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ABSTRACT CP THE THESI S
The Concept of Service Orientation:
An Exploratory Study on the Concept in Relationship
to the Library and Information Services Field
by SH RLEY A. FI TZA BBONS, Ph. D.

Thesis director: Professor Ernest DeProspo

The investigation had two nmaj or objectives: (1)
to explore the concept of service orientation, and (2) to
devel op a nethodol ogy for neasuring the concept. Service
orientati on has been considered an inportant professional
ideology for the field, but has never been defined suffi-
ciently nor neasured adequately. Three definitions of
service orientation taken fromthe literature of the soci-
ol ogy of professions and the library field were presented
as ideal types to be tested: the Traditional-Professional
Type, the Seniprofessional Type, and the Qpen-Systens Type.
A set of itens was devel oped fromthese ideal type defini-
tions which formed the basis for a Qsorts instrunent.

Perceptions on service orientation were neasured
for three subsets of the library and information field:

99 library school students, 100 practitioners, and 90
library leaders (leaders of the American Library Associ-
ation) for a total sanple of 203 participants. The degree
of consensus between the three subsets and wi thin each
subset was determ ned through the use of Q methodol ogy

involving a Qsorts ranking instrunent, correlations



bet ween persons' rankings, and factor analysis of the corre-
lations. The inportance of service orientation as a work
val ue was assessed through an adapted form of the Rosenberg
Work Values Instrunent. Possible related denographic and

attitudinal variables were explored through a short ques-

tionnaire.

The results indicated that service is an inportant
wor k value common to the three subsets. Leaders and prac-
titioners especially valued the altruistic neaning of ser-
vice (contributing to society) while all three groups
val ued the nore general neaning (opportunity to be hel pfu
to others). The findings determ ned that not one but sev-
eral patterns of service do exist in the field as illus-
trated by the three factor types created: Open-Systens,
Peopl e-Oriented, and a mixed type (both Traditional-Pro-
fessional and Open-Systens Types).

Most importantly, the general consensus on service
orientation was found to be greater than anticipated. The
three separate anal yses of the sanple groups indicated a
one factor solution, with a total of fifty-four consensus
itens, the total nunber of items. A three factor solution
resulted fromthe conbined groups analysis with a total of
thirty-seven consensus itens including an awareness of the
inmportance: of interpersonal and comunication skills; of
the process of bringing information, books, and people
toget her; of hel ping people; of the accuracy of information

given to patrons; of the liaison role of libraries; and of



pl anni ng services based on the total comunity.

Suf ficient consensus itens have been found to form
the "conmon core" of a definition of service. The consen-
sus itens canme fromtwo of the posited ideal types: the
i deal Semi professional Type and the ideal Open-Systens
Type.

A test of the theoretical, ideal types was under-
taken by submitting an inverted Qsorts data matrix to a
factor analysis. The ideal types were shown to be nulti-
di mensi onal when tested with enpirical data.

The results of the current study indicate a posi-
tive perception of service on the part of the sanple group;
they further support the critics of the professional nodel
of service as being inappropriate for the library field.
The ideal type, the Open-Systems Type, nost closely matches
the perceptions of the field; this could have inportant
implications for library education and continuing educa-
tion. The open-systens, service-oriented person needs new
know edge and expertise outside of current course offer-
ings. The past stereotypes of librarians need to be reana-
lyzed in light of this new phil osophical view of service.
The net hodol ogy used in the study, the Q nethodol ogy,

shoul d be useful in future studies of service.
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PART 1I

PROBLEM STATEMENT, DESIGN, AND METHODOLOGY



CHAPTER I
INTRODUCTION

The terms, service orientation and service ideal,
are widely used in the literature on professionalism. The
terms have had a special importance in the library profes-
sion. The service concept is reflected in library school
curricula, and in the goals and policy statements of par-
ticular libraries as well as of those of the pational
library organization, the American Library Association.

It is even included in library job advertisements.

In library literature one can find discussions of
reference service, service to clients, as well as general
discussions of the need for being "service-oriented.”
Though the library profession has given much "lip service"”
to the importance of the concept of service orientation,

these terms are usually undefined or used ambiguously.

The Problem
The concept of service orientation was explored in
this investigation within the framework of the library and
information services field. Due to the apparent importance
placed on the concept in this field, it was appropriate to

probe the meaning of the concept as perceived by the members



of the profession--its students, practitioners, and leaders.
The study, through the exploratory method, attempted to
define the concept. The major objective was to determine
whether there is a general consensus in the field, or
whether common terminology is being used to indicate
diverse perceptions on the part of different groups of

the profession.

Significance of the Problem

persons in the library and information services
field are conscious of a lack of a theoretical framework
for much of the field's domain; dialogue in the field {both
in the literature and in professional meetings) frequently
addresses this problem. If a "ecliché&" of the field, such
as service orientation, could be clearly defined and made
operational in the current study, the concept could become
a part of the theoretical base of the field. The current
study could prove useful to the library community by pro-
viding a philosophy of service to be included in the goals
of a library, in the curricula of a library school, and in
the policy statements and standards of the professional
organization, the American Library Association. This phi-
losophy of service, with the accompanying operational defi-
nition, could be communicated from the library professionals
(administrators and practitioners) to the public. A pro-
fessional ideology could contribute to the socialization

process—-translated by library educators and those training



new recruits in job gituations. It could prove valuable
input into a code of ethics, and in standards and norms
developed for the field, including the evaluation criteria
of the Committee on Accreditation of the American Library

Agsociation. Ea
. I

context of the Probhlem

In erder to clarify the concept of service orien-
tation within the library field, current trends and problem
areas which are pertinent to this topic will be discussed.
One major problem area involves goals and cbjectives for
the field, and the relatienship of scervice orientation to
these goals.

There has been much controversy within librarian-
ghip concerning the goals and objectives of the profession
at large, especially when translated more specifically into
library school curricula and evaluation criteria for
library educaticn. A part of this controversy is the
commonly expressed problem of attracting, ecducating, and
developing people who will become competent, innovative,
and dedicated practitioners in a variety of settings.

Three stages which are involved with this process aret
recruitment and/or admission to the field, education within
the graduate library schools, and continuing education.
These three stages have been examined to different degrees
in the literature of the field.

Continuing education has recently received the most



attention, especially the work of Elizabeth Stone and
others for the National Commission on Libraries and Infor-
mation Sciencvl and the creation of CM:NE.2 Although it is
apparent by these efforts, that many in the field feel that
continuing education should become a basic part of the edu-
cational process, such a national goal is not yet realized.
1f this is to be accomplished, library schools need an
accurate conceptualization of the profesrion's current as
well as future needs, values, and goals.

