
the dates the material was due.

Each c¢harge card was stamped on the versc
with the current date, indicating the time of
treatment.

211 telephone numbers and names were checked
for legiblility and when in doubt, they were
verified through the aid of official direc-
tories.

All names were also checked against the
master cumulative alphabetical list of all
borrowers which was maintained throughout the
experimental period to guard against duplica-
tion of subjects.

All borrowere not verified, or already in a
replicate, were removed from the experimental
unit and the tally figures ware adjusted
accordingly.

After the final N was deteymined, one-third
of the charge cards from cach severity deck,
which was arranged haphazardly in a cantainer,

were drawn by lot for Treatment-A {(telephone



(7)

(8)

(9)

54
calls). The treatment was subsequently

applied.

The final N for this experimental unit was
next entered on a tally sheet (see Appendix
B). Each card was identified finally with a
black tag.

After Treatment-A had been applied to one-
third of the subjects of each severity deck,
the remaining two-thirds of the cards of each
of the seven severity decks were mixed in a
container and one-half of them were drawn by
lot for the Treatment-B sub-group (mail
notices). The remaining cards were designa-
ted for the control sub-group. After verify-
ing the names against the master cumulative
list of subjects in the experiment, each card
in the former sub-group was identified with a
light blue tag and in the latter with a white
tag.

All charge cards of the subjects in the
Treatment-B sub-group were photocopied on a
Coronostat machine after which they were each
affixed with a stamp stating: OVERDUE. To-
gether with the reminder notice, they were
next inserted into a window envelope (see

Appendix B) and mailed.
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(10) The total N's for the Groups B and C were
recorded finally on the appropriate tally
sheets,
(11) All of the original charge cards, now tagged,
were ultimately returned to the master files

of the library.
The Applications and Responses

The charge cards in Group A of each severity category
represented the delinguent borrowers to whom telephone calls
were made. Each call included the same message, delivered
by the same investigator, which reminded the borrower of his
delinquency. It was called to his attention, furthermore,
that the basic purpose of returning overdue items was to

share with others (see Appendix B).

The charge cards in Group B of each severity category
~represented the delinquent borrowers to whom notices were
sent by mail, Fach notice included the same message which
reminded the borrower of his delinquency and also called his
attention to the fact that the purpose of returning overdue

items was to share them with others (see Appendix B).

In variance from application of these two treatments
were the charge cards in Group C of each severity category.

They represented delinquent borrowers to whom no treatment

was applied.
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Upon the return to the library of each overdue book in
the experiment, the charge card containing the previously
recorded information was ultimately pulled from the charge-
out files by a loan desk assistant. The current date was

subsequently recorded on the face of each card [see Fiqure

1).

Upon completion of the library's normal discharging and
billing processes, each flagyged card representing a delin-
quent borrower was filed separately according to delinquency
severity categories and treatment groups. After accounting
for all delinquent borrowers in the experiment, the tallies

were made showing the rates of return (see Appendix B),
The Tabulations

In each of the eleven replicates, the data regarding
every delinguent borrower in each treatment sub-group were
reviewed three times. They were transferred subsequently to
a final summary tabulation sheet for each complete experi-
ment. All percentage rates of response to the treatments

were calculated, then, for each group.

Given a treatment group in an experiment with an N of
100, for example, and twenty-five affirmative responses to
the treatment on the same day it was applied, this would be
25% response at the fastest possible rate (see Figure 5).

It should be emphasized again that the responses on the same
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day of treatment are indeed after the treatment and not be-
fore as might be guestioned. The controls included a veri-
fication procedure which assured the investigator that a
book had not been returned. If the subject so indicated, he

was rejected from the sample,

Number of days Same Day ©One Two Three etc. N

Number of
subjects g 15 10 5 45 100

Per cent of
subjects 25% 15% 10% 5% 45% 100%

Figure 5. Typical Rate of Response to Treatment

The next step was to assign a numerical value which de-
picted the return-rate-response to all treatment groups,
Inasmuch as the principal concern was to collect data on the
return-rate-responses in increments of twenty-four hour pe-
riods, a continuum from zero to twelve or more days was con-
structed. The sequences of numbers were then reversed for
weighting purposes. A same-day-response to a treatment, for
example, was assigned the weight of thirteen; the first-day-
after-treatment-response received a weight of twelve; up
through twelve days or more after treatment, received a

weight of only one on the scale.

Each weight was subsequently multiplied by the percent-
age rate for each response cell. The arithmetical product

was the ultimate numerical value of the response, The sum
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of each of the return-rate-response cells for every treat-
ment group was calculated finally. This amount resulted in
the total numerical value of the experimental response to

the treatment (see Appendix B).

This procedure was followed for each of the three sub-
groups in all replicates. The resultant critical data de-
termined the ordering among the treatment effects for each
experiment. This information was of prime importance in
allowing a test of the relaticnships of the treatments as

suggested in the basic hypothesis of the study.
The Statistical Analysis

At the outset of this experiment, the background evi=-
dence suggested an ordering among the treatment effects. In
order teo recognize such implicit hypotheses in an analysis
of variance, the ranking statistic "L" was used. This is a
*test of a relationship among the treatment sub-groups in the

two-way analysis of vnriance.l

The definition of the statistic "L"™ for m rank is:

L= (¥EXiS).
In this definition, Y is the hypothetical ranking of the jth
column which was predicted from the prior considerations de-
scribed earlier. The ?xij equals the sum of the ranks ob-
served in the jth column. Expressed in words, the statistic

"L" may be defined as ",,.the sum of products of each
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column's predicted ranking times its column sum of observed

ranks.'2

In support of this significance test for linear ranks,
Page states: "L is related to the test of the linear compa-
nent of the treatment sum of squares in the parametric
randomized-hlock design, to the praduct~moment correlation
and regression, to the normal deviate test of Leyerly's
average rho, and to Friedman's chi-square ranks. Wwhere
elther L or the Friedman test may he used, L is often more
accurate and appropriate, and it has some advantages over

other teste of trend and monoticity.“3

Several considerations were necessary in the use of the
"L" as a test in this particular study. Firat of all, in
accordance with the hypothesis, an ordering of the results
Qas predicted upon the basis of logical reasoning, upcn the
experience of the investigator, and upon some empirical evi-

dence from the pilot study.

In thisx context the null hypothesis amounts to the
assumption that the treatments have made no difference iIn
the deliquent borrowers' rate of returning materials. If
the treatments have made a difference, the sets of cbserva-
tions should belong to ditferent populations and the nuall

1

hypothesis can bhe rejected.
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In the examipation of the evidence g¢btained in the ex~
periment it was also decided that the relationships within

the alternate hypotheses would be analyzed by applicationsg
of the Friedman chi-gquare test, *The chi-square is a sim-
ple and direct test of significance. It is suitable for
most cases in which the ohservations can be classified into

discrete categories and treated as frequencies."lI

Tha level of significance, or the alpha level, refers
to a cut-off point as a basla for inferring the operation of
non-chance factors in an experiment. When an event ccecurs a
certain percentage of the time or lewxs by chance, the inves-
tigator agrees to assert that the results are due to non-

chance factors.

It was decided that the level of significance at which
the null hypothesis {that there is no agreement of experi-
mental results with the hypotheses) would be rejected in the
experimental phase of this investigation would be .01. This
meant that when a given result occurred it would happen by
chance alone oply 1% of the time or less. This conservatism
indicated a willingness on the part of the investigator to
make an srror in the direction of failing to claim a result
rather than to make an error in the direction of claiming a
result when wrong. In other words, it was decided to risk

the error of accepting the null hypothesis when it was false
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{Type 1II error) rather than to reject the null hypothesis

when it was true (Type I error).
The Causal Elements

Ahong the first points in this investigation to be con-
gidered after the obsarvance of changes in the response of
subjects to experimental treatments was to ask the guestion,
"Whyz?" A quest for an explanation was foremost in the list
of priorities in completing an analysis of data gathered
through the research method. The causal why asks really for
a "...nexus of dependence or interdependence between a phe-
nomenon and a scheme of things already in some measure

known.'s

The method of analysis of the data was important in
order to determine not only how things were, but alsc how
they work, ultimately enabling a cause and effect relation-
ehip to be understood. It was decided that if the hypothe-
sim was supported by the results of the experiment, a final
consideration would be to determine whether the postulated
causal element had been gperating. This procedure involved
the gathering of additional data directly from the delin-

gquent borrowers in the experiment.

The causal elerant of the bhypothesis waa based upon
implications from the literature, current cbhservations at

ether academic libraries, and personal experiences of the
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investigator that despite the multifarious efforts by li;
brarians to inculate a sense of sharing among undergraduate
patrons, a considerable number do not respond affirmatively
because they forget. It was postulated, therefore, that a
more effective response would come from the direct effort by
a library to remind the underg?aduate that he had in his
pessession borrowed materials which should be returned in
order that others may use them, tco. It was supposed, fur-
thermore, that the rate of returning deiinquent leoans would
depend upon the degree of direct solicitation made upon the
borrower by the library. ©One treatment in the experiment
would employ a more direct contact {(a telephone call),
therefore, than another treatment {a moil nogicej. On the
other hand, it was suggested that no contact by the library
would produce an even slower return of past due library ma-
teriala than in the case of a mail notice. In summation, it

was predicted that A>B*C in treatment sums.

It was supposed, alsc, that the delinquent borrower was
not a person of maliclous intent. His delinquency did not
refer td a defiance of principles and regulations, or acts
against the establishment. He did not refuse to share ma-
terials by deliberately depriving his fellow students. It
was suggasted, too, that the delinguency of most undergrad-
uate borrowers was not because the borrowing privileges pre-
vented him from having an adeguate period in which to con-

gult the material leoaned te him. This unlikelihocd was
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especially apparent in view of the generous renewal privi-

leges afforded to those borrowers in such a predicament.

The hypothesis, then, predicted that the cause for a
delinquent borrower to respond affirmatively and quickly to
a direct stimulus Efrom the library was that ho had forgotten
his cbligation and when reminded of it, he was willing to
fulfill it promptly. In order to test this prediction, a
specific pattern of data collection was established. The
simplest design suggested that the delinguent borrower him-
palf ghould be querjed in order to ascertain his reasons fer
responding as he dig to the treatment which he recelved. A

survey was necessary, then, and took the form of a mail

queationnalre.

It was the purpose of the survey to determine the rea-
sons for a delinguent patron to have ovaerdue material. It
was epsential to find ovut what reminded him of hia delin-
gquency and whether the reminder actually prompted him to
return it. It was also thought desirable to determine after
he had been reminded if the patron appreciated this action,
or whether he had suggestlions of other ways by which an aca=-

demic library could remind him,

In the event that additional descriptions of the hox-

rower sweh as his major field of study and his classifica-

tion might prove useful, they were obtained, also. It was

. thought that the mean scores and distributions could be
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calculated subsequently based upon these data. It was also
anticipated that the sample data would make possible future
cross-analyses such as comparisons of responses by class

levels, correlations with subject majors, and other statis-

tical studies.

The principal objective of an analysis of the survey
data, then, was to identify causation by the technique of
directly confronting the delinquent borrower. It was pre-
dicted that the causes would involve the human memory and
the influence of personal contacts upon the promptness of

responses to experimental treatments.

It has been said that "...there are only three methods
of obtaining data in social research: one can ask people
questions; one can observe the behavior of persons, groups,
or organizations, and their products or outcomes; or one can
utilize existing records of data already gathered for pur-
poses other than one's own :esearch." In the original ex-~
periment, the initial concern was with the behavior of sub-
jects in response to specific treatments applied. The
concern with causality, however, would also require that
questions be asked of the subjects treated. It was thought
essential to obtain data regarding the delinquent borrowers'
own experiences. Attitudes and perceptions sought in this

phase of the study seemingly were available only through a

direct communication.
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In order to gather the reactions of persons in the ex-
periment, a systematic method had to be derived., Festinger
and Katz have stated: "The adequacy of a technique for col-
lecting data is ordinarily judged in terms of criteria of
reliability and validity..."’ They continue by adding:
"Reliability requires that repeated measurements use results
which are identical or fall within narrow and predictable
limits of variability. The criterion of validity demands
that the measurements be meaningfully related to the re-
search objectives: that is, that it may measure what it pur-

ports to melsure.'s

It was decided subsequently that a solicitation of
answers to questions by mail would be the initial method by
which students in the sample were to be contacted. This
approach necessitated the development of an instrument. A
preliminary questionnaire was constructed which attempted to
accomplish the following: (1) authenticate the borrower's
status; (2) verify the fact that the borrower did return
materials past the due date: (3) establish reasons why the
delinguent borrower failed to return the materials: (4) de-
termine the attitude of the borrowers toward the treatments
applied; (5) find out the promptness of a delinquent bor-
rower's reaction to a treatment; (6) ascertain the percep-
tion of borrowers toward other stimuli a library might pro-

vide; and, (7) determine the borrower's classification and

his major field of study.
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This type of information could not be obtained from ex-
ternal sources or observations. It was available, however,
through personal inquiry and only capable of being isolated
by way of personal communication. The other choices of
methods would involve risky processes of deduction and in-
ference which this phase of the experiment did not propose

to include.

All of the support for the technigue utilized is not to
say that the questionnaire and interview have no limitations.
There was the ever-present likelihood of biases. The re-
spondent may withhold information, he may distort it, indeed,
he may not possess the information sought; or, he may have
forgotten, rendering it impossible for him to reply accurate-
ly. Despite these considerable limitations, it seemed that
an interview through a questionnaire was the only method

available by which the dclinguent borrower's attitudes and

perceptions could be elicited.