Graduate library schools have a dual problem in the
admissions process: selection of candidates who will be

successful academically and selection of candidates who

will be successful in the library field. The relationship

between academic success and professional competence and/or
professional leadership in the future is not clear. At
first, the admissions process may seem to be a matching
process of jdentifying among the many applicants those
prospective students that have the best chance to succeed
in library school. However, a dualism is involved when the
following question is raised: 18 the primary responsibil-
ity of the graduate professional library school to educate
and place its graduates in available jobs in the field or
to educate students for future roles in a changing society
and for a "professional role"? The usual means of selec-
tion of students for graduate library education, the Gradu-
ate Record Examination, previous academic records, and

letters of recommendation, do seem related to academic



success as shown by Cairns in 1972.3 However , the degree
to which academic success in library school is related to
career success is not yet proven though recently studied by
Bal.lard.'I

Though this dualism was not explored as such in the
current study, important questions need to be raised within
this context. Today, the shortage of professional librar-
jans is not the serious problem that it was thought to be
when the "manpower crisis” was identified as the most imme-
diate problem of the profession.5 The time seems most
appropriate for the profession to scrutinize closely common
goals, needs, and values of the profession so that the edu-
cational process (both in graduate library schools and in
programs of continuing education) can focus on meeting
clear-cut goals which may include common values and philo-
sophical views of the profession. Direction needs to be
given to the processes of recruitment, selection, and edu-
cation of new entrants to the field based on these goals.

A cautionary note is needed before this process is
seen too simplisticly. Tt would be naive and shallow to
believe that only cne type of person is needed in such a
diverse field as librarianship, a field where students have
the opportunity to select within a variety of subspecial-
ties, and beginning practitioners may select from a similar
variety of job positions. This diversity is further
reflected in the proliferation of groups of professional

organizations such as the Special Library Association, the



Association of Rescarch Libraries, the Medical Library
Association, as well as the three more broadly based
national organizations--the American Library Association
{ALA) , the American Society for Information Science (ASI1S),
and the Association for Educational Communications and Tech-
noleogy (AECT). The vagueness of the definition of "librar-
ian" and "information scientist™ is clearly shown by the
diverse groups of practitioners becoming members of these
various organizations. The differences of the terminology
in the field describing the person and the work setting
further illustrate the point--"librarian” and "library,”
"media specialist" and "media or learning or instructional
center,” “information scientist” and “information center”
or "industrial laboratory.™ These terms may contribute to
the "fuzzy set"” of the field itself. The changing names of
library schools also reflect this confusion as well as
being a sign of a changing field.

The current work of Ralph Conant in the area of
library education.6 sponsored by the American Association
of Library Schools (AALS), could contribute to the back-
ground information needed for the formulation of a clear
set of edurational goals and objectives on a national
level; this overall work needs to be a cooperative effort
of the AALS, the ALA, and the ASIS. The Conant Study
involves a general survey of library school education
through in-depth interviews of students, faculty, and

administrators and leaders in the field in order to



determine the kind of match that is neeied between the
field and library education. The previcusly mentioned work
of the National Commission on Libraries may add to this
knowledge, even though the task of that group has a differ-
ent focus.

The suggested work on a naticnal set of goals and
objectives for the library profession is almost certain to
include the service concept. The current study could con=
tribute to the general knowledge base needed.

Another problem area of the field was introduced
in 1972 by Boll; he called for a naticnwide study of pro-

% i L]
fessional trends and needs (a taxonezy of librarianship’'s
educational objectives) in an article describing the prob-
jems of library education, along with a description of
commonly considered but jirreconcilable solutions. 1In
Boll's view

librarianship in general is_st@ll gquided 1aigﬁly
By.oﬁr largest professional assec:ag:on! which main
tains the concept of the sinq}e profession. .d. " s
[However, he advocates invest;qa:;:i prq;ec;e :ﬁgloqy
of librarianship] to forget our professional my
of unity [in doing sol.7
The issue of the need for a wcentral professional core™ as

i L]
well as the extent of this core is discussed in Boll's

article. He suggested that librarians may “well split

L
. . . into functional clusters . . ." rather than ". .

along the standard division by type of library, or by type

9 i —ains--within each of
of service. . - " The gquestion rezains--w

these functional clusters, is there still a core? And if

) I8 f; the concepé of service orientation a basic
concern of the library school students, of the practition-
ers in their various institutional settings, and of recog-
nized leaders of the profession?

2.

What are the perceptions of these groups of the

concept of service orientaticn--is there a consensus of

meaning or is there diversity?

This study is a preliminary attempt to investigate values

of the profession concerning service orientation. The pri-
mary purpose, however, was to examine in depth one particu-
lar value of the field-~that of service orientation.
Information obtained in this study could serve as a begin-
ning empirical effort to measure service orientation of

various groups within the profession.

Three Ideal Types of Service Orientation

Terms related to the "service ideal" including
service orientation, a service profession, a helping pro-
fession, a person profession or a personal service profes-
sion can be found in both library literature and the liter-

ature of other professions such as the health field, social

work, and teaching. The sociology of professions uses the
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terms, service ideal or service orientation, as a basic
trait or characteristic of a profession. Even within these
more specific contexts, the terms are often used ambigu-
ously and even in some cases in dichotomous ways. It is
important, therefore, to clarify the definitions of this

concept.

Ideal Type 1
The first definition is found in the literature of

the sociology of the professions in the context of the pro-
fessionalization process. The service ideal or service
orientation is best explained within this context by the
sociolegist, William Goode:

The ideal of service, sometimes called a cellectivity

orientation, may be defined in this context as the norm

that the technical solutions* which the professional

arrivgs at should be based on the client's needs.

He reiterates and expands on this point in another context:
Service orientation means that the professional deci-
sion is not properly to be based on the self-interest
of the professional, but on the needs of the client.
The practitioner defines, of course, what the client
*needs"; it may not always be what the client wants.l0

This orientation should not be confused with individual

altruism. Goode maintains that professionals seek their

own gain as much as any occupational group, and that pro-
fessional associations fight to increase their privileges
and advantages. However, in a discussion of professional-

ization, he explains the relationship of service orientation

*Technical solutions imply exercise of special

skills.,



il

to the "atandards” of a profession:

The service orientation of a profession is expressed in
its code of ethics . . . identifics the statuses of
colleagues and client . . . and specifies the role of
role obligations of the professiconal tc the public as
well as to colleagues and clients.ll

More specifically, Goode defines the idecal of service by
lisgting the following subdimensions:

1. It is the practitioner who decides upon the client's
needs, and the occupation will be classified as less
professional if the client imposes his own judgment.

2. The profession demands real gacrifice from practi-
tioners as an ideal, and from time to time, in fact.
*

i, The society actually believes that the profession

net enly accepts these ideals but also follows them
to some extent.

4. The professional community sets up a system of
) rewards and punishments such that “virtue pays™:
i.e., irn general, the practitioner who lives by the
service ideal must be more successful than the prac-
titioner who does not.12

Two other pertinent elements of service orientation are
further commented ©n by Goode in the following remarks:
The service orientation also means that the profession
spends both time and money in seeking superior candi-
dates and giving them better training, even though this
increases competition in the field.l3
Only to the extent that the society believes the pro-
fession is regulated by this collectivity orientation
will it grant the profession much autonoony or freedom,
frem lay supervision and control.l¥
Goode speaks-of “"the ideal of service"™ as one of

two generating traits of professionalism f(along with a

*As related to librarianship, a real example might
be the librarian who while defending the principle of intel-
lectual freedom jeopardized his job position.
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basic body of abstract knowledge) . From these two traits
are generated all the other characteristics that are con-
sidered typical of the established professions: autonomy;
codes of ethics; high educational requirements; high
income, prestige, and influence; licensure; commitment;
a professional community; etc. He explains that each trait
contains many dimensions, and that each subdimension is a
continuum, so that

. . . a given occupation may fall somewhere toward the

professional pole or not; and one may ask where along

that subcontinuum any occupation may be found even if

clearly it is not to be considered a profession.

Necessarily, too, at present, we have no adequate

measure for any of these subdimensions, and must be

content with reasonable assertions about where a

given type of job may fall.15
He suggests that in view of looking at each trait as a
dimension on a continuum, a given occupation may be rated
high or low with respect to that particular trait., Instead
of the dichotomy of profeasinnal/nonprofessional, the vari-
able of professionalism might be viewzd as the extent or
degree to which an occupation has moved toward the pole of
professionalism.

iIn the current study, the concept of service orien-

tation will be viewed as a subvariable of professionalism
in terms of an ideal type, and the extent to which the
library field has moved toward this ideal type. Goode, in
his discussion of the generating traits of professionalism,

speaks of each of the traits as derived from an "ideal-

typical conception" whose closest approximation is medicine
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and the priesthtmd.16
Max Weber is often eredited with the use of the
ideal type as a methodological concept useful as a tool to
analyze an individual or an organization (for example, his
work on bureaucracy).17 Researchers should note that “the
ideal-type construct is intended as a guide in empirical
research, not as a substitute for it."ls Many researchers
and theorists have used Weber's concept and have justified
its use. Blay and Meyer define the ideal type in the fol-
lowing way:
Weber's concept of the ideal-type does not represent an
average of the attributes of all existing bureaucracies
(or other social structures), but a pure type, derived
by abstracting the most characteristic, [bureaucratic]
aspects of all known corganizations. Since perfect
[bureauvcratization] is never fully realized, no empiri-
cal organization corresponds exactly to this scientifie
construct, 19
By looking at the attributes of service orientation
in its pure form, i.e., as an ideal type, it is possible
that resecarch can be directed to determine the extent of
service orientation in the library profession. Such a con-
ceptual scheme will allow one to be specific about each of
the attributes and to attempt operational definitions of
each.
If particular beliefs and behaviors can be proven
to be indicators of service orientation and if service
orientation is the desired goal of those practicing in the

field of librarianship, a measurement of service orienta-

tion of practitioners will allow the profession to work
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toward this goal. This use of ideal types is in accord
with Weber's use of the tool of ideal type as "a general-
ized rubric within which an indefinite number of particular
cases may be classified."™ It is important to keep in mind
that the ideal type is an illusion, the most perfect compo-
site of all cases in a given group. In this way it serves
as a bench mark.zo
For the current investication, Goode's definition
of service orientation explained in the context of an ideal
type was the first theoretical definition and will be
referred to hereafter as Ideal Type 1 Service Orientation,
the Traditional-Professional Type. Figure 1 delineates the
attributes of this concept. The Traditional-Professional
Type is currently the most accepted definition, and conse-
quently is the most clearly defined of the three defini-

tions being presented,

Ideal Type 2

The second definition of service orientation is
that suggested by Simpson and Simpson in their work on
semiprofessional organizations, those which are women domi-
nated and found within bureaucratic organizations. They
claimed that in 1960 women constituted 86 percent of all
librarians, and that the prevalence of women in the library
field (as well as in nursing, public scheool teaching, and
social work) allows a predominantly bureaucratic control

pattern instead of following the autonomy of other
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professions such as law or teaching at the university.
Simpson and Simpson in their discussions of the semi-
professions explain:

The main intrinsic appeal of the semi-professions is
to the heart, not the mind. All of these occupations
attract individuals who want to work with people and
to be of service. These are values that appeal more
to women than to men . . . but women can satisf{y their
desires for service through family life. . . . Even

strong humanitarian motives . ., . are usually insuf-
ficient to create strong vocational commitments among
women, 21

« « « [women] tend to be more interested in giving per-
sonal service to clients than in technical mastery of
skills or in [exercise of] professional prerogatives of
defining how their skills will be put to use.22

A fundamental orientation of semi-professiopals is

their desire to be helpful to others, to give humani-
tarian service. This must be distinguished sharply

from the obligation to put the welfare of clients
before persondl gain which is regarded as a hallmark

of the professions, The service component [of the
professional model] in the ideal-typical relation of
professional to client is . . . functionally specific,
instrumental, affectively neutral, and universalistic,23

« « - What we mean by the service orientation of semi-
professions is different from this, Tt is an emotion-
ally felt humanitarian urge to give of oneseli, o
relate in an intensely personal way to the recipient

of the service. The act of service is its own reward,
an expressive act, and it established a diffuse par-
ticularistic tie . . . thus quite different from the
professional orientation. Professional activity is
sometimes expressive, both the rewards are derived more
from the exercise of skills than from the response of
the client, who may sometimes be seen essentially as an
object to whom skills are applied. , . . To distinguish
the desire to give service and relate to the whole per-
son from the professional's concern with the exercise
of special skills, we shall use the term holistic
versus task orientation.24

More recently, writing in library literature,
DeWeese makes a similar distinction between the two types

of service orientation ip his eriticism of librarians who
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abdicate their autonomy in their efforts to please their

clients.

e o » "serving®” the client means "helping,®™ learning
his wishes and satisfying them., "Serving®” does not
seem to mean--to librarians in general--defining what
is best for the client in terms of some set of profes-
sional standards of concern and giving that to the
client. The librarian works within his client's
wishes, instead of imposing his professicnal cate-
gories, conceptions, and authority on his clients,