The design of the guestionnaire began by attempting to
create an interest on the part of the respondent to the
problem., This tactic was manifest in the testing phases
through the covering letter (see Appendix C). An appeal was
made to the borrower's possible sense of providing assist-
ance. It was also the purpose of the initial covering let-
ter to refer to a problem of concern to all students, that

is, effective library service. Another effort was to
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emphasize in the inquiry not only the importance of the re-
sponse, but also the brevity of the demands made upon the
respondent. It was pointed out, finally, that his anonymity
would be maintained and that the frankness of his response

would in no way be held against him,

An attempt was also made to structure the questions in
such a way as to translate the research objectives into spe-
cific queries. The answers, it was predicted, would test
the postulated causal element of the hypothesis. The assump-
tion was made, for example, that only through a direct in-
quiry could it be determined whether the delinquent borrower
failed to share library materials because he forgot that he
had them in his possession. All questions were contrived to

force a response which accurately described the subject's

position on the matter.

At this point in the description of the methodology, it
should be emphasized that after the data were collected it
was discovered that guestion number two was perhaps leading
in nature and might have suggested a conclusion (see Appen-
dix C). Although more than eighty per cent of the replies
by the respondents were positive, nonetheless, twenty per
cent of the subjects did not say “yes™. The fact that this
latter number of non-directed responses was found in such a
great variety of answers tends to weaken the argument re-

garding the leading guestion. It should alsoc be mentioned
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that subsequent items in the questionnaire afforded the re-

spondent several alternatives in assessing his own causes

for delinguency.

The primary purpose, then, was to ask the delinquent
borrower why he did not return materials to the library on
time. It was a secondary objective to find out if the de-
linquent borrower was influenced, in his eventual action to
share materials by returning them, through the reminders
provided in the experimental treatment. In order to obtain
data for possible cross analyses, it was planned finally to
gather information regarding the respondents' university
status, major field, and the type of material borrowed. The
behavior, then, was to be studied in order to determine the

relationship to the presence or absence of the treatments.

It was also the purpose of the questionnaire to create
conditions to which the subject responded. An attempt was
made to choose language easily within the interviewee's vo-
cabulary. It was the intent to form a sequence in the ques-
tions through which the respondent could discern some logic.
If the subject could see the relationship of his answers to
the objectives of the research study, it was thought that he
would respond more willingly. An effort was made to avoid
placing the respondent in the position of not possessing an
answer which would somchew and in someway demean him.

Guarding against getting a response was attempted, on the
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other hand, wherein the delinguent borrower was not suffi-

ciently knowledgeable to offer an intelligent answer.

In the construction of the questionnaire, it was in-
tended to gain definite answers rather than general notions
which a more global question would elicit. It was also
decided to use closed questions because the situations pre-
sented only limited forms of reference from which the re-

spondent could answer, that is, there was a known range of

responses.

The pre-test of the questionnaire for this study was
undertaken to determine whether the questions provoked re-
sponses which were able to fulfill the research objectives.
It was also the purpose to find out whether the questions
were easily understood, and whether there was a free re-
sponse from the subject. A pre-test sample of twenty cards
was drawn from each of three treatment sub-groups of 100
delinquent borrowers in the manner previously described in
Chapter I1. An explanatory letter was sent over the signa-
ture of an assistant rather than the investigator, and under
the heading of her home address. It was thought that biases
would be reduced if an official of the university did not
solicit responses to the questions. By disguising the in-
guiry in this manner, it was also thought that a greater
motivation might be generated in the respondent. The gues-

tionnaires were subsequently mailed (see Appendix C).
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The final responses to the gixty inquiries averaged
70%. Of the returns recelved from the borrowers treated by
telephona calls, 91t indicated that they had forgotten that
they had overdue materials; two-thirds indicated that the
treatment reminded them of thelr delinguency and also
prompted them ta return borrowed material, ©Of the pre-test
sample from the mafil notice treatment sub=group, B61 said
they had forgotten that they had materials from the library;
58% in this group stated that they were reminded of their
delinquency by the treatment:; while 42% replied that they
were actually prompted to act by the reminder. 1In the pre-
test control sub-group, B86% stated that they, too, had for-
gotten that their library books were overdue, and §7% re-
plied.that various reminders called their attention to a
The same percentage was prompted to return the

delinguency.
borrowed materials as in the mail notice sample, that ia

approximately 42%.

The respondents in the pre-test answered unanimously
and affirmatively the question about whether they had ever
borrowed material, thus confirming their status as borrowers.
It was aleo readily determined from the responses that the
borrower had known the length of the loan pgricd as well as
the fact that he had materials in hls poseession which were
overdue. The guestions regarding his reasons for delin-
guency were answered forthrightly and conszistently as were

the gquerisas about the treatment he recelved and his response
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to {t. The trial gquestionnaire seemed to meet the research

objectives of identifying causes.

The delinguent borrover replied freely about other
matters concerning his appreclation of the reminder. He
aleo o;fered suggestions regarding other ways and means by
which an academic library could encourage borrowers to share
materials. The questionnaire seemed to moet adequately the

criterion of establishing rapport with the respondent.

On the basis of these pre-test results, several revi-
sions were made in the actual experimental questionnaire.
In the first place, the covering letter included a more com-
plete statement about the purposes of the investigation (see
Appendix C). The method by which the borrower was chosen
was also explained more fully. The sponsor conducting the
research was also identified, although it was decided to
retain the mask of the investigator by substituting the name
of one of the research assistants, By also promising to
preserve the anonymity of the respondent and, thereby, in-
suring the confidential nature of a response, the establish-

ment of rapport seemed likely to be achieved.

In the revised questionnaire, it was decided, first of
all, to eliminate the gquestion on establishing the respond-
ent's status as a borrower (see Appendix Cl. It war consid-
ered desirable, however, to continue the verification of the

subject's delinquency. In the revision, the response
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possibilities were left open to give the respondent with an
uncertain reply a chance to answer, The objectives were:
(1) to identify the reason for the borrower being a delin-
quent, and (2) to cbtain his reaction to the stimulus toward
changing this condition. The queries regarding characteris-
tics were also retained inasmuch as they were reliable and
would probably provide useful data for future analyses. The
patron was also given an opportunity to receive a summary of
the results of this research as a token of gratitude from

the investigator for his participation in the project.

In the examination of the evidence obtained in the sur-
vey, it was decided that the relationships among the sub-
groups would be analyzed by applications of the Friedman
chi-square test. It was agreed, furthermore, that the level
eof significance at which the null hypothesis would be re-
jected would be .05. It was understood that when the .03
level of significance was employed, approximately 5% of the
time we would be wrong when the null hypothesis was rejected
and the alternative asserted. The fact that the rejection
level is set at .05 attests to a less conservative point-of-
view where the investigator is not so willing to make an

error in the direction of failing to claim a result.

In order to conduct the survey in search of the causal-
ity data, a sample was drawn. The size was directly related

to the number of subjects in the experiment, Inasmuch as it
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had been esfablished at the Leglinning of the experimental
" period that 400 would Le an ample number frem the anticipat-
ad 1,200 delinguent borrowers during an academic quarter,
then one-third or approzimately 135 patrons was thought to

be an adequate numbar for the causality survey.

It wae imposaikle, however, to expect to contact sev-
eral of theae subjects during each replicate ipnasmuch as to-
ward the end of the academic guarter, the borrowers would
leave the campus. It was decided, therefore, to draw this
sample among only the first five replicates. The affirma-
tive and complete responses of the 135 patrons in the cample
ware difficult to anticipate, also. In order to assure a
- full response of 135, this number was increased by over one-
half and 210 cards were ultimately drawn. PFrom the treat-
ment sub-groups in each of the five replicates arranged in
haphazard order, a systematic selection of every other

charge card was conducted in an un-weighted crosg-section.
The Summary

In this chapter, the initial design of the expefiment
was presented., The definitions were delineated and the sys-
tem of the fleld-study library wag described. A procedure
was presented whercby the delinguent borrowers could be
readily ldantified. The plans for the selection of subjects,
the applications and rasponses of treatuents, and the tabu-

lation and calculatlons of the data were also outlined.
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Inasmuch as the background evidence suggested an order-
irng among treatment effects, the choice of the ranking sta-
tistic "L" was explained- This test of relationship among
the treatment sub-groups in a two-way analysis of variance
was subsequently described. It was advanced that this par-
ticular significance test for linear ranks would be more

accurate and have more advantages than other tests,

It was emphasized finally that the determination of the
postulated causal element was of critical importance in the
experiment. The procedure of directly involving the delin-
quent borrower was delineated including the methods for con-
structing the questionnaires which were the principal data
gathering instruments for personal mail interviews, 1In
searching for these causality data, the primary objectives
were to identify the reasons for delinguency and to obtain
reactions to the various stimuli applied to change the be-
havior patterns. The use of the Friedman chi-square test in

the statistical analysis of the survey evidence was also

described.
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CHAPTER IV

THE FINDINGS: EFFECTS

Basic to the analysis of the results of the experiment
is an ordering among the effects of the treatments applied.
The hypothesis states that the rate of returning loans de-
pends upon the degree of contact made upon the delinquent
borrower by the library. 1In this particular investigation,
Group-A employed the most direct contact (telephone notice),
Group-B the next most direct (mail notice), and Group-C
(control) had the least, or no contact. In the hypothesis,

it was predicted, therefore, that A>B>C in treatment sums,
The Significance of Differences

In the experiment at hand, 500 subjects were chosen at
random from an estimated population of 1,200 different de-
linquent borrowers. They were matched on the basis of the
particular week in which they were chosen, each of which
formed one of the eleven replicates. The replications I,
I11,...XI, for example, correspond with the rows in Table 1.
The subjects in each replication, having been assigned ran-
domly within the rows to Treatments A, B, or C, are repre-
gsented by the columns. Each cell stands for the accumulated
rank of all of the subjects based upon the frequency of re-
sponse to the treatment applied compared with other subjects

17
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4 ' TABLE 1

THE RANKING MATRIX FOR THE DELINQUENT
BORROWER EXPERIMENT

-

n_m
{L = E{YjZXij} eor, the sum of products of each column pre-
dicted ranking (Y} times its cclumn sum of observed ranks.

n
Treatments
m A B C
Replica-
tions 1 2 3 L 4
b ) 1 2 3
1I | 2 3
I1X 1 3 2
v 2 1 3
v 2 1 3
vi 1 3 2 SUMS
VII 1 2 3
VIII 1 2 3
IX 1 2 ]
X 1 2 3
X1 1 3 2
m nm
EXij = 13 21 30 66 = LLIXij
m n m
YJEXij = 13 46 90 149 = E{YJIXij} = L

Kotes: n = treatments, or stimuli,
applied to the population
ef student delingquent
borrowers;

= replications of delinguent
borrowers experiment

- |
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across the row. The m rows in the table, then, represent

the set of m independent replications.

In this experiment, the predicted rank Yj appears at
the top of each column in Table 1, that is: 1, 2, and 3,
The actual sums of the observed ranks: 13, 23, and 30, ap-
pear in the next to the bottom row., The products of each Yj
multiplied by its sums appear in the bottom row as 13, 46,
and 90. 1In the lower right side of the table, the sgum of
each product is found. 1In this instance E?xij is 66. The
quantity of 149 as expressed by Q(Yj?xij} is the discovered

value of "L" for the experiment.

The next step in the statistical analysis was to locate
on a table of critical values the cells associated with the
correct m and n (see Appendix D). Upon entering such a
table, the first step is to find the cell for m, which in
this experiment equals 11, The next step is to find the
cell for n, which is 3. Upon locating the cell appropriate
to this experiment, it is discovered that the higher number,
which is 147, is the value of "L" at or beyond which one may
reject the null hypothesis at the .00l level, The middle
number (144) is the corresponding critical value for the ,01

level of confidence. The lower number, that is 141, relates

finally to the .05 level.

Inasmuch as the point of rejection for the investiga-

tion was initially established at the .01 confidence level,
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the middle figure on the *“L" table is the selected value.
It 1s important to consider that if the experimentally dis-
covered "L" either eguals or exceeds the selected value in a
table of critical values, then "L" is significant at that

level.

In this etudy, then, the experimental value of "L* is
149 and exceeds the selected value of 144. The null hypoth-
esis may be rejected, therefore, at the ,01 level in favor
of the ordered alternative. Based upon this analysis, it is
discovered that there exists a significant amcunt of agree~
ment between the predicted ranking of the treatments and the
axperimental rankings in the various replications. The data

generally agree with the predictions.
The General Effects of Troaatments

One of the expectations underlying the principle from
which the hypothesis was derived was that the personal cén-
¢ern evinced by the library toward the delinguent borrower
would more often than not elicit a positive and quick re-
sponse, thuas supporting the practice of reminding patrone to
share materials borrowed by returning them promptly. & re-
view of the relationship between the two major variables of
the treatments applied to delinquent borrowerg and the re-
sponses 88 measured by the frequency rates of materials re-

turned, therefore, 1s a primary conglderation at this point.
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Out of the sample of 500 subjects distributed among
eleven replications of the experiment, 160 were treated by A
(telephone calls), 170 by B (mail notices), and 170 by C
(control), or approximately 32%, 34%, and 34% respectively
(see Table 2). 1In the total sample, 136 {(27%) returned the
library material on the same day that the treatment was
applied. Of the 136 same-day-returnees, seventy (51%) were
treated by A, thirty-four (25%) by B, and thirty-twa {(24%)
were in the control group. There were an additional eighty-
seven delinguent borrowers who returned the materials be-
tween twelve and twenty-four hours after the treatment, or
17% of the total sample, Thirty-five of these eighty-seven
borrowers (40%) were A-treated, thirty (35%) were B-treated,

and twenty-two (25%) were control.