In other words, librarians scem to respond to the
expressed "desires" of clients instead of the "neceds"
of clients as defined by a body of professional
library knowledge.25

DeWeese suggests that the profession's definition of ser-
vice should change; there must be
« « « common values. ([Librarians] must think of them-
selves as a collectivity . . . present values must
change from tacit, implicit ones of individuals to
overt, explicit values of the field.26
In 1960, Leigh had warned librarians of this same
danger by stating:
Thus “"serving the reader"™ means "helping” him, learn-
ing his wishes and satisfying them. This comes dan-
gerously close to the position taken by a minority of
librarians. . . .27
Goode also discusses this same phenomenon in a special

issue of Library Quarterly devoted to librarianship as a

profession:

« + « That their duty is to give the people what they
want . . . ylelds a central meaning of service, the
commitment to run personal risks in order to fulfill
a higher obligation to the society, to educate the
readers and the public. This strain between the
wishes and the real needs of a clientele is perhaps
to be found in all professions, . . .28

The second definition of service, as first posited by

8impson and Simpson and further delineated by DeWeese,
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will be referred to as ideal Type 2, the Semiprofessional
Type. Figure 2 lists the key attributes of this defini-
tion. This definition, though perhaps less well-defined
than the Traditional-Professional Type, is also used in

the literature of sociology.

Ideal Type 3

Though neither one of the two types mentioned above
seemed to encompass the variety of ideas about service
orientation expressed in library literature and the people
in the library profession, it was not until recently that
a journal article by Hanks and schmidt?? summarized a third
possible type which may or may not exist in reality, the
Open-Systems Model. For the purposes of this study, this
will serve as a third ideal type. The authors presented
the traditional medel of a profession, as previously
explained in the current work, but suggested that it is
a faulty model for the library profession due to its resis-
tance to change. Their alternative model is dynamic, always
open to change, and is based on the open-systems paradigm
from General Systems Theory. In discussing its implica-
tions for librarianship, they note that one of the tradi-
tional type characteristics--a primary orientation to
community interest rather than to individual self-interests
(much like the service ideal concept)--is neqated by other
elements of the model, e.g., the concept of autonomy. The

changing environment of librarianship, as presented by
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these authors, includes: the media revolution, advanced
eomputer technology, an emerging interest in community con-
trol, and a sensitivity to social responsibilities. Due

to these major trends, the library field has become cogni-
zant of the forces of change. These rapid changes make the
field a "marginal one" with respect to the traditional
model of a profession, For this reason, they propose an
alternative--the Open-Systems Model. According to Hanks
and Schmidt:

The model of professionalism we propose, then, is one
that recognizes that a profession, as a social phe-
nomenon, must interact with its environment.30

In terms of librarianship, such a model would mean a
primary commitment to users and a primary concern for
information.

open systems librarianship would import energy from
the environment (the cormunity) in the form of money,
social and political influence, and raw information.
Then, using feedbacks about the needs of the community,
librarians would transform this cnergy inte library
services which would be released back into the envi-
rorment. The community would in turn generate more
energy (information) and feedback which would be
imported for repetition of the cycle.32

These authors discuss the following implications of the
open-systems concept for librarianship:

1. [it] would result in libraries which are concerned
with their clients both in terms of time and in
terms of “space” . . . with the totality of the
client as a person in society.

2. [it would allow the] development of more client-
centered roles for librarians, and the concurrent
deprofessionalization of functional roles, such as
cataloging and reference. . . . Customized service
would be the hallmark. . . =«

3, [the)] phasing out of the traditional media-centered
roles as professional activities., . . . Replacement
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of the traditional functional organization of the
library with ene based on the types of elients
served.

4. . . » ithe) patrens are Been as members of the
library's organization, . . . client advocacy.

5. . . . lit would] change the role of the library
administrator froa one of supervision to one of
coordination, . . . Participation of non-adminis-
trative personnel in the decision-making process
[would result].

6. . . . lit would] affect the organizational envi-
ronment of libraries . . . to identify and to
create {(cause to be created) the organizational
setting in which the open gystems model with its
client-information dominance can best flourish.

7. [there would be a) need for profound changes in the
content, structure, and methodology of library edu-
cation. . . - More education in the behavioral sci-
ences . . - in eo~munication, information science,
computer science, and even mathematics. . .
Librarians serving different types of clients would
require different types of knowledge.33

in figure 3, the key characteristics of ideal Type
3 are listed as delineated by Gardner and Schmidt, but are
reordered to match the similar key characteristics of
figures 1 and 2.

Though an ideal type can never be approximated
exactly in reality, this ideal type may simply be a con-
ception of what is desired. It obviously is not as clearly

defined as the previcus two ideal types.

Residual Cases (Type 4)
several areas relating to gerviece orientation found
in library literature were not included in the given
description of the three ideal types. For example, provid-

ing instruction versus expecting patrons to use reference



1.
2.
3.
4.
5.
6.
7.

Autonomous

Objectivity

Seek to satisfy client's nceds

prefer to exercise special technical skills

Willing to sacrifice due to commitment to profession
successful

Follow a code of ethics and standards or norms

Fig. 1. Ideal Type 1 Service Orientation:
rraditional-Professional Type.

20
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1. Accept bureaucratic control
2. Subjectivity (emoticnal, personal)
3. Seek to satisfy clients' wants (desires, wishes}

4. Prefer to work with people in personal ways, but less
concerned with exercise of special, technical skills

5. Unwilling to sacrifice due to other important activities

6. Belief that work with people is own reward

*To allow a comparison of key characteristics across
types, each number of each fiqure corresponds; therefore,
when an appropriate characteristic is not found for a par-
ticular ideal type, ellipses are used.

Fig. 2. 1Ideal Type 2 Service Orientation:
Semiprofessional Type.
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Interdependence between the profession and the comrunity
Plexibility in methods; creativity

Constant communication between the profession and the
community concerning the needs of the community, the
ways in which the profession can meet these needs, and
the effectiveness of professional activities that are
in operation

Specialization

Security based on social, political, and economic sup-
port of the community

Ability to adapt to changes in the social environment

SOURCE: Gardner Hanks and C. Jamea Schmidt, "An

Alternative Model of a Profession for Libraries,” College
and Research Libraries 36 (May 1975):181 (items are

reordered) .

*To allow a comparison of key cuaracteristics across

types, each number of each figure corresponds; therefore,
when an appropriate characteristic is not found for a par-
ticular ideal type, ellipses are used.

Fig. 3. Ideal Type 3 Service Orientation:
Open-Systems Type.
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tools by themselves is debated in reference "theory."™ The
lack of accuracy of information given to library patrons by
librarians has been explored by Crowley and Childnrn.3'I
Studies of personality traits of librarians have indicated
a conservative, nonconfident, submissive, noninnovative
profile while the value studies have indicated an "aes-
thetic," "theoretical," and "intrinsic-reward-oriented"
person (te be discussed further in chapter I1I). Though
some of these items might conceptually "fit" an ideal type,
it was not possible to change the given deseriptions for a
proper test of the types.

Consequently, these additional items were combined
into a fourth cateqory for convenience, and will be
referred to throughout the study as Type 4. However, it
should be understood that this category does not represent
a conceptual ideal type. The test of the items, which will
be explained in chapter 1V, allowed any of these items to
become part of new ideal types.

All of the items categorized into ideal types are

found in appendix F.

Summary
The current study was concerned with the meaning of

the concept, service orientation, as it relates to the
library and information services field. The major objec-
tive of the study was to determine the degree of consensus

on service orientation of subgroups of the field including
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students, leaders, and practitioners. It is considered
appropriate to explore this concept due to its assumed
importance in the library fiecld.

The results of the current study should contribute
to the theoretical framework of the field, Service orien-
tation as a clearly défincd concept would be ugeful as an
integral part of the philescphy of the field to be utilized
in setting goals of librarvies, formulating curricula for
library schocls, and in establishing policy statements and
standards for the profession at larqe.

Three ideal types of service crientation have been
presented as a theoretical base as abstracted from the
literature of the fields of soriclogy and library science.
These threec ideal types of service served as the basis for
the formulation of the items in the development of the
service instrument, which waz used to ascertain the

respondents' perception ¢f service orientaticon.
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CHAFTER 11
CONCEPTUAL BACKGROUND OF THE STUDY

The present investigation draws from concepts and
theories in three areas: the sociology of professions,
librarianship as a profession, and the concept of values
as interpreted in psychology and socioclogy.

In order to examine the concept of service orien-
tation, which is an integral characteristic of the profes-
sions, it was necessary to be cognizant of the process of
professionalization. This process has been the concern of
the area designated the sociology of professions and will
be discussed in the first section of this chapter. The
next section will focus on writings on librarianship as a
profession in a discussion of the current state of the
library field's claim as a profession. The final portion
of the chapter will examine the concept of values--defini-
tions, ways of measurement, and research--and discuss

service orientation as a value.

About Professions and Professionalism

The nature of professions and the process of pro-
fessicnalization have been reviewed by many writers in the

field of sccioloqy.l Soeciclogists interested in the field
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of occupations have generally concentrated on two arcas-=-
establishing criteria to evaluate a profession, and exam-
ining whether a given occupation is or is not a profession
within this set of criteria. Within the area of the soci-
ology of professions, an "attribute approach® has generally
been used, which includes listing the criteria or charac-
teristics of a profession. The number of attributes and
the importance of each differs in the various writings. An
often quoted and reprinted article fellowing this format is
that of Greenwood who lists as attributes of a profession:

1. systematic theory

2. professional authority

3. community sanction

4. ethical code
5. professional culture

2
Most writers agree on the characteristics that dis-
tinguish the professions from other occupations. These
characteristics include: having a body of theoretical
knowledge, having special skills and competence in appli-
cation of this knowledge, and having a code of ethics to
guide their professional behavior. This last characteris-~
tic includes a "service to the client" orientation.
In a more specific delineation of the "professional
model,” Hall claims there are
« +» «» a series of attributes which are important in
distinguishing professions from other occupations.
. - o The attributes of the model are of two basic
Sirt i 4he Gitmitue B Lhe.caccastice: inaiotits

such things as formal educational and entrance
requirements.3

A second aspect that Hall speaks of is attitudinal,
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including a sense of calling of the person to the field and
the extent to which a person uses colleagues as his major
work reference. The attitudinal attributes of prefessional-
ism reflect the manner in which the practitioner views his
work. Hall lists five such attitudinal attributes:

1. the use of the professional organization as a major
reference--formal organization and informal col-
league groupings as the major source of ideas and
judgments for the professional in his work.

2, a belief in service to the public, in the indispen-
sibility of the profession--the view that work bene-
fits both the public and the practitioner.

3. a belief in self-regulation~-a person best qualified
to judge work is the fellow professional--colleague
control,

4. a sense of calling to the field--dedication to his
work, wanting to do the work even if fewer extrinsic
rewards are available.

5. a feeling of autonomy, being able to make [his] own
decisions about his work without external pressures
(from clients or from the employing organization).4

Hall developed a Likert-like scale to measure the degree of
professionalization among practitioners of various occupa-
tions. The service concept is always included in these
delineations of attributes of professions--either specific-
ally as in Hall's conception or more generally as included
in a code of ethics.

Much of the work on professions has either been
speculative or based on untested assumptions, especially
the assumption that the professional model is the best
model that all occupations should follow. This method of

studying a particular occupation by measuring it against a
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list of attributes is justifiably criticized by Julius

Roth:
The trouble with the attribute approach is that it does
not focus on this process of professionalization but on
its product, and typically even this focus is contami-
nated with the ideology and hopes of professional groups
rather than an independent assessment of what they
achieve.5

However, Roth does not deny that the process is "an impor-

nb He

tant and proper subject for study in sociology.
objects to the attribute lists and the rating of occupa=
tions on a professionalism scale as both a theoretical
dead-end, and more importantly because
- « « they have deflected concern from the more crucial
problems created by professionalization, such as the
avoidance of accountability to the public, the manipu=~
lation of political power to promote monopoely control,
and the restriction of services to create scarcities
and increase costs.’

Gilb also criticizes the assumption that profes-
sionalism is gqood: ™. . . professional interests are often
in conflict with public interest."® Until fairly recently,
the assumption that full professionalization is a worth-
while endeavor and that all oceupations should aspire to
this status was taken for granted. However, a questioning
of this assumption can now be found in the literature. For
example, in social work literature a "resistance to full
professionalization and a tendency toward deprofessional-
ization can be ﬂetected.“g Perhaps, as Toren has pointed
out, in a discussion of the field of social work,

. « . overprofessionalization in social work might
cause the leoss of its basic humanitarian values, and

the profession will be drawn away from its commitment
to social reform.10
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Toren sces the orientation characterizing the profession-
al's attitude as a negative one, ", . . infringing upon
personal interest and total responsibility which are funda-
mental to the ‘helping professions.'“ll

A new theoretical framework of professionalization
may need to be developed in terms of the assessment of a
new and developing (or changing) occupation. For example,
looking at power relationships of the occupational group
has been suggested by Terence Johnson.l2 He attempted to
analyze differences in development of an occupation in
light of the organizational and cultural environment.