Within twenty-four hours, which is the highest possible
frequency response rate of the same-day or the first-day-
following-treatment, 223 (44%) of the 500 delinguent bor-
rowers in all replications of the experiment had returned
the overdue library materials. Of this number of 223, 105
{47%) had been exposed to Treatment-A, sixty-four (29%) to

Treatment-B, and fifty-four (24%) were in the Treatment-C
group.
The frequency return rate of the subjects in the exper-

iments from two days through eleven days included 179 bor-

rowers, or 36%. Of these delinquents, thirty-six were
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treated by A, seventy-four by B, and the remnlning §ixty-

nine were C.

The subjects who had the lowest fregquency response rate
of twelve or more days after a treatment amounted to ninety-
eight in number, or 20%. Of the ninety-elght subjects,
nineteen (19%) had been treated by A, thirty-two (33%) by B,

and forty-saven (48%) were in the control group.

These data suggest thal the telephone call reminder

" elicits the quickest rates of frequency from delinquent
undergraduate borrowers with 44% of the sample returning ma-
terials on the same day as treated, The mail notices, on
the other hand, showed a 20% rate of return after treatment
on the same day, whereas the contral group showed a slightly

lower 19% return rate.

The inverse results are apparent in the subjects' slow-
et rates of return. In these instances, one sees Ehat
where no treatment 1s applied te a group of delinquent bor-
rowers, more patrons will take longer to return material
than in instances where treatments are used. In the compo-
glte of the experimental replications, it seems evident £hat
the control subjects receiving no treatment were more dere-
lict in returning overdues with 28% waiting until twelve or
more days had passed after the library materials were due
1] Taﬁle 2). In the case of the treated subject, however,

thae more direct stimulus, the kelephone calls, failed to
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f"elicit return of materials by the twelfth day from the due

day in enly 124 of the gample. On the same basis_.of compar-
ison, the less direct treatment of a mailed=-reminder-notices
shows only 19% of the borrowers in the sample failing to re-

turn materials.

Interrelationships of Treatments

The analysis of the data and the tests for significance
tend to show at this point that the direct treatment of de-
linguent borrowers precipitates quick responses. The inter-
relationships of the various treatments,_however. suggest
further analysis which could support the original conten-

ticns of the hypotheslis if found statistically significant,

The differences between the high response rate of sub-
jects treated by telephone calls and those not treated are
markedly proncunced. The data indicate that there is a 33%
. greater response during the first twenty-four hours after
treatment by borrowers treated by telephone calls than those
not treated with anything. One can infer that sixty-six out
of 100 borrowers will return materials if called and remind-
ed, whereas about bhalf that number (323) of those not treat-

ed will so respond (see Table 3).

At the other extreme of the continuum, only twelve out
of 100 of those borrowers contacted by telephone do not re-

spond, whereas twenty-eight out of 100 who had no treatment
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TABLE 3

A COMPOSITE OF THE PERCENTAGES OF THE RATIO OF
RESPONSE RATES OF TELEPHONE TREATED TO
UNTREATED DELINQUENT BORROWERS

Rates of Response

Treatments High Middle Low
(0-1 Days) {2-11 pays) {12+ Days)

L ] % ]

A 66 22 12

C 32 40 28

Difference 34 -18 -16
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reacted in this manner. The difference between the treated
and untreated groups in the middle category is a =18, show-
ing that 22% of the former and 40% of the latter group will

return materials between two and eleven days after treatment.

In order to determine whether the difference is signif=~
icant, or whether chance alone accounts for it, the Friedman
chi=-square test was applied to the data. By consulting
Table 4, it is noticed that the resultant chi-square is
38.50. This figure is great enough to reject the null hy-
pothesis inasmuch as the value needed for significant x? at
the .01 level with two degrees of freedom is 9,21. The test
tends to support the hypothesis that delinquent borrowers
treated by telephone calls will return materials at a sig-

nificantly more rapid rate than those patrons who had re-

ceived no treatment.

Differences are also seen upon comparing the freguency
response rates of the borrowers treated by telephone and
those by mail notices. The data in Table 5 indicate that
there is a 28% greater response during the first period
after treatment by borrowers called by telephone than by
those who received mail messages. These figures show that
66% of the patrons who received telephone calls returned
materials within twenty-four hours, whereas cnly thirty-

eight out of 100 who received mail noticcs returned items so

quickly.



TABLE 4

UNTREATED DELINQUENT BORROWERS BY X%

a7

THE STATISTICAL SIGNIFYCANCE OF DIFFERENCES BETWEEN
THE RESPONSE RATES OF THE TELEPHONE TREATED TO

Treatments High Middle Low Totals
{0-1 Days) {2-11 Days) {12+ Days)
2 ok °©o & 0 E
105 36 19 160
76.9 50.9 32.2
54 69 17 170
B2.1 54.1 33.8
Totals 159 105 66 330
10.26 4.16 5,41
9,61 3.91 5.15

valve needed for significant x* at .0} level with 2 df is

9.21'

O - Observed Frequency

E - Expected Frequency

S

L

19.87 + 8,07 + 10,56 = 38.50 = X!



TABLE 5

a8

A COMFOSITE OF THE PERCENTAGES OF THE RATIO OF

RESPONSE RATES OF TELEPHONE TREATED TO
MAJTYL TREATED BELINQUENT BORROWERS

Rates of Response

Treatments High Migdle Low
{0-1 Days) (2-11 Days) {12+ Daygr)

] 3 ]

A j 66 22 12

B 38 43 19

Difference 28 _ -21 -7
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The differences in the middle response category, on the
other hand, show a -21. The lowest rate difference is a -7
for those returning materials twelve or more days after

treatment.

In order to establish the statistical significance of
this difference, the chi-square test was utilized. The cal-
culations indicate a x2 of 25.61 with two degrees of frecdom
{see Table 6). This experimental value is greater than the
selected value of 9.21 at the .01 level. The null hypothe-
sis can be rejected, therefore, and the significance of the

difference between the two treatments is further reinforced.

A somewhat less pronounced difference is seen upon ex-
amining the frequency return rates of the borrowers treated
by mail notices and those untreated (see Table 7). The
highest rate of 0-1 was found in thirty-eight out of 100
cases, whereas thirty-two returned materials who had had no
treatment, resulting in a difference of only 6%. At the
other extreme, nineteen out of 100 delinquent borrowers
failed to return items before the twelfth day, while 28% of

the untreated did not return materials, or a difference of

-9‘u

On the basis of these data, one cbserves that the dif-
ferences are slight between the high frequency rate of bor-
rowers treated by mail notices and the untreated subjects.

In the non~return category, however, there are 9% fewer who



TABLE 6

THE STATISTICAL SIGNIFICANCE n* DIFFERENCES BETWEEN
THE RESPONSE RATES OF TIE TELEPHONE 7O MALL .
TREATED DELINQUENT BORROWERS BY Xx?

?réatments HBigh Middle Low Totals
(0-1 Days) (2-11 Days) (12+ Days)
e E 124 E o £
105 k] 19 160
A
Bl.92 53.28 24,8
64 74 32 178
i
) 87.08 56.72 26,2
Totals 169 110 5l 330

6.01 5.60 1.35%
6.1 5.26 1.28

12.12 + 10.B6 + 2,63 = 25,61 = x?

Value needed for significant X? at .01 level with 2 4f {is
9.21.

0 ~ Observed Frequency

E - Expected Freguency
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TABLE 7

A COMPOSITE OF THE PERCENTAGES OF THE RATIO OF
RESPONSE RATES OF NOTICE TREATED TO
UNTREATED DELINQUENT BORROWLERS

Rates of Responsa

Treatments High Middle Low
{0-1 Days) {2-11 Days) (12+ Days)

1 L ] 1

B 38 43 1%

¢ ' 3z 40 29

Difference [ 3 -9
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do not return materials before twelve or more days past the
due date have elapsed among the untreated than émong the pa-
trons receiving mall notices., 1In the broad category between
twp-day-after~treatment through eleven days,'there is a 2%

more favorable return rate amchg the Betreated than the un~

treated group.

The slight differences in the responses of the mail-"’
treated patron and the untreated did not suggest positive
significance in the high group. The direction of the dif-
ferences between the reéponse and the non-response cate-
gorfes, however, indicated that this result might be due to

moye than chance alone would preoduce.

Friedman's chi-sguare was again applied to the data
{eee Table B). 1In this application, the value needed for a
significant x? at the .01 level with one degree of frcedon
is 6.64., The experimental figure, a chi-square of 4.77,

falls short of reaching the expected value,

Thess results tend to show that the differencesa between
rates of return of those treated by mail notice and those
untreated are evidant but not significant at a confidence
level that has been acceptable in this experiment. It is=s
apparenﬁ. furthermore, that at the highest return rate, that
is within twenty-four hours after treatment, there is only a

alight difference which is probably not significant.
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TABLE 8

THE STATISTICAL SICNIFICANCE OF DIFFERENCES BETWEEN
THE RESPONSE RATES OF THE MAIL TREATED TO
UNTREATED DELINQUENT BORROWERS BY x?

Treatments High Low Totals
o E o E
138 32 170
B
128 40
123 47 170
[
133 39
Totals 261 79 340
.78 1.60
- 1.64

1,53 + 3.24 = 4,77 = X?

value needed for significant x? at .01 level with 1 df is
6.6‘-

0 - Observed Frequency

E - Expected Frequency
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The Proximity of Treatments

As explained previously, of the thirteen discrete fre-
quency rates utilized in the tabulation, 27% of the re-
sponses to treatments were in the zero category (see Table
2). It should be noted, furthermore, that in these arrays,
the lowest number reflects the highest rate of return: zero
being a response on the same day as the treatment was
applied; one being on the first day thereafter; two on the

second day, etc.

The data suggest that the first-day-after-treatment
also has a high rate of return for all replications and
treatments of this experiment reaching a level of 17%. The
incidence of book return declines appreciably on the second-
day-after-treatment to 7%, however, and continues generally
downward to 5% on the third, up to 7% on the fourth, 7% on
the fifth, 4% on the sixth, 2% on the seventh, 2% on the
eighth, 1% on the ninth, 0% on the tenth, and 1% on the
eleventh. The thirteenth category has the lowest rate of

response, but includes 20% of all subjects in the several

replications.

1t appears that the more direct the treatment is, the
more quickly the borrower will act to remove his delinguency.
It was found, for example, that 66% of all subjects called
by telephone returned materials by the end of the first day

after the loans were due, By the sccond day, an additional
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6%, or a total of 72%, had returned materials (see Table 9).
The next three days (third through fifth) accounted for only
9% of the returns, whereas in the sixth through eighth days
5% had returned books, and by the ninth through eleventh
days, only 2% had returned borrowed items. For this group,
the accumulation of all other responses of twelve days and

beyond amounted to 12%.

The next most direct treatment, the mail notice, also
seemed to elicit the greatest response immediately after
treatment, but not quite s0 large a surge nor so quickly as
the telephone call. For this unit, 44% of the subjects had
the materials returned by the end of the second-day-after-
treatment. There was a 27% return during the second three-
day span, followed by 9% return on the sixth through eighth
day, and only lt returned on the ninth through the eleventh
day. A greater number (19%) of borrowers treated by mail

notices made no response to the treatment than the group

treated by the telephone call.

It is evident that a large share of the patrons who re-
ceived no reminder of their delinguency returned borrowed
materials soon after the due date. In this experiment, 40%
had returned materials by the end of the second-day-after-
treatment compared to 44% who had received a reminder in the
mail, and 72% who had been reminded by a telephone call (see

Table 9). Returns were generally slower in the control
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TABLE 9

A COMPOSITE OF THE RATES OF DELINQUENT BORROWERS
RETURNS BY RETURN CATEGORIES

Rates of Returns in Days

Treat-
ments 0=-2 3=5 6~8 9-11 12+ Totals

A 115(72%) 15{ 9%) B( 5%) 3(2%) 19(12%) 160(100%)

B 76(44%) 45(27%) 15( 9%)
c 68 (40%) 30(18%) 1B(10%) 7{4w)

2(1%) 32(19%) 170(100%)
47(28%) 170(100%)
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group, however, with 18% realized in the three through five
slot, 10% in the six-through-eighth-day-return category, and
nine through eleven days after the date due showed 4%. This

leaves the largest ringle category of returns, however, to

come from the twelve day and after group, or 28%.

It is apparent that large numbers of delinquent bor-
rowers return materials soon after being treated no matter
what type of stimulus is applied. The evidence suggests,
nonetheless, that a significantly greater number return ma-
terials even more quickly if called by telephone or sent
mail notices than if no action is taken in trying to elicit
a response. Even if one accepted the conclusion that mast
books checked out by undergraduate book borrowers are re-
turned within a day or two after the due date, no matter
what is done to stimulate the students, ninety-eight out of
500, or nearly 20%, are still not moved to respond in any

manner for at least twelve days after treatment, if at all.

One-half of all delinguent borrowers returned materials
by the second day after treatment (see Table 10). Over 75%
of these borrowers returned materials by the first week, and
B0% by the twelfth day after treatment. By the first week
after treatment, B82% of the A-books are back, 76% of the B~
materials have been returned, and €4% which have had no
treatment have been re-deposited. Only 6% more borrowers

returned books between seven and twelve days after receiving
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Treatment A, 5% more after Treatment-B, and 8% more after

Treatment-C.