Also, the work of Carr-Saunders has differentiated four
major types of professions in modern soeieéy:

1. The established professions--law, medicine, and
the church--which share two basic attributes; their prac-
tice is based upon theoretical study, and the members are
governed by a certain mode of behavior.

2. The new professions--engineering, accounting,
natural and social science--those which are based on their
own fundamental studies.

3. Semiprofessions~--nursing, pharmacy, social work
--which replace theoretical study by the acquisition of
technical skills.

4. Would-be professions--such as hospital managers,
sales managers--who require neither theoretical study nor
the acquisition of exact techniques but rather the familiar-

ity with modern practice5.13
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A more recent work by Etzionil‘ focuses on the
semiprofessional group which could include the library
field according to Etzioni's definition. Etzioni presents
a set of questions which are important in a study of semi-
professions, including the question--what typical attitudes
to clientele, management, and service ideology do they
hold? He also suggests looking at various subgroups of
the same professional group in terms of these specific
questions, suggesting a frame of comparison which will hold
cultural and societal contexts constant. The current study
follows his suggestion, but focuses on the one agpect of
service ideology rather than the many aspects of the semi-

professions he suqgests.

Librarianship as a Profession

Writings on librarianship as a profession have also
subscribed to the "attribute” method. A well-khown work on
this subject by William Goode maintains that librarianship
is not now a profession in that it lacks:

1. prolonged specialized training in a body of abstract
knowledge and

2. a collectivity or service orientation, in terms of
professionally defined "needs™ of the client, rather
than what the client simply “wants."153

Goode's definition of service orientation has been fully
enumerated already in chapter I.

Bundy and wasserman16

in 1968 questioned librarian-
ship as a profession by examining three key relationships

of a professional--client, organizational, and professional.



34

Again, they assessed the field in view of the traditional-
professional model. Their commentr on the librarian-client
relationship have the most bearing on the content of this
study. They discussed the professional model where the
client relies upon the professional for the expertise which
his problem or situation requires, and the professional (by
using his training, experience, and specialized knowledge)
offers the client the appropriate answer (a particular
material, service, etec,) regardless of the client's opinion
of whether it is appropriate or not. They argued that
"librarians achieve intrinsic satisfaction from the very
act of serving and are content to perform in minor and

inconsequential capacitics."l7

The timidity of practition-
ers in providing definice answers, the extinction of the
reader's advisory role, the reference librarians who do not
offer judgments about the quality or relevance of materials
for a particular informational problem--all are presented
as examples of the lack of a professional role. Main
activities of many librarians--collection building to meet
guantitative standards, concern for catalog codes and pro-~
cedures, and the dedication to the book literature over
other media--are further examples of the misplaced emphasis
of the librarian according to these authors.

Bundy and Wasserman svggested the revision of pro-
fessional commitments for library service including com-
mitment to constituencies not now viewed as the library's

responsibility; and for professionals in organizations to
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assume decision-making responsibilities in relation to
goals and standards of service. The basjic element in their
work is a plea for the library field to forge a new pro-
fessional identity. However, they basically accepted the
traditional model of the professions.

More recently, and five years after the Bundy and
Wasserman article appeared, Leo Flanagan supported many of
the same arguments but with a somewhat different conclusion
-=-that library education needs to be improved especially in
the area of reforms in admissions and curricula. He is
somewhat pessimistic of this happening, however. Flanagan
also accepts the professional model as being "the best
choice."l8

Ralph Edwards has posited another idea concerning
the lack of development of a profession of librarianship=--
the failure to clarify the differences between the funec-
tions of library managers as distinquished from the func-
tions of librarians performing as professionals. He has
criticized a limiting conception of management with its
roots in bureaucratic models of library organization which
he claims has dominated most libraries. He suggests a
"broader vision of both the library profession and library
management” due to his feeling that "most librarians and
library administrators are unaware of the special charac-
teristics of a profession and of the conditions necessary
for the successful functioning of a professional.” The

crucial point that Edwards is making is "that neither
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soclety nor librarianship has an adeguate conception of
what the role and gervices of the library profession are or
might be." &Edwards contends that

« « » library management has taken precedence over the

professional functions of librarians and that in nost

libraries the professional functions are conseguently

eclipsed and downgraded in both the attitudes and per-

formance of librarians,.18

Schmidt and Hanks have suggested that it may bhe more

appropriate to look oL the library field through the open-
systemg model rather than the accepted traditional paradign.
Hanks and S8chmidt examined the traditional medel of a pro-
fession as based on the literature presented in the field
of socioloyy in context of the guestion--is the model of
profegsionalism an ideal to which librarianship should
agpire? The authors found that there "is an intrinsic con-
flict between the model of professionalism to which librar-
ianship has aspired and the ability of this model to accom-

modate change."20

They concluded that the traditional para-
digm reinforeces conservatism in the face of change. This
they suggest is especially dangerous in the changing envi-
ronment of librarianship. They view the ficld as needing

to be dynamic and client centered, both traits not compati-
ble with the status gquo condition of the traditicnal-profes-
pional model. To them, “librarianship is in the process of
becoming something other than it has been"21 largely due to
the technological and social changes both in and out of

libraries., The open-systems model of professicnalism as

defined in chapter I is presented as an alternative.
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Librarianship and a Professional Culture

An important aspect of professicnalization is the
area of a "professional culture” which includes a profes-
sional organization, and professional standards or norms
that are usually expressed in a code of ethics. Both Carr-
Saunders and Greenwood discussed the necessity for true
professions to have a code of ethics and a professienal
culture, and Carr-Saunders felt that a professional asso-
ciation is an essential part of professionalism.

In 1972, the American Library Association (ALA) had
a membership of 27,000 individuals and 5,500 organizations.
Only about one-half of the total number of librarians in
the country belonged to the ALA., In a recent analysis of
ALA, Boissonnas criticized the organization because

« + » it does not possess many of the more important
characteristics of true professional associations, such
as an effective control over the entry into the profes-~
sion, a strong code of ethics, a strong commitment to
the protection of the economic interests of its members,
or the power to enforce many of its standards,?

An examination of documents of ALA to find stan-
dards or norms for the profession reveals several pertinent
documents. ALA passed its first code of ethics in 1938,

It was not a typical code of ethics of a professional orga-
nization because it did not set up rules for professionals
to follow in their relationships with their clients and
among themselves. In fact, it "tells the librarian to obey
his employees and to live for the library and its users."”23

William Goode criticized this code by stating:
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A code reflects the particular genius of the profession
that writes it., How lacking in this code is any scnse
of drama, of moral urgency! How absent is a sturdy
awarencgs that the profession has a task, o destiny, a
set of issues about which it is concerned. 24
However, the Library Bill of Righ%s, passed in 1939 and
amended several times, is perhaps the most significant ALA
document in dealing with freedom of access to materials and
libraries ag well as freedem of expression for librarians.,
& new Statement on Professional Ethics was accepted
by the Council of the American Library Asscciation during
the Midwinter Conference of 1975, replacing the 19238 Code

25

of Ethics. It has been announced that the plan is to

augment the code by "detailed interpretations, practices,
and related materials as they are needed.“26 A copy of the
new Code can be found in appendix A. In neither the Intro-
duction nor in the Code itself is theore an expression of
the importance of the work of these in the library and
information field or of the service concept.

Though not labeled as a code or standard, a stronger
statement can be found in the "Commitment to Information
Services: Developmental Guidelines," prepared by the Stan-
dards Committee of the Refercnce and Adult Services Divi-
sion of the American Library Assocliation. & copy of this
is found in appendix B. Though these guidelines are pri-
wmarily concerned with reference and information services,
it is essentially a standard Ior the profession. For exam-
ple, the Guidelines state:

The librarian/information specialist must be the
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intermediary or the neqotiator for unlocking these
multifarious information resources. This responsibil-
ity places the concept of good service on the ability
of the librarian/information specialist to be an effec~
tive facilitator in this transaction.

Providing reference services in a library or infor-
mation center should be recognized as a critical respon-
gibility in meeting the information needs of users and
prospective users.?27

Specific points made in the Cuidelines which are

important to the concept of service orientation include:
the need "to anticipate user needs and demands," the need
for "a published service code . . . ," "services are to be
reviewed,* the importance of "continuous feedback from
users," "plan for the instruction of individuals in the
use of informational aids," "access is to be promoted,”
and "referrals to other sources and agencies are to be a
standard level of information service operation,”

In this cursory assessment of the library field's

professional culture, the words of William Goode (about
the 1938 Code of Ethics) are still true in 1976; that the
idea of a task, a destiny, and a set of issues still needs
to be delineated for the profession. An operational defi-
nition of service along with a measurement instrument for
service, the expected results of the current study, would

contribute to this task.

Concept of Values

One of the guestions in this study was concerned
with the importance of service orientation as a value in

the field of library and information services. In order



40

to assess a particular value, it is first necessary to
define values, how they relate to attitudes and behavior,
and to examine the state of research in the area. Values
have been a research concern of several social psycholo-

gists, especially Kluckhohn, Catton, and Rokeach.

About values

A value has usvally been defined as a conception
of something which is desirable. A well-known definition
by Kluckhohn proposes:

A value is a conception, explicit or implicit, dis-
tinctive of an individual or characteristic of a group,
of the desirable which influences the selection from
available modes, means, and ends to action.Z28

Value orientation is used to mean the empirically
measured tendency to react favorably or unfavorably to
certain generalized conceptions, such as individualism,
familiarism, security, and the like. It is understood that
values must be inferred from behavior--both what people say
and from what people do. A pattern of regularity of choices
then allows the researcher to infer value orientations.

A more commonly defined concept is that of atti-
tude, and this concept seems to be the target of most of
the research in the area. However, according to Rokeach,
"an attitude differs from a value in that an attitude
refers to an organization of several beliefs around a
specific object or situation™ while "a value, on the other
hand, refers to a single belief of a very specific kind."2°

Rokeach presents a definition that helps in the distinction
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between values and attitudes:

are

To say that a person has a value is to say that he has
an enduring, prescriptive or proscriptive belief that

a specific mode of behavior or end-state of existence
is preferred to an oppositive mode of behavior or end-
state. This belief transcends attitudes toward objects
and toward situations: it is a standard that guides and
determines action, attitudes towards cobjects and situ-
ations, ideology, presentations of self to others,
evaluations, judgements,; justifications, comparisons

of self with others and attempts to influence others.
Values serve adjustive, ego defensive, knowledge, and
self-actualizing functions. . . .

Five assumptions about the nature of human values
presented by Rokeach:

1. The total number of values that a person possecsses
is relatively small.

2. All men everywhere possess the same values to dif-
ferent degrees,

3. Values are organized into value systems.

4. The antecedents of human values can be traced to
culture, society, and its institutions, and per-
sonality.

5, The consequences of human values will be manifested
in virtually all phenomena that social scientists
might consider worth investigating and understand-
ing. (For examples, attitudes and behavior.)3l

The basic thesis of Rokeach is that knowing a

person's values should allow one to predict behavior in

experimental and real-life situations. He suggests that

. « « a major reason psychologists have paid more
attention to the attitude than to the value concept

is that more sophisticated methods have been available
for measuring attitudes because of the efforts of such
men as Bogardus, Thurstone, Likert, and Guttman.32

Bauer comments on the importance of value structures in the

following:

Every society exhibits a complex and shifting structure
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of values, This value structure may be regarded as a

patterned sct of general aititodes woward what is

desirable or undesirable,3]

By values we mean those things that the people want,

are willing to commit resources to and work for, and

for which they have some sense of priority.34
Measuring Values

In a brief review of the empirical research on
measuring values and a discussion of the theoretical
issues, Levitin reports that more attention has been paid
by anthropologists and sociclogists than psychologists to
the conceptualization of values.>>

In the 1930's the Allport-Vernon Study of Valucs36
emerged as the most used instrument., This instrument was
largely influenced by the work of Spranger on "types of
men."

In another effort, Catton demonstrated the inter-
correlation of three methods for eliciting information
about six ultimate values--"choosing between paired alter-
natives, selecting the 'most infinite' wvalue, and rating
values according to ultimacy or importance.“37

Two problems have developed in this area of mea-
surement: the belief

that because values were based on irrational or inex-
pressable feelings they were not accessible to avail-
able psychometric technigues . . . [the need] to find
a fruitful conceptual or theoretical framework from
which to Initiate research.38

The measurement issue has not been solved, but the

work of Rokeach indicates that the problem is not insur-

mountable. The conceptual problem is one long debated in
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whole area of attitudes, values, and behavior research.