There are institutional constraints available to aca-
demic libraries against delinguent borrowers which assure
eventual return of all materials. They include discontinu-
ing borrowing privileges, encumbering academic records, and
prohibiting future matriculation. Unless the material is
lost or stolen, therefore, it is safe to say that all bor-

rowed books will ke returned eventually,

Ag shown in Table 11, the maximum number of days over-
due booksz were held by delinquent borrowers amounted to 7%
of all subjects in the experiment. There were two out of
160 borrowers (1%) who were treated by telephone calls;
twelve out of 170 borrowers (71) who were treated by maill

notices; and twenty-five out of 170 borrowers (15%) who were

untreated,

The evidence indicates that there are relatively fewer
numbers of borrowers who wait beyond three weeks after the
due date to return materials than those who return itewms
more promptly. It ls seemingly evident, therefore, that the
more proximal the pubject is to the day of treatment, the

greater the incidence of overdue materials returned.
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The Point-in~-Time of Treatments

Do undergraduate library patrers respond differently
during selected periods of a typical academic term than dur-
ing other times? It has been suggested that a greater re-
sponse will be seen toward the end of a guarter when the
student is nearing completion of his studies and no longer
has a need for keeping library materials. If this is true,
then, the effect of contacting delinquent borrowers at cer-

tain times of the year may warrant an evaluation and review.

In order to investigate the relationship of this ques-
tion to the performances of the treated borrowers, an analy-
sis of the responses in each replication was undertaken. A
recapitulation of all replications regarding percentage of
response to treatments by frequency of overdue materials re-

turned was constructed (see Table 12).

In examining these data, it is important to recognize
that the first experiment was conducted during the beginning
of the academic guarter at Colorado State University. All
of the ten replications followed at seven-day intervals

through the last week of the term.

There does not appear to be a discernible pattern of
consistency in the high rates of response to treatments as
related to a particular point-in-time during an academic

term. The first and eighth weeks show the only common result



TABLE 12

A CCMPOSITE OF THE PATES OF RESPONSE BY NIGH,
MIDDLE, AND LGW FREQUENCY TREATMENT
GROUPINGS AS RELATED
! TO POINT-IR-TIME
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Rates of Response

Righ Middle Low

{0-1 pays) (2-11 Days) (L2+ Days)

Replications A B c A B c A B C
t [ ¥ 8 % ] L) ) 1
1 75 56 33 17 313 40 8 1 27
3 67 63 25 33 12 50 0 25 25
k| 100 25 0 0 30 100 0 25 0
4 55 46 27 27 54 45 18 0 28
- 70 45 22 g 55 11 30 [+ L
é 5 12 a7 19 65 42 6 23 21
5 59 25 27 23 50 42 18 25 31
] 10 59 30 30 2y 52 ) 14 18
8 &5 34 13 23 35 52 12 3 35
10 54 52 42 34 24 7 12 24 21
h § 71 27 54 7 53 3 22 20 15
° M= 63 40 28 19 42 46 11 1§ 26
Med = 0 {6 27 23 30 42 12 23 25
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among the replicaticns above the average response to all
treatments occurring during those periods. The opposite .e-
sult holds true for the seventh and ninth replications which
are the only ones below the average response that are common

to all treatments.

No single week of the term is common to all treatments
wherein an identical response rank is noted (see Table 13).
The closest common relationship is found during the sixth
week of the term when response of Treatment-A and the con~
trol group show the rank of three as well as during the
fourth week when Treatment-B and the control group are

ranked together at the sixth level.

The evidence does not seem to support any direct posi-
tive relationship of the delinguent borrowers' response to
treatment and a particular point-in-time during the spring
quarter. The borrower appears to return materials during
the first weck as readily as the last part of the gquarter,
The high volume of academic work which seems to produce
varying degrees of intensity of library use does not appear
to affect the sharing of materials with others as evidenced
by a quick response to a given treatment. There does not
seem to be evidence in the data gathered from this experi-
ment, therefore, to support a position that treatments are
more or less effective during one particular point-in-time

during an academic term than at another.



TABLE 13

THE RANKING OF THE RIGHEST RESPONSE RATES
AS RELATED TO THE TREATMENTS AND THE
POINT-IN-TIME OF THE ACADEMIC TERM
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Treatments
A B <

Rank of Response : {week of term)
X 3 2 1l
11 1 8 10
III 6 1 3
v B 10 l
v 11 5 8
Vi 5 4
vII 2 9 7
VIIZ 9 11 2
IX 7 3 5
X 4 ? 9.
XI 10 ' 6 3

Rank - an ¢rdering of response rates by weeks from the
_fastest (I) to the slowest {XI).
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As with the distribution of data in the high rates of
response to treatments, there is no consistent pattern seen
in the low rate response group either (see Table 14). The
seventh weck was the only period in which the experiment had
the same response rate in more than two treatments (A and B)
at fourth rank. All rankings show a haphazard scattering

among the weeks of the experiment for all other treatment

categories.

On the basis of these data, it appears that the delin-
quent borrowers' slow response to any kind of treatment, if
indeed a stimulus has been applied, has only a chance rela-
tionship to any particular point-in-time during an academic
guarter. As with the delinguent borrower who responds to a
stimulus on the same day he is treated, the patron who makes
little or no response, judging from his delay of twelve days
or more, is rarely noticeably affected by the time of the

quarter in which the treatment is applied.
The Severity of Delinguencies

One of the questions freguently posed during the study
related to the severity of delinguency. It was desirable to
determine whether those undergraduate borrowers who had in
their possession library materials which were overdue only
one day responded differently to various treatments from
those students who were two, three,...or seven days in ar-

rears. It was conjectured that if this variable shows no



TABLE 14

THE RANKING OF THE LOWEST RESPONSE RATES
AS RELATED 10 THE TREATMENTS AND THE
POINT-IN-TIME COF THE ACADEMIC TERM
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Treatments

A B ¢

RanX of Response {week of term)
I 5 9 5
IX 11 2 9
11X 4 3 ?
Iv 7 7 ‘
v ) 10 1
VI 10 ' 6 2
ViX i 11 §
VIII 6 - 8 10
Ix 2 1 8
x 3 4 i1
X1 L] 5 ’ 3

Rank - an ordering of response rates by weeks from the
fastest (I) to the slowest (XI).
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relationship to the responses, the credibility of the main

hypothesis would be strengthened,

The information resulting from such an analysis could
add to the sparse information available regarding ways and
means of contacting the various classes of delinguent bor-
rowers. Such an analysis would parallel those observations
of patients in hospitals who have been treated with experi-

mental drugs according to the severity of their illness.

On the basis of the verious rates of response to treat-
ments by delinquent borrowers as related to severity levels,
a composite chart of the frequency rates of response by se-
verity level was constructed, The high range includes rates
of response from the same day through the first day after
treatment, the middle range is the second day through the
eleventh day, and the low range is the twelfth or more days.
The composite data wore cast into a two-way tﬁble by sever-

ity levels and rates of responses to the treatments (see

Table 15},

A response within twenty-four hours to a telephone call
reminder was obsecrved most frequently in borrowers who had
had materials out four days already when treated as was also
the case in the responses to a mail notice. The high re-
sponse from the control group was among those delinguent
borrowers who had had materials ocut twp days at the point of

experimentation. In the middle response class, that is from
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TABLE 15

A COMPOSITE OF THE RATES OF RETURN BY HIGH,
MIDDLE, & LOW FREQUENCY TREATMENT
GROUPINGS AS RELATED TO
SEVERITY LEVEL

Rates of Return

High Middle Low

(0-1 Days) {2-11 Days) (12+ Dbays)

Severity A B C A B c A B c
Levels

L . L} % ] ) I % %

1 65 £4 34 23 40 48 iz 6 18

2 72 46 44 19 36 38 9 18 18

3 64 30 18 28 30 47 B 40 35

4 100 63 29 0 25 43 0 12 28

5 B6 8 0 0 76 25 14 16 75

6 58 12 25 42 59 42 0 29 33

7 50 19 30 36 63 30 14 18 40

M 71 33 26 21 47 39 8 20 35

Med 65 30 29 23 40 42 9 16 i3
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two through eleven days after treatment, the A group re-
sponse was found mos® freguently in the sixth day, the B
group in the seventh day, and the C group in the first day.
The lowest response of twelve or more days past treatment
was found most frequently in students treated by A stimuli
who had had materials out five days already, the B group in

the third level of severity, and the control group in the

fifth day.

A reference to Table 16 shows that the patterns of bor-
rowers' responses to treatments as related to the severity
of the delinquency are haphazard and scattered. There is
only one instance where the responses are consistent among
the various treatments. That example is for those delin-
quent borrowers who returned overdue materials from two
through eleven days after treatment (Middle) and who had had
the materials for two days past the due date. 1In this case,

the A, B, and C groups were each the fifth most freguent re-

sponses among the possible seven.

On the basis of these data, no consistent pattern of
responses to treatments as related to severity levels is
discernible. It makes little difference to the patrons hav-
ing a book overdue cone day, two days or even seven days
whather they respond more or less guickly to experimental
efforts to stimulate them to return materials in order to

share them with other students. There appears to be,



TABLE 16

A COMPCSITE OF THE RANKING OF

BY FREQUENCY TREATMENT GROUPINGS AS

RETURN RATES

RELATED TO SEVERITY LEVEL

1190

Rates of Return

High Middle Low

{0-1 Daye) (2-11 Days) {12+ Days)

Severity A B c A B c A B c
Levels

I 4 2 2 4 4 1 k| 7 6

11 3 3 1 s 5 5 4 5 7

11X 5 4 6 3 6 2 5 1 3

1 b 4 [ 7 3 6 6 5

v 2 7 7 7 1 7 1 4 1

Vi 6 & 5 1 3 4 ? 2 4

VIl 1 5 3 2 2 6 2 3 2
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therefore, little relationship between the number of days a
borrower has had a book out when he is contacted and the re-

sultant rate of response to a particular treatment.
The Subjects of Borrowed Material

It has been muggested that undergr-duatzs who borrow
materials in the seciences and technologier are better disci~
plined and more sensitive to the need of eharing materials
than students who use books in the humanities and social
sciences. If it could be established that a university li-
brary has more or fewer recalcitrant patrons who borrow one
type of book rather than another, wvaluable information could
be gained for applying toward the servicing of cellectlons.
Pventual application of such study to this treatment of stu-
dents by groups rather than individually might be feasible
ag a result, On the other hand, as with other alterpate hy-
potheses, if no relationship of the subjects borrowed to the
traatment responses is discerned, the general hypothesis of

the experiment would gain additional strength.

In order to probe into this question, each transaction
card in the experiment was examined and analyzed according
to the subject content of the books borrowed., As previously
explained, the delinquent borrowers were selected randomly
to be treated by telephone message, mail notice, or assigned
te the control group. In studying the subjects of borrowed

materials, only a few borrowers were rejected inasmuch as
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their material was of a general nature and could not hbe
classified conveniently into the categories of humanities,

social sciences, or science-technology.

The records of 496 delinguent borrowers were subse-
quently inspected to determine patterns as related to the
subject of the material borrowed. 1In order to place the
data of the eleven replications into a meaningful form, a
composite table was constructed. The results of all borrow-
ers' responses viewed together reveal a few patterns not so

readily observed unilaterally (see Table 17).

A computation of the valid records of 496 delinquent
borrowers shows that 120 (24%) had used science and technol=-
ogy materials, 154 (31%) had checked out humanities titles,
and 229 (45%) had borrowed social science books. The differ-

ences in the rates of response to treatments show various

patterns.

There appears to »e only slight differences among the
rates of response to treatment as related to the subject of
the books, ergo, the tyvpe of borrower. It is noted in Table

18 that there are few large differences in response rates

among the three subject categories.

There is a slightly greater high response to treatment
among borrowers who check cut science and technology mater-

ials than those who berrow social science books. There is
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TABLE 18

RETURN RATES OF DELINQUENT BORROWERE AS
RELATEDR TO FREQUENCY RANGES AND
SUBJECT CATLGORIES 1IN
ALL REPLICATIONS

Return Science i Bocial
Ranges Technoleyy Humanities Sciaonces
] % %
High 50 T _ 49
{0-1 bays)
Middle 36 : 37 M
(2-11 Days) .
Low 14 19 | 27

(12+ Days)
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even a greater high-response among science and technology
borrowers and those who select humanities materials and a
slightly greater high-response in social sciences over hu-
manities. It follows, then, that the highest low-responce
category is in the humanities (19%), trailed by the social
eciences (17%), a difference of 2%, and then science and

technology (14%), a difference of 3%,

In order to test the significant differences of the re-
turn rates among science and technology, humanities, and
social sciences groupings, the chi-square test was applied
to the data. As can be seen in Table 1%, the null hypothe-
sis that there is no difference between any two groups which
cannot be accounted for by sampling variability because they
have been drawn from the same population is upheld. 1In the
case of the comparison of the science and technology group
to the humanities, the chi-square eguals 3.01l., The value

needed for significant x2 at the .01 level with two degrees

of freedom is 9.21.

The comparison of the social sciences to the science
technology group shows approximately the same results. The
chi-sgquare in this instance equals 1.05. With two degrees

of freedom, the value required for a significant x2 at the

.01 level is 9.21.
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TABLE 19

THE STETISTICAL SIGNIFICANCYE OF DIFFERENCES BETWEEN
RETURN RATES OF DELINGUENT BORROWERS USING
ECIENCE & TECHHOLOGY MATRRIALS AND
HUMANITIES AND SQCIAL SCIENCES

BOOKS BY X?*
A
High Middle Low Totals

{0~1 Days) {2-11 Days) {12+ Days)

e E 0 E o E
Sclience & 61 43 16 120
Technology )
Group 56 43 21
Humanities (-] 57 29 154
Group 73 57 24
Totals 129 100 45 274

.44 L0060 1.19
.34 00 1.04

278 4+ .00 + 2,23 = 3,01 = ¥F

Value needed for significant %X? at .01 level with 2 &f is
9.21.

. B
High Middle Low Totals
{0-1 Days) (2-11 Days} tl12+ Daysa)
[ E o E 14 E
Science & 61 43 16 120
Technology
Group 59 42 149
Social ics 77 a7 222
Sciences
Group 110 78 34
Totals 169 120 53 342

.06 02 A7
+03 01 ]

.09 + .03 + .93 = 1,05 = X?

Value needed for significant X* at .01 level with 2 df is
9.210
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The Summary

The foregoing analysis indicates that there is a sta-

tistically significant relationship among the various treat-
ments applied to these delinquent borrowers and their rates
of returns. The results show that when a library patron had
overdue materials in his possession and was reminded of this
fact, he returned materjials most quickly if called by tele-
phone, less raplidly if sent a written notice, and least

promptly if not treated in any manner,

There appears to be the most immediate return, regard-
less of type of treatment, on the same day or the day-after-
treatment, The middle range return rate category includes
fewer borrowers than in the extreme no-return category. All
delingquent borrowers, in other words, follow a surge of re-
turning materials immediately after treatment. This is ex~
tended by a more even rate-spread over the focllowing week.

The tag-end return rate, then, builds up over a period of at

least twelve days.

The interrelationships for all cateqories indicate that
even though the same and first-day-after-trecatment exhibits
the most rapid rate of returns, the most direct treatment
elicited an even greatex return, followed by the next most
direct, and finally the least direct treatment. The return
rates in the extreme categories show that the control group

has the greatest percentage of returnces in the lowest rate

classification.
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There are fewer relationships between the return rates
and the experimental treatments and other variables which
were analyzed, however. A review of the return rates and
treatments as related to a particular point-of-time during
an academic term reveals no positive or negative relation-
ship, for example, The variations in intensity of work
loads during a guarter do not appear to affect the return

rates of delinquent borrowers,

On the basis of the experimental data, furthermore, no
consistent patterns of return rates and treatments as relat-
ed to the severity of the delinquency is discernible. It
does not seem to make any difference in the return rates of
a borrower and a treatment whether he has had the library
material out for one day, two days, or up through seven days

past the due date.

An inspection of the experimental results also shows
that the delinquent borrowers check ocut the most materials
in social science, less in humanities, and least in the sci-
ences, One notices, in addition, that there are slightly
quicker rates of return after treatments by those patrons
holding science and technology books than those with social
science and humanitiecs materials. These differences are not
statistically significant, however, and more than likely

they are chance relationships due to sampling variability.



CHAPTER V

THE FINDINGS: CAUSES

Since the hypothesis was supported by the results of
the experiment, the final consideration was to determine
whether the postulated causal element had been operating.
This study of the delinguent borrower devolves consequently
into an analysis of the findings regarding the hypothesized
causal factors. It is intended that by examining the rea-
sons which cause a borrower to become a delinquent, a clear-
er understanding may develop regarding the relationship

found in the foregoing analyses,

In this context, the definition of causation is synony-
mous with causal nexus, or that linkage of events which
Galileo described as a firm and constant connection. "If it
is true that an effect has a single primary cause, and that
between the cause and the effect there be a firm and con-
stant connection, then it necessarily follows that whenever

a firm and constant alteration is perceived in the effect,

there be a firm and constant alteration in the cnuae.'l

The preoposition had been submitted that undergraduates
become delinquents because they forget to return borrowed
library materials. It was postulated, furthermore, that
effective responses to appeals for sharing books with others

119
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would come from the direct effort by a library to notify the
patrons. It was also suggested that the rate of returning
delinquent loans would depend vpon the degree of persopal

contact made by the library.
The Survey

The primary purpose during this phase of the investi-
gation was to ascertain the reasons why the delingquent bor-
rower failed to return materials on time. The secondary
objactive was to determine how the delingquent borrower was
influenced in his action either by the treatment provided in

the experiment or by other stimali.

A survey of the patron'’s accountability of his actions
and attitudes during the experiment was subsequently cen-
ducted. In order to gather .aese data, the subjects were
contacted by letter and sent a gquestionnaire. This person#l
communication was a method of cbtainihg information about
the borrowers' behavior which was more manageable than by

axternal sources or observations.

As previously explained in Chapter III, a sample of 135
borrowersg was accepted as adequate for the causality survey.
In order to assure a respense reascnably close to this num-
ber, 210 subjects were ultimately selected at random from

among the first five replicates.
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Representativeness of this sample was a serious consid-
eration. Indications were that the subjects in the first
five weeks of the term were no different in their character-
istics and behavior patterns than those selected during the
last six weeks. This inference seemed to be reinforced by
the results of the study in which point-of=time had no sig-
nificant influence. 1t was also found that the distribution
of males and females in the causality sample coincided with
that of the experimental sample, or 55% male and 45% female

borrowers in the former and 56% and 44% respectively in the

latter.

Out of thie survey, questionnaires were returned by 150
persons, of whom 129 submitted sufficient and complete in-
formation which could be validated. This rate of return
represents 71% of the subjects contacted. The final usable
data are from only 61% of the 210 subjects contacted, how=-
ever. This amount of response, in turn, is 26% of the total
500 delinguent borrowers in the experiment, which seemed

sufficiently adequate and representative.

Of the 129 subjects, forty-nine (38%) had been treated
by telephone calls; forty-three (34%) by mail notices; and
thirty-seven (28%) were untreated. Seventy-one of the under-
graduates (55%) were men and fifty-eight (45%) were women.
Among the disciplines which could be identified as majors,

thirty-one {(24%) were in science-technology; forty (31%) in
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the humanities:; and fifty-five (43%) in the social sciences;
and three (2%) were unclassified. Of the borrowers replying,
thirty-five (27%) were freshmen; thirty-one [(24%) were soph-
omores; thirty-two (25%) were juniors; and thirty-one (24%)

were seniors (see Table 20).
The Causes

After establishing the validity of the borrower's de-
linguency, the first question posed to him elicited his rea-
son for returning borrowed materials past the due date (see
Appendix C). Out of 129 respondents, 104 (B0%) said that
they simply forgot that they had in their possession a 1li-

brary book which was overdue (see Table 21).

There were twenty-five borrowers (20%) who had other
reasons, however, The accounts of this minority group
ranged widely. The fact that the patron was not finished
reading the book represented the reason for five subjects
{4%). The situation wherein a secondary loan was made to a
fellow student was cited by five additional patrons (4%) as
the explanation for delay. The causes of ignorance of fines,
of oversleeping, of illness, and of temporary loss of books
were offered singly by each of four borrowers (3%) as rea-
sons for failing to return materials.

The in-between causes for delinquency, according to the
subjects of the sample, included procrastination (2), con-

fusing due dates (2), unable to get to the library (3},



RESPONSES OF DELINQUENT BORROWERS
AS RELATED TO SEX AND

TABLE 20

SUBJECT MAJOR
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EEX MAJOR
Treat- Male Female Total S=1 H 88 uynecl. Total
ment
A 23 26 49 8 12 27 2 19
B 22 21 43 12 13 1B 0 43
c 26 12 17 11 i5 10 1 37
Totals 71 59 129 31 20 55 3 129
(55%) (458 (100%)[{(24%) (31%) {(43%){21) (100%)




TABLE 21

RESPONSES CTF DELINQUENT BORROWERS
AS RELATED TO CAUSAL

124

FACTORS
Treatment Forget Othér Total
A 37 (77%) 12 (233} 43 {100%)
B 37 {861} 6 (143} 43  [100%)
[ 30 {81%) T (19%) 37 {100%)
Totals 104 (80%} 25 (20%) 129 (100%)
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misplacing a book (2), and being out-of-town (2), or a total
response of eleven persons (9%). 1In no case did anyone in-
dicate that he was openly defying the system by a flagrant
violation of library rules. In only one instance did a sub-
ject say that he was ignorant of the rules regarding the
lending of materials and, actually, that example related

more specifically to fines than to the length of a loan

period,

In every case, it was evident that the borrower was,
indeed, a delinguent by his own admission, thereby corrobo-
rating the records of the field-study library. The severity
of the habitual delinguency, however, could not be deter-
mined precisely from the data. There seemed to be indica-
tions, nonetheless, that the subject's behavior was not
confined to one experience. He more than likely had had
other books overdue in the past, although the evidence found

was inconclusive in this regard.

There was nothing in the data either to suggest that
the borrower was a person of malicious intent who defied the
regulations without purpose. There was no cvidence, fur-
thermore, to indicate that the delinquent borrower was re-
fusing to share materials through a deliberate attempt to
deprive his fellow students. Nothing was revealed in the

analysis of the data which suggested that the condition of
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delinquency was caused by the lack of a sufficient length of

loan periods.

There was no information obtained, moreover, from which
one could infer that it made any difference whether the de~-
linquent borrower was a man or a woman as rclated to the
reasons for failing to return library materials. No rela-
tionships could be found either between the cause for delin-
quency and the classification of the student. Delinquency
causes, that is, showed no discernible differences among
freshmen, sophomores, juniors, or seniors, One class was as
well represented in the survey as another. It should be
stated finally that the major fields of the patrons in the
study had little or no relationship with the stated causes

of delinguency.

Separate tests for significance were run in order to
evaluate the following proposition: (1) men and women; (2)
freshmen, sophomores, juniors, or seniors; and (3) majors in
science-technology, humanities, or social sciences, all tend
to respond to stimuli equally. It was conjectured that if
the null hypotheses were supported by the tests of signifi-
cance, additional credence wauld be lent to the postulated

causal elements of the experimental hypothesis,

It can be seen in Table 22 that there is no significant
difference in the causes for delinguency between male and

female undergraduates. A chi-square of 1.16 with one degree



THE STATISTICAL DIFFERENCES PETWEEN MALE AND
FEMALE BORROWERS AS RELATED TO CAUSES
OF DELINQUENCY:A COMPOSITE BY X?

TABLE 22
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Forgetfulness Other Total
o E 0 E
59 12
Male
57 14 71
45 13
Female
47 11 58
Totals 104 25 129
16 .61
.09 .30

.25 4+ .91 = 1.16 %%

Value needed for significant X? at .05 level with 1 df is

3.84,
0 = Observed Fregquency

E - Expected Frequency
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of freecdom is not significant where the value of the signif-

fcant X° at the .05 level is 3.84.

A referral to Table 23 shows that the comparisons among
freshmen, scphomores, juniors, and senicrm exhibit little
difterence with & chi-square of .81, At three degrees of
freedom, this experimental figure is well below the selected

value of the significant xz at the .05 level which is 7.82.

The relationship among the undergraduate borrower who
majors in humanities, social sciences, or sclience-technology
is not a difference of significance either. According to
Table 24, the experimental value is ,90. Tha value of the

significant 32 at the .05 level with two degrees of freedom

is 5,99,

According to these analyses, it does not secm to make
any difference in the rates of returning materials whether a
delinguent borrower is ; man or woman; a freshman, sophomore,
junior, or senior; nor whether his major is in the area of
sclence-technology, humanities, or sccial scionces. The
data suggest that whoever he 1s, the delinquent fails to

return on time the materials which he has borrowed from the

library because he forgets.
The Respoanses
The sscondary objective of the survey was to determine

how the treatments applied in the experiment stimulated



TABLE 23

THE STATISTICAL DIFFERENCES AMONG FRESHMAN,
SOPHOMORE, JUNIOR, AND SENIOR DELINQUENT
BORROWERS AS RELATED 70 CAUSES OF

DELINQUENCY :A COMPOSITE BY X?

129

Forgetfulness Other Total
2 E 44 E
27 8
Freghman
28 7 as
26 5
Sophomore
25 6 kh |
25 7
Junior
26 & 32
26 5
Senior
25 [ 3]
Totals lo4 25 129
04 .14
04 .17
- .o‘ .17
. . 04 .17

18 +

.65 = ,81 = x?

value needed for significant X? at .05 level with 3 df is

7.82.
O - Qbser
E - Expec
i

ved Frequency

ted Frequency
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TABLE 24

THE STATIETICAL DIFFFRENCE AMONG HUMANITIES,
SOCIAL SCIENCES, AND SCIENCE-TECIHNOLOGY
MAJOR DELINQUENT BORROWERS AS RELATED
TO CAUSES OF DELINQUENCY:

A COMPOSITE BY X?

Forgetfulness Other Total
° E 0 E
34 (3
Humanities
32 8 40
42 13
Sorial
Sciences
44 11 55
26 5
Science-
Technology
26 5 31
Totals 102 24 126*

*3 Unclassified delinquent borrowers not included in the
test.

l13 .50
09 .18
.00 .00

.22 + .68 = ,90 = X*

Value needed for significant X? at .05 level with 2 df is
5.99,

0 = Observed Freqguency

E - Expected Freguency
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responses from the borrowers. For whatever reason the li-
brary patrons fail to return cverdue materials, how do they
react to telephone calls or mail notices which are intended
to remind and to prompt? How does this response compare to
the patrons who receive no treatment? It was thought that
answers to these guestions, which were self-imposed during
the analysis of the data, would satisfy substantially the

secondary purpose of the survey.

Out of the ninety-two subjects treated with telephone
or mail notices, fifty (55%) said that the stimuli received
had positively reminded them of their delinguency (see Table
25). Forty-two of the subjects (45%) replied negatively or
that they were uncertain. In the case of those subjects
treated by telephone, most subjects (67%) said they were
actually reminded, whereas among those treated by mail no-
tice, there were only seventeen (40%) of the forty-three

patrons who were quite so positive,

It is difficult to establish the reason for a greater
evidence of reminding via a telephone message than by a mail
notice. Unless the student already knew before the receipt
of the notice, it would appear that no matter what form a
message takes, he would be reminded ipso facto. There seems
to be something about a telephone call, however, which de-
notes urgency and, therefore, the likelihood of quick re-

sponse is more possible, It could be, of course, that this



RESPONSES OF DELINOUENT BORROWERS

TABLE 25

AS RELATED TO IXFLUENCES
OF TREATMENTS
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: a
i REMINDER
Treatment Yean No Total
A 33 {67%) 16 (33%) 49 {100%)
B 17 {409} 26 (60%) 431 (100%)
c 21 (56%) 16 (44%) 37 [(100%)
Totals 71 (55%) 58 {45%) 129 (100%)
B
PROMPTER
Treatment Yes No Total
A 35 (71%) 14 {29%) 49 (100%)
B 26 (60%) 17  (40%) 43 (looy)
C 21  (56%) 16 (44%) 37 {100%)
Totals B2 (631%} 47 {(37T%) 129 (100%)
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particular sample of B-treated patrons who were sent mail
notices hHad remembered the delinguency immediately prior to
receiving notification. This possibility seems rather re-
mote, however, in view of the large numbers in this category
who said that the reason for being delinguent in the first

place was attributed to their forgetfulness (see Table 21}.

It was difficult to determine precisely from the sub-
jects in the control group which circumstances reminded them
of their delinquency. 'Twenty-one of the thirty-seven (561%)
responded that they were reminded in some way. These re-
plies suggested all types of situations such as: discovering
the book while housecleaning; shelving it among personal
books; noticing the date due slip: or realizing while visit-
ing the library that books checked out previcusly might be

overdue.

There has to be something, surely, which eventually re-
minds people of an obligation. It is difficult for most
persons to identify this reminder, however, especially when
it is so elusive and when the events of the past have to be
reconstructed in the process. There was less of a problem
for the subjects to identify a reminder, on the other hand,
when they had been treated by the library in some positive

and tangible manner, such as receiving a telephone call or a

mail notice.
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j Although B0% of the treated subjects indicated that the
cause for their delinguency was forgetfulnees, only 55% were
poeltive that the stimulus received actually caused them to
remember (see Table 25). Something else, then, obviously
muat have reminded them. This peseibility is relnforced by
the results of the control group where 56% of the subjects
indicated that they were reminded of their forgetfulness by
ones circumstance or another, even though not provided di-
rectly by the library. The survey was not always succassful
in eliciting a positive identification by a patron of how he

was reminded.,

If the greatest number of delinguencies in the sample
18 caused by forgetfulness (80%} and if theo response of re-
minding them of thelr forgetfulness is positive for the
greatest number (55%}, then one logical extension of this
analysis is to determine the numbers who are promptaed into
doing something about it. 1In this context, prompting means
a change in behavior patterns from passivenegs to action

which is presumably caused by a stimulus.

In the experiment, 71% ¢of the subjects who were reached
by telephone wera prompted to return the material (see Table
25), Out of the group which was sent mail notices, 60% in-
dicated that the treatment had a prompting effect. Among

those who were not treated, 56% opined that various
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combinations of circumstances prompted them to return mater-

ials which were overdue.

The treatment applied seems to have a slightly greater
likelihood of prompting people to return material than it
did of reminding them., It can be inferred that even though
reminded of a delinquency, which 54% of the subjects said

they had been, a precise stimulus received will actually

prompt 66% to return the items.

In order to test the significance of differences of the
secondary objective as related to the reminding and prompt-
ing which leads to behavioral changes, the Friedman chi-
sguare test was appllied. 1In the first place, the signifi~-
cant differences were ascertained between the reminder

effect as reported by the borrowers treated by telephone and

by those treated by mail notices,

In Table 26, it is noted that the resultant xz is 6.35.
This experimental figure is greater than the value needed

for significant xz at the .05 level with one degree of free-

dom, which is 3.B4.

1t was also part of the secondary cbjective of the sur-
vey to ascertain the degree of prompting which a treatment
may have precipitated, The subsequent application of the
chi-square test in this regard is summarized in Table 27.
In this instance, the two variables of the experiment when

compared showed no aignificant difference in the effects of



TABLE 26

THE STATISTICAL SIGNIFICANCE OF DIFFERENCES

BETWEEK RESPONSIVE AND UHRESPONSIVE
DELINQUENT BGRROWERS AS REMINDED
BY TREATMELTS A AND B BY Xx?
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Responsive Unresponsive Total
e E e E
a3 16
Treatment-A
27 22 49
17 26
Treatment-p
23 20 43
Totals 50 42 92
1.36 1.63
1.56 1.80

2.92 + 3.43 = 6,35 = X?

Valus needed for significant X? at .05 level with 1 af is

3.84.
0 - Observed Frequency

E - Expected Frequency



137

TABLE 27

THE STATISTICAL SIGNIFICANCE OF DIFFERENCES
BETWEEN RESPONSIVE AND UNRESPONSIVE |
DELINQUENT BORROWERS AS PROMPTED |

BY TREATMENTS A AND B BY X° :

Respongive Unresponsive Total
o E 0 E
35 14
Treatment-A
32 17 49
26 17
Treatment-B
2% 14 43
Totals 61 1l 92
.38 .53
31 04

«6% 4+ 1,17 « 1.86 = X!

Value needed for significant X? at .05 level with 1 4f is
3.84.

O - Observed Froquency

E - Expected Freguency
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prompting delinguent borrowers., It is seen that x’ equals
1,86, The value needed for significant x? at the .05 level

with one degree of frecdom is 3,84,

Although one type of treatment (telephone calls) seems
to remind a significantly greater number of borrowers of
their delinquency than another treatment (mail notices), the
prompting into action does not show any signifivant differ-

ence between the two treatments as based upon the responses

in the survey.

The attitudes of the patrons in the survey toward the
treatments applied by the library were also investigated.
The respondent was asked, therefore, if he had, or would
have, appreciated receiving a notice regarding the overdue
materials. Among the patrons contacted, ninety-six (74%)
replied affirmatively, fifteen (12%) negatively, and seven-

teen (14%) uncertainly (see Table 24).

The subjects in the survey who received telephone calls
were in favor of this practice by a large majority (76%)
over those who were unfavorable (10%) or uncertain (14%).
The patron queried who received a mail notice was less ap-
preciative, but, nonctheless, twenty-seven of the forty-
three, or 63%, were positive whercas seven (l6i) were

negative, and nine (21%) were uncertain,



TABLE 24

THE ATTITUDES OF BORROWERS
TOWARD TREATMENTS:
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A COMPOSITE
Treatments Favorable Unfavorable 1Uncertain Total
A 37 {76%) 7 ftiog) 5 (14%) 49  {100%)
B 27 {63} 7 {L6%) 9  (21%) 43 (100%)
4 32 {87y} 1 { 1%) 4 {12%) 37 {lo0%)
Tbtals 96 (74%) 15 (12%) 17 (14%) 129 (lo00%)
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It was the patrons surveyed from the control group,
however, who indicated overwhelmingly (87%) that they would
have appreciated a notice, while only one (l%} sai@ he was
not interested and four (12%) were uncertain. OQut of these
thirty-twe affirmative respondents, nincteen (59%) preferred
the mall notice whereas thirteen (41%) wished to receive a

telephone call, if they had a cholice of metheods.
The Summary

By eliciting the personal responses of a sample of ex-
perimental subjects, an attempt was made to present informa-
tion on the nature of the relationships between the borrower
and the forces which determine his delinquency. In ascer~
taining the reasons for a delinguent patron'’s failure to
return borrowed material on time, the evidence of the purvey
showa that the primary cause is forgetfulness. Although
there are a miscellany of other reasons for failure to share
material, according to tha respondents, they amount to less
than 20% of the total number of patrons queried. These data
tend to support the prediction of the causal factor in the
hypothesis, that is, that undergraduates fail to share bor-

rowed materials by returning them on time because they for-
get.
There was no evidence found to substantiate any proba~

bilities that borrowers are delinquents because they defy

library regulations, or that they refuse to share materials
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with fellow students, ar that the length of the loan pericd
iz ingufficient. There was no information uncovered in the
survey, moreover, which suggested response differences be=
cause of the undergraduate's sex, his major field of study,

or his university classification.

. More difficult to isolate was the information necessary
to determine how the treatment applied in the experiment
stimulated responses from borrowers: The respondents who
indicated that they had been reminded of their delinquency
by virtue of a telephone call received were quite positive,
whereas thoge borrowers receiving mail notices tended to be
more negative and uncertain in their response, The patron
apparently considers a telephone call to be urgent and,
thercfore, it more likely jars him into remembering more
than any other stimulus, The other means by which patrons

are reminded of an cbhligation were scattered in the evidence

and the responses tend to be uncertain.

It is one thlng to be reminded of an obligation such as
the need to return an overdue book for others to share. 1t
ia quite another thing to be prompted into action upon re=-
cefving notification. Most of the respondents tended to
think that the treatment prompted them inte action. The
survey evidence shows, indeed, that more patroﬁs were
prompted than reminded by treatments received. The two var-—

fables in the experiment did not show a statistical
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difference, however, in thelr respective effects to prompt
patrons. It was also difficult to obtaln {nformation from
the untreated experimental patron. His responses were based
upen a reconstruction of clrcumstances which are ordinarily

elusive and very hard to identify.

Although the patrons in the survey responded variocusly,
the vast majority said that they liked to get a notice re-
garding an overduve beok. Those who actually received a
telephone call favored this method in greater percentage
than those who received mail notices, It was the group
which was not trecated, however, which wanted some kind of

notice sent as seen in the great proportion of affirmative

replies.
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The Footnotes
1. Galilei Galileo, Opere, Vol. VII cited by Mario Bunge,

Causality (Cambridge: Harvard University Press,
¢ P 4.



CHAPTER V1

SUMMARY AND CONCLUSIONS

The purpose of this study has been to gathér and sxam-
ine data on the relationship between the treatments applied
to delinquent undergraduate borrowers and the effectiveness
ef the responses as well as to obtaln empirical inférmation
on the operation of other variables in the delinquency eitu-
ation. The method used was a series of experiments in which
elevan replicates of delinquent undergraduate borrowers in a
medium=-size land-grant university library were treated by
either a telephone call or a mail notice, or they were un-
treated. All of the responses were carefully observed, tab-
ulated, and analyzed. The subjects of each replicate were
simflar regarding sucﬁ characteristics as university classi-
fication and severity of delinquency. The groupings were
arranged for treatment during the same time of the year, the

waek, and the day.

The data collected were used in testing the study hy-
pothesis that the greater the stimulus to share resources
provided by an academic library, the greater will be the
rate of returning materials by delinquent borrowers. 1n
addition, several other variables which were thought to be
operative were subseguently analyzed and subjected to a

statistical test.
134
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In accordance with the hypothesis, an ordering of the
results was predicted upon the bases of logical reasoning,
upon the experience of the investigator, and upon the empir-
ical evidence from the pilot study. In order to recognize
such implicit hypotheses in an analysis of variance, the
ranking statistic "L" was used as a primary test of the re-
lationship among the treatment groups. The Friedman chi-
square test was also applied to determine the significance

of differences in several other cormparisons.

In the following sections of this chapter, the findings
of the study are summarized, after which are presented a de-
lineation of the limitations and assumptions of the results.
An attempt to draw conclusions from the investigation is
then outlined. A discussion of some practical implications
of the summary and conclusions ultimately is presented after

which several directions for further research are finally

offered.

The Findings

The findings of the study were determined in the two

important categories of effects and causes as follows:

1. There is a statistically significant relationship
among the treatments applied to a delinquent bor-
rower and the rate of materials returned being
highest when called by telephone, next high when

sent a mail notice, and lowest when not treated.
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There is a surge of materials returned among delin-
quent borrowers instantaneously after treatment re-
gardless of type, extended by a more even and mod-
est rate throughout the next week and ultimately
building up to a late and greater rate of return
again by twelve or more days after the treatment
was applied.
There is an interrelationship of responses that in-
dicates an even greater return rate, the more di-
rect the treatment, showing the control group of
borrowers with the greatest number of respondents
in the lowest rate of return classification.
There is neither a positive nor a negative relation-
ship of patrons' rates of return during any partic-
ular time whether an early, middle, or late segment
of an academic term.
There is no apparent difference in the rates of re-
turn after treatments as related to delinguency
severity, that is whether the library material has
been overdue for one day, two days, or up through

seven days.

There is no statistical difference in the rates of
return after treatments displayed by patrons bor-
rowing science-technology books from those borrow-

ers using social science or humanities material,
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evan though fewer books are checked out by the for-
mer group than by the latter two categeories.

There is evidence to support the postulated causal
element for delinquency as the common human charac-
teristic of forgetfulness, thereby reducing the
other attributable causes such as procrastination,
lending charged books to friends, misplacing the
material, and similar reasens to an aggregate ele-~
ment amounting to 20% of the undergraduates.

There ie no information to substantiate any proba-
bilities that borrowers become delinguent because
they tend to defy library regulations, or refuse to
share materials, or that the lcan period is too

short.

There are no data to support the conjecture that
delinquency can be correlated positively with an
undergraduate’s sex, major field of study, or
wniversity classification.

There is evidence indicating that those borrowers
wha were treated more directly were actually re-
minded of their delinquency in significantly great-
er numbers than borrowers who were treated by other
stimuli, or not treated at all.

There is sufficient information available to sug-

gest that the more direct the treatment, the
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greater the likelihood of prompting a delinquent

borrower into positive action.

The Limitations and Assumptions

All conclusions and generalizations based on these

findings should be drawn only after limitations and assump-

tions implicit in the design and method of this study have

been made explicit. Those which are important to this re-

port are liated as follows:

1.

The undergraduate delinguent had borrowed materials
from a land-grant university library. The findings
would be applicable to borrowers at other types of
libraries only to the extent that their lending
situations are similar to those of the library at
Colorado State University.

The delinquent student was studied at a medium-size
university borrowing situation. No borrowers at
small nor very larqge academic libraries were con-
sidered.

The undergraduate was the only type of delinquent
studied. The applicability of these results to the
graduate student, the faculty or staff patron, or
the non-university borrower cannot be made with
certainty.

The attempt to select randomly the subjects of the

experiment was uncompromising and the effort to
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include representative delinquents of a wide popu-
lation was unfailing. A larger number of casecs,
nonetheless, might have strengthened the results.
Several of the questions asked in the survey de-
mapded the reconstruction of a series of elusive
events by the delinguents which was gometimes dif-
ficule, if not imposaible, to accomplish, It was
discovered beyond the point of no return that one
of the guestions posed in the guestionnaire regard-
ing cauvges of delinguency was lcading in nature and
might hLave suggested a conclusion by the respondent.
Although several alternatives ware offered in the
instrument which allowed for non-directed answers,
these facts, nonetheless, may ccst a shadow of
doubt upon the credence of some of the responses.
The generalizations from the responses of 500 par-
ticipants to treatments applied by the library
rests upon the assumption tﬁat the education and
experience in library use and the obligation to
share materials is recognized among all those in
the study, In the selectlon process, an effort was
made to obtain respondents with similarities. In
addition, the borrowers in the sample represented a

cross-nection of undergraduates at the inatitution

where the study was conducted.
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The Conclusicnes

Pased upon the findings in the investigation and within

the limitations of the experiment, several c¢onclusions are

drawn as fbllows:

1.

3,

The effert put forth by university libraries in
using telephone and mail meésagea to encourage
sharing of resources ls effective. The length of
overdue periods would likely be longer without this
stimulua provided by a library. The materials are
returned more guickly, the more direct the message
is, which suggeste that a sense of urgency and con-
cern is created in the minds of delinguent borrow-
ers when they receive notices, and subsequently
stimulates them tc respond positively and promptly.
With fewer resources per capita avallable o a
rising population of students, the need to gain a
broader clirculation base is critical and thus the
immediate return is very important. The contention
by some librarians, therefore, that the time and
effort expended on contacting students about past
due materials is wasted has little support in this
study. The practice of sending such notices seemy
worthwhile in view of the results of this experi-
ment, ' '

The patron tends to react to atimuli more respon-

pively either immedlately after treatment or
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otherwise he walts for several days. A follow-up
contact with these borrowers would more than likely
reach a group which fails to react immediately with
the high probability of achleving positive results.
The library should notify students of their delin-
quency at the same level of intensity during all
times of an academic year. The pronouncements fre-
quently cited that sending one notice each semester
is as effective as frequent and regular stimuli
have little basis of support in this study.

There does not seem to be much point in treating
borrowers differently according to the severity of
their delinguency. It means nothing more or less
tc a patron whether he has had a book one day over-
due or seven days; he reacts the same to the stim-
uli applied.

There is little support in this experiment for the
position that the student who checks out material
in science-technology is more or less responsible
than those borrowing humanities or social sciences
books. All students tend to respond about equally
*o library treatments no matter what kipd of books
they use.

There is small doubt that a student's forgetfulness

leads him unwarily to the status of delinguency.
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All efforts by a library to overcome or delimit
this condition seem to be worthwhile.

8. Contrary to popular contentions about an undergrad-
uate's behavior, there is little foundation for the
claim that he becomes a delinquent borrower through
his defiance of regulations or that he is basically
selfish and refuses to share materjals. It makes
little difference, either, on the matter of habit-
ual delinquency or even the length of loan periods
as far as responses are concerned. The considera-
tion of these matters in handling the problems
seems unimportant for the library.

9, This study tends to refute the girl-is-more depend-~
able or the upperclassman~is-more-considerate syn-
dromes. They really make a small difference and
libraries might disregard the sex and status of
delinquents as meaningful indicators of behavior
in the delinquency situation.

10. It is also apparent that the notice from the li-
brury which directs a delinguent borrower to return
materials is, in fact, the reminder as well as the
prompter of action. The tangible evidence of re-
celving something seems to get far greater positive

responses than if left solely to chance.

In the classic relationship between the purveyors of

books in academic libraries and the borrowers, the burden of
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respansibility for sharing the materials by returning them
according to a contractual agreement has always revealed
sufficient deviation to impede the continuous transfer of
information. Although a small percentage of the undergrad-
uate borrowers become delinguents, there are still enough
inatances annually to accumulate inte several thousand cases

on a college campus.

For each patron who neglects to return & book on time,
there is ancther one who may be denied use of that material.
It is particularly important at a library with inadequate
c¢ollections to provide the widest range of c¢irculation. The
delingquent borrewers create a situation, often unknowingly,
whereby full utilization of the university's bock resources
fails to reach its potential. An apparently insignificant
problem, therefore, @ften becomes one of great import par-
ticularly as the populaticon increases and the collection

growth fails to expand commensurately.

It is necessary, conseguently, to know more about our
library users. This study has given us an insight into
their behavior patterns under specific controlled conditions.
AS a result, we do know more fully how students respond to
given stimuli. We grasp more accurately the reasons for
their delinquency status. We better comprehend the relation-
ship of the user's background and the ways he reacte to
glven situations, We understand more about his attitudes

toward an academic library and its services and rescurces.
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We submit that the results of this investigation have
added to the knowledge about a perennial problem which con-
fronts libraries. The delinquency situation is a substan-
tive pheriomenon which threatens a fundamental philosophical
tenet of library service -- sharing. Inherent in the ration-
ale for the organization of the modern academic library is
this concept of sharing. When it falters, the repercussions
throughout the network ordinarily follow. Whenever the
privileges to share are placed in jeopardy and are acknow=-

ledged, steps to correct the imhalances are in order,
The Future Research

Inasmuch as this study is the first known large-scale
investigation of the delinquent borrower in an academic li-
brary, it should be considered exploratory and preliminary.
In order for the findings and conclusions to be accepted
with even greater confidence, other similar investigations
might be undertaken. A future effort to validate, to supple-

ment, or to refute the results of this experiment might be

worthwhile.

Certain refinements in future studies over the present
experiment are needed. A better control of the variables is
one consideration. The experiences of the subjects may have
included treatments similar to the experiment and thus in-

fluenced their response. Without more data on each subject
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in advance, however, this type of control is impossible to

achieve,

It could be that other variables might be introduced as
treatments. The effect of stimuli ranging from personal
messengers to special markings in each book might be worth-
while exploring. Attention to more variables would involve
a larger group of subjects than is found in the present

study, however.

It may be that the experiment should be conducted for
the entire academic year rather than during only one guarter.
Students are known to change in their behavior and attitudes

and perhaps these factors should be studied in the future.

The experiment could also be broadened to include other
libraries. One readily can conceive developing the experi-
ment at a similar institution to the field library. The
same kind of study in a large library with a vast collection
spread over many buildings could produce quite different re-
sults. It could even be conducted at a public or school 1li-
brary with information of importance resulting. The delin-
quency situation is no less severe in public, school, and

special libraries than on the campuses.

It also may be desirable to include graduate students
and faculty as subjects in future research. Their needs for

resources are different and their uses of materials are at
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variance with undergraduates. There are similarities, too,

and the data gathered in an experiment including those types

of users would fill & gap in our present knowledge,

In addition to replicating the present study with re-
finements and improvementg, other areas are in need of atten~
tion., If it is true that the delinquent borrower responds
significantly more quickly when stimulated by a library, how
can theae facts be best put to use? Research intc the tech~-
nigues and procedures of notifying patrons needs to be done.
Are certain types of notices more effective because of their
novelty? Does the telephone call, for exampple, influence
the listener because of the timbre of the caller's voice, or
the peresuasive tone of the reminder, or the authoritarian
manner of the message? 1Is the written notice aesthetically
pleasing which might stimulate action, or is it dull and
drab? This suggests an investigation invelving the contri-
butions of psychologists, graphic artists, ard public rela-

tione experts.

Attention could be directed toward a borrower's histery
of delinquency. Does the fact that an undergraduate hag had
one overdue beook mean he will have others? Doces his exper-
ience with other regulatory agencies cgoincide with the li-
brary? Does his delinquency habit, for example, spill into
the other student areas of involvement such as the campus

police, the physical plant, the military science departments,
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or the physical education complexes? wWhat I{s the relation-
ship of the delinguent borrower to his academic performance?

'Is it the better student who is also the more responsible

borrower, or vice versar?

It may be of interest to determine the attitudes of all
undergraduates about the sharing of resources, Why do some
students unfailingly return materials on time? 1Is it their
appreciation for sharing with classmates or do other factors
force them into a behavior pattern which is non-deviating?
On the other hand, why is it that some borrowers even after
receiving reminders of delinguencies still fail to share ma-

terials by returning them promptly?

A related guestion 1is the matter of fines lovied for
beoks overdue., Is there better success in curbing tha de-
linquency growth with high or low monetary fines? Is it
possible to introduce other punitive measures which could
effect a decline in the rate of delinguency such as the

denial of borrowing privilegea?

Carefully controlled experiments using different meth-
ods of education for undergraduates about their responsibil-
ities could be conducted, The consideration of relevant
rascarch in other disciplines, such as behavioral psychology,
may have application in the library delinguency situation.
Motivation research has introduced new techniques which

could be applied in this area, perhaps.
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A cost study would also be impertant from a management
point-of-view, The results of programs in most academic
libraries necessarily are related to the costs, If clrcu-
lating materials or making the grestest number of books
available for the greatest number Of patrons i1s of a low
cogt, then éhe program fe more likely to be justified and
continued, If the practice of notifying patronn of their
delinquency is prohibitively expensive on the other hand, it

may not be feasible no matter what the favorable results are,

Soma persons have euggested that a notification to
patrona prior to the date a book is due might reduce the
total numbers accruing in 2 delinquency status, The task of
contacting all borrowers rather than only dalinguents may be
possible with the aid of computers. An experiment along

these lines should produce zome informative results.

There is a need, finally, for a continual research pro~'
gram investigating the characteristies of the system which
has evolved to provide selected resources on a shared basis
to a large number of undergraduates who requirae intensive
vee Auring a relatively short period of each academic year,
The limited findings of this study confirm the fact that the
library patzon in an acadenmic library neglects to share in
this claasic relationship, not because he is opposed to it,
but rather that he forgets abtwout it. The results of this

experiment have shown, furthermore, that vhen he is notified,
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the borrower usually complies guickly and willingly. Con-

clusive as these results are, many of the components of the
system are still unknown and unarticulated. Progressive and
precise research in the future is certainly one requisite to
understanding the library's reole toward bringing more effec-

tive service to its users.
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PILOT STUDY INTERVIEW QUEST |ONNAIRE

The tollowing record of guerles and responses represents a summary of
ten interviews conductad between t-e investigator and ten undergraduates
at the Unlversity ot 11lincis, Urbana, May 17, (937,

Questlons and Responses

—~-Have you sver borrowed a book from the Unlversity Library?

Yag=~10; No~=0

;--Ihon you borrowad & book, wore you sware that you could keep it for
three weaks?

Yos--9; Ho—-)

~==Have you svar returnaod a book which you checked out from the
Univarsity Library past toe due cate?

Yas~-10; No--0

==sbhon you kept the (ibrary book past +he due date was It for a
spacitic reason which you can recali?

Forgot--9; ot yet flnlshed-~)
—-==%What was your reaction Y0 the overdue notice which you recelvad?

Reminded me of the book & | returned it Immadiately-=9
Remindad me of the book, but | put otf returning It anyway--1

-~=}f you wore to raceivs one of the following reminders or observe
one of the notices, would you te likely or unllkely 1o return tha
matarial which you borrowed sooner?

Motlce attached to the book itsalt: Likely~=5; Unlfkely--5
Notlce displayed fn the llbrary: ([keafy-=5; Unlikely=-=5
Notlce In the Ea._l_ll_!.l_l.l_'.‘..l.: Likaly—2; Un}ikely--8

Notice on & postal card: Likety--7; Unlikely--3

Notice in & letter: Llikely—-8; Unlikely--2

Notice In a telephona message: Likaly—=9; Unllkely=-=I

Notice delivered by personal massengar: Llkaly=«10; Unlikely=-D
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POSTAL MESSAGE

COLORADO STATE UNIVERSITY LIBRARIES
A Rem!nder

This |oan Is now past due. By returning the
materf{al, you wiii bs sharing (t with other

students who also naad It. 1f you have
questions, please do not hesltate to contact
us.

Clrculation Department




PHOTOCOPY OF A COMPLETED LOAN
TRANSACTION DOCUMENT
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TELEPHONE MESSAGE SCRIPT

Instruction tor Telephone Callers

(1) Initiate tha telephons call by dialing tha number of a de!inguent
borrower;

(2} Upon the response to a call, beglin the conversation as follows:

"I'm calling for the University Libraries, May | spaak
to "

{3) It caller cannat locate the delnguent borrower, continue
conversation as tollows:

"Could you teil me when he is expocted to return? (1isten
1o response and orally conflrm,) "Thank you very much.

Good-bya.®
(4} If no answar, repeat tha call at a later time;

{5) §Ff the dolinquent borrower answers (or [f he |s summoned to the
phone, ftirst repeat #2}, then proceed as follows:

"I'd [Ike to remind you that you have an cverdue book."™

It Is by .

PAUSE - (for response}, PROCEED

"Wa would appreclate It 1f you would return It so other
students could shars (1."

PAUSE: (1t any rosponse, pleasa [isten, note, and reply
briefly if possiblal.

If extendad convarsation seems likely, then procead as
follows:

"itd suggest that you take your questien(s) about this
materfal to the Loan Desk."

PAUSE
"Thank yo's very much. Good-bya."
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CIRCULATION FORMS AND QUESTIONNAIRES
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5.

PRE-TEST
LIBRARY QUESTIONNALRE
(green)

PLEASE ANSWER THE QUESTIONS BELOW WMICH MOST NEARLY AGREE WITH
YOUR VIEWS BY CHECKING THE APPROPRIATE BOX:

Have you ever borrowed material from the Colorado State

Unlversity Libraries?
Yes

&
NIN

1F YES, PLEASE COMTINUE.

If you have borrowed materlal, were you aware of how long
you could keep i1?

Yes /7
N [T
Mave you ever had any overdue materials?
Yes (7
v [T
IF YES, PLEASE CONTINUE.
If you have had an overdue book, was It because you forgct
when It was due?
Yes /7
Vo £7
If you did not forget when a book was due, did you return
It late becouse you had not finished using 142
Yos [7
o 17

If you did not return the book for elther of the zbove reasons,

wore thera any other reasons?
Yes

Ne

NEN

If yes, please Indicata:
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If you have had an overdue bock In your possession, was it
a telephone call which you received which actually remindea

you?

Yes /7
o [T
If you did recelve a telephone call about an overdus book,
did it prompt you to return the material?
Yes /7
Vo [T
It you recelved & telephona call about an overdue book, did
you apprecliate this reminder?
Yes /7
Vo [7
Do you prefer cther ways by which a library staff could
remind you of an overdue book?
Yes /7
m —

If yes, please indicate:

a“ea

PLEASE CHECK APPROPRIATE BOX:
t. /7 Male 2. /7 Freshman /7 Junlor 3. Major (please

Indlcate)
L7 Female 7 Sophomore /7 Senior

PLEASE RETURN YOUR COMPLETED QUESTIONNAIRE IN THE
ENCLOSED SELF-ADDRESSED STAMPED ENVELOPE.

THANKS AGAIN



5.

PRE-TEST
LIBRARY QUESY IONNAIRE
(hlya)

PLEASE ANSWER THE QUESTICAS BELOW WHICH MQST NEARLY AGREE WITH

YOUR VIE#S BY CHECKIMG THE APPROFRIATE 8OX:

Have you ever borrowad matarial from the Colorade State
Unlvarsity Libraries?

Yos
No
IF YES, PLEASE CONTINUE.
I you have borrcwsd matarial, were you aware of how fong
you could keep 12
Yas
No
Havo you ever had any ovardue materials?
Yas
No

IF YES, PLEASE CONTINUE,

1f you bave had an overdue bock, was It because you forgot
when |+ was due?

Yes
Ho
H you did not forget when a book was dus, did you return
It late becayse you had rot flnished using I1?
Y3
No

If you did not return the book for elther of the abova reasons,

wore thare any other reasons?
Yes

No

11 yas, please indicate:

176

NIN

3R QN

NN

ARN

NIN
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2

7. It you have had an overdue book In your possession, was It
o notice which you received in the mall which actually

reminded you?
Yes /7
m —
8. 1f you dld recelva a notice about an overdus bock, did It
proept you to return the materiail
Yes /7
o [T
9. H you recelved a notice about sn overdus book, did you
appreclate this reminder?
Yes /7
No /7
10. Do you prefer other ways by which a 1lbrary staff could
remind you of an overdue btook?
ves [7
o (7

It yas, pleasa Tndlcate:

wuw
PLEASE CHECK APPROPRIATE BOX:
V. £ 7 Mote 2. [77 Frestman [7 Junlor 3. Major (please
indicate)
7 Femate 7 Sophomore /7 Senlor

A .
PLEASE RETURM YOUR COMALETED QUESTIONNAIRE [N THE
ENCLOSED SELF-ADDRESSED STAMPED ENVELOPE,

THALKS ACATN
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2.

4.

5.

PRE-TEST
LIBRARY QUEZTIAMALIRE
{white}

PLEASE ANSWER THE QUESTIONS BELOW #<)0LH MOST MEARLY AGREE WITH

YOUR ¥I|EWS BY CHECKING T-£ APPPOPRIATE BOX:

Have you ever borrowed mataerial frzm the Colorado State
University Llbrariest?

Yas
No
IF_YES, PLEASE £OWTINUE.
It you have borrowed materlal, were you aware of how long
you could keep 117
Yeos
No
Mave you ever had any overdue maferials?
Yos
No

IF YES, PLEASE CONTINUE,

tf you have had an overdue book, waz |t becouse you forgot
when [+ was due?

Yes
Ho
tf you did not forget wher a book w2s due, did you return
1% late because you had not tinishkes using |47
Yes
Ho

178

NEN

NEN

NEN

NRN

NEN

If you did not return the book far either of the abova roasons,

ware there any othar reasons?

Yos

No

I yes, pleate indicate:

g
Yo
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“da

7. {f you have had sn overdue book in your possession, wos there
semothing that happened which reminded you?

Yes /7
L
it yas, please lndlcate: ‘
8. If somathing did happen +o remind you about an overdus book,
did 1t alse prompt you to return the materiall
Yes [/
o 7
9. Would you have appreclated recefving a reminder from the
Hbrary statt about thls avardue?
Yes /7
Vo 7

If yos, pleass indlcate your preferonce:
telaphone call £ f majled notlce’

£7 Other tindicato:

LE ]
PLEASE CHECK APPROPRIATE BOX:

1. [7 Male 2. 7 Froshman [7 Junlor 3. Major (plaase
tndicate)
/7 Fomale /7 Sophomore /7 Senidr

PLEASE RETUTN YOUR COMPLETED OUESTIONNMRE IN THE
ENCLOSED SELF-AODRESSED STAMPED ENVELOPE.

THANKS AGAIN
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COVER LETTER FOR FINAL QUESTICNNAIRE

1308 Lory
Ft. Colilns, Colorado
May 20, 1968

John Doa
Elfls Hall
Colorado State University

Dear Mr. Doe:

Your name has been drawn from a random sa=ple of undergraduate |-
brary users at Colorado State University. The purpose of this letter
Is to ask you to provide data for a research project which is underway
at the University of lilinais.

| am associated with a general study of the library borrowing
patterns of college studants., Your reaction to the currant offorts by

university librarlans In encouraging students fo share books s Impor-
tant.

You can help to cdetermine the effectivenass of the present measures.
All 1 need Is your reply to the briet questionnaire enclosed. No signa=
ture or namo Is necessary. Your anonymity will be preserved.

Thanks very much for your cooperation,

Sincerely,

Ruth 5. weatherford
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FINAL
LIBRARY QUEST |ONNASRE
{blua)

181

PLEASE ANSWER THE QUESTIONS BELOW WHICH MOST NEARLY AGREE WITH

YOUR VIEWS BY CHECKING THE APPROPRIATE BOX:

Have you avar borrowed matarial from the Colorado State

University Libraries which you returned after the date it

was due? .

NN

g
IF YES, PLEASE CONTINUE

I you have had overdue material, was [t because you
forgot when It was due?

NINEN

tf you did not torget when matnrlal was dus, did you
return it late for other reasons?

NINEN

11 yas, please Indficate:

Was it a notice which you received In the mall which
actuatly reminded you that you had overdue materfal In

YOUr possession?

g
o
L7

Yos
No

[Incertaln

Yeos
No

Uncartaln

Yeos
)

Uncertain

Yes
Ko

Uncertaln
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5. Did the notice about overdue material prompt
you to return 17

{? Yes
7 w
/T Uncertain
6. When you received a notlce about overdue
material, did you appreciate this reminder?
[T Yes
7 %
___f? Uncertaln
It yes, or no, please state your reasons:
7. Do you prefer other ways by which a library staff
could remind you of overdus material?
£/ Yes
[T o
L7 uncertain

11 yes, please Indicate:

PLEASE CHECK APPROPRIATE BOX:

be [T Male 2. [7 Freshman /7 Junier 3. Major (please
Indicata)

[T Femsle [T Sophomore /7 Senlor

wEn

PLEASE RETURN YOUR COMPLETED QUESTIONNAIRE IN THE
ENCLOSED SELF-ADDRESSED STAMPED ENVELOPE.

THANKS AGAIN



Finsy
LIBRARY QUEST ONNE ' 3
{groen)

PLEASE ANSWER THE QUESTICHS BELCW wisili- WDTT WEARLY ASREE WITH
YOUR VIEWS 8Y CHECKINS Teg a#~wIP=|ATE BOX?

l. Have you ever borrowed material frem *~a Tolorade
State Univerclty Librarles whilsh you ra<i-nag affer
the dats It was dus? : :

L7 Yes

7 o
[T uncertsin

IF YES, PLEAZE oM IE
I
2. |4 you hava had ovordue materlal, wat i+ tecouse you - ‘
forgot whan It was due? '

L 7 Yes J
. -_{ ? Ho i
L7 uncertaln
3. If you did not forgut whan material «az fwe, did you I
return it lato for othor reasons? : |
AT % :
_I 7 Uncertaln

11 yes, ploase indlcate:

4. ¥as [t the telephone call from the Litr#ries which
you recelvod which agtually remiriaed you =tet you |

had overdue material In your poiiaizioni

Yes

NENEN
&

Uncartaln
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e
5. Did the telephore call atm*™ ovardue raterlal
prampt you to retww 112
{7 Yes
{7 %
£7 uncertalr
6. Since you received 2 “#ipptere cabl sboyt overdue
material, have wviu zxpresree this remindar?
L7 Yes
7 w
L7 uncertain
I yas, or no, ;leaie strey wouC Feasdg:
7. Do you profer o9~ savs Tu wivich a library staff
could remind yow ¢f overdos warqrial?
f_':' Vus
7w
L7 Uncertaln

If yes, pleasa T~2lzata:

PLEASE CHECK APPRIVSIVTE 0%y

1. 7 Wate /7 fresteman /7 Junior 3. Major {plaase Indicote)

7 Female /7 Scevomare /7 Sealor

el
1 wish to receive 3 somary =F tha resylts of this ressarch,
£T Yes
17

PLEASE FE™Fnh R TR 700 QUOSTIONNALRD i TRE
ENCLOSED SIUR-aTIRESSID STAMPED EMVELLFE.

W AR BT™A PR
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FINAL
LIBRARY QUESTIUNNALRE
{whita?}

PLEASE ANSWER TnE GJUSTIOHS BELOW WHILH MOST NEARLY AC HEE WITH
YOUR VIEWS fir CHECKING THE APPROPRIATE BOX:

Have you over borrownd matarial from the Colorado
Stote Unlvorsity |ibraries which you returnad aftor
the date 11 was dus?

{7 Yes

o ke

{7 Uncortain

IF YES, PLEASE CONTIHUE

If you hova hod ovnrdus material, was 1t bocousa
youy forgot when It wos dus?

£7 Yos

AT

L7 uncertain
If you dld not forgat when material was due, dld
you rofurn 1t [afn for ofher roasons?

7 Yo

{7 v

{7 Uncertain
It yes, ploasa Indlanta:
Wap thore somathling tha! actually happonnd which
romindad you that you had overdue materls) In
your possezsion? :

LT ves

[7 %o

[7 Uncartaln

It yos, pleaso lodlinle:
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%, 1€ somathing d1d happen to ramind you about overdua
matorfal, did it also prompt you to return {t7

LT Yes
{7 1w
. . C? Uncertain

&, Would you have appreciatad receiving s raemlindor
from the library staff stout this ovardue materlai?

Yas
Na
7 Uncertain

NEN

If yes, plonsa Indlcate your praferred method:
{7 tetophone cali /7 malled notlce
7 Other (indicata):

(T
PLEASE CHECK APPROPRIATE DOY: .
[N __/_7!43]. 2, g Froshman g Junlor 3, MajJor {pleass Indicate)

{7 Fomsle [T Sophomore [ 7 Sentor .
T

I wish 1o recelve a summary of the results of this redearch,

__/-_7'?95
7 n

PLEASE RETURN YOUR CLERLETED QUESTIONMAIRE 1IN THE
ENCLOSFO SELF~ALLMESUED STAMPED ENVELOPE,
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CRITICAL VALUES OF L
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For glven m and n, numbers reprasant L values at or btayond winlch the
null hypoathesis may be rejected in favar of the ordared alternative.

For tha 001 leval use the upper figure in each cell; for 0} the middie
figura; for (05 tie lower ‘lgure, all probasilities cne-tailed. Those
values enclosed withia doubis lines are based upon exact distributions;
these for larger m and n ara based upen tormal-cdeviate approximations,

——

m n
Rumber of Number of traatments or ohjects ranked
rankings or

repllcations 3 4 5 5] 7 g8 9 10
- - 109 K78 259 398 544 126
2 - &0 106 k73 261 e 520 696
28 38 103 166 252 ez S00 670
- a9 160 260 394 567 790 1056
3 42 ar 155 252 382 548 761 ta19
41 84 t50 244 370 532 7136 987
4 55 ETC.
-
0
LI 68 ETC.
&
83
] at ETC.
5
9
7 93 ETC.
o
109
8 1 EvC.
104
121
9 19 ETC.
1]
L34
10 131 ETC.
i28
147
n 144 EIC. to 50

141
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