Most psychologists seem to prefer one definition suggested

by Adler--"values may be scen as present in man (or men),

as preferences held by people (whether learned, innate, or

hoth}."39 In this way, value becomes a

kind of "meta-attitude"--not directly accessible to
observation but inferable from verbal statements and
other behaviors and useful in predicting still other
observable and measurable verbal and nonverbal
behaviour .40

Rokeach has stated that

« s« » the concept of values, more than any other, is
the core concept across all the social sciences. It
is the main dependent variable in the study of culture,
society, and personality, and the main independent
variifle in the study of social attitudes and behav-
ior.

He explains that

« » « valuesa and attitudes are intervening variables
. « «» presumed to be the main genotypes that underlie
or determine social behavior . . . are functionally
related in certain ways.42

Goode and Hatt, in 1952, agreed with Rokeach's

statements:

the

The central position of value judgments in the social
science lies in the fact that value judgments are
merely the formalized expressions of sentiments and
emotions derived from the culture and impelling men
to action. Values are thus major determinants of human
behavior and hence major areas for study by social
science. . . . The description of this value conflict
is a scientific operation. . . . The exposure of logi-
cal contradictions in value systems is a legitimate
scientific activity, even though special pleading for
one system or the other is not.43

More recently, Bauver in Social Indicators summarized

current state of the art:

One way or another, an assessment of the values of the
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population is always done. It may be via the intuitive
judgment of an experienced political labor or social
leader. Or more formally as in recent times, it may be
via public opinion polls, which have even in some
instances given vs good trend data on people's atti-
tudes toward a variety of institutions and issues, 44
Kluckhohn's work is probably the most complete work
on a theoretical foundation for research on values.‘s
A Value Survey Instrument developed by Rokeach
et al,

has been found to discriminate among many different
groups . . . can be used as a diagnostic tool to iden-
tify the needs, goals, aspirations, and conflicts
within and between individuals and groups,
The Survey is an all purpose instrument for research on
human values, is simple in design, economical to administer
to individuals and groups, and can be used in approximately
10 to 20 minutes to secure measures. Data are now avail=-
able on two national surveys using this instrument through
the National Opinion Research Council. Respondents rank
order 18 terminal values (ends) and 18 instrumental values
(means). One part of the instrument includes these ter-

minal values:

A comfortable life Inner harmony

An exciting life Mature love

A sense of accomplishment National security
A world at peace Pleasure

A world of beauty Salvation
Equality Self-respect
Family security Social recognition
Freedom True friendship
Happiness Wisdom4 6

A seemingly simple procedure has produced "interesting

results in value-change and behavior-change experiments

nd?

using the Survey. These are discussed more fully along
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with a conceptual exploration of belicfs, attitudes, valuces,

and their relationships in Rokecach's Beliefs, Attitudes,

and Valves.

Sikula has used the Rokeach Value Survey ﬁo report
the values and value systems of fifty-four male govern-
mental executives employed by the Federal Department of
Health, Education, and Welfare who were classified grade 14
or above within the Civil Service classifications and were
from a six state region in the Midwest. He found that gov-
erpmental executives gave their highest priorities, in
order, to the goals (end-states of existence) of Family
Security, Self-Respect, A Sense of Accomplishment, Free-
dom, and Equality, and the least emphasis on Pleasure, A
Comfortable Life, A World of Beauty, and Salvation. He
summarized:

In general, this study supports the contention that
personalities within certain occupations and careers
have unique value and value system characteristics.
. + « Additional insight into all types of human
behavior can be obtained by analysis of individual
values and value systems,48
gikula suggests that selection and placement procedures
pould be improved by use of value data, in "matching” an
individual’s value profile to the value prototype of any
job, position, occupation, or carcer. ¥#hile Kuder and
49

Strong tests are somctimes used for this purpose the

Rokeach instrument would be faster and more econonical,

About Work Values
There have been numerous attempis at dealing with

wnidimensional values such as achievement, occupational,
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and religious values. Occupational or work values are the
things that people want to be, to have, to enjoy, as a
result of their occupations. Perhaps the best-known study
of occupational choice is that of Morris Rosenberg and
others, which relates values to the types of occupations
chosen by college students,

The Rosenberg Occupational Values Instrument con-
sists of a list of ten occupational values with accompany-
ing directions for a respondent to "consider to what extent
a job or career would have to satisfy each of these require-
ments before (he) could consider it IDEAL." A ranking of
high, medivm, or low is first done; then the high items are
ranked in order of importance. An attempt was made to
categorize people into occupational value complexes,
described as "self-expression-oriented,"™ "people-oriented,”
and 'extrinsic—reward-oriented."50 Intercorrelation of the
ten responses showed that the three clusters of orientation
did appear.

Rosenberqg's (1957) original studysl also uncovered
some interesting value differences between college students
whose studies were apparently heading them into different
professional and managerial professions. He found that
people who enter different kinds of cccupations have dif-
ferent outlooks on work as a part of life.

Fifty-nine percent of the college women and 39 per-
cent of the college men named "work with people” as a highly

important occupational value. A "compliant personality
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type" was identifled in Rosenberg's study. He found that
the occupational values most characteristic of "ecmpliant
gtudents™ in his sample were the people-oriented values
that appealed mainly to women. Repliea toc value questions
seemed to fall into three clusters: compliant (amxicus to
be well~liked, liking to take orders but not to give them,
and expressing a positive view of human nature): aggressive
{concerned about being successful, not bothered by giving
ordera, and suspiciousi: and detached (concerned about
independence, preferred toc make their own decisions, and
bothered by having to take orders].52
As might be expected, compliance predominated among
those in the social sciences and teaching; aggressiveness
in business, management, and Jaw; and detachment among
artists and scientists. Highest scores in the "self-
expression” complex were students opting for architecture,
art, journalism, and drama; in the "people-oriented™ com-
plex were those planning to enter social work, medicine,
teaching, social science, and personnel work; while the
“extrinsic-yeward” complex included those plannirng on real
estate or finance, sales promoticon, hotel management, law,
advertising, and husincss.53
More recently a large National Opinion Research
Center {(NORC) study of the professional labor force used

this short form.54

In the WORC study,

some expected but interesting differences emerged when
the scores on these two classes of factors were summed
for professionals with graduate deogrees, Academically
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employed professionals in cach of eleven fields showed
higher intercst than non-academics in intrinsic voalucs
and lower interest in extrinsic values for eight of the
eleven fields,55
Another interesting finding, of importance to the
current study, is that "among prefessionals, 'working with

people’ seemz to have more of a leadership or manipulative

connotation than an altruistic or affiliation one."56

How-
ever, the NORC study was largely concerned with the scien-
tific and engineering fields and the findings may not be of
interest to the current study except for comparison pur-
poses.

Further work done ¢n Rosenberg's instrument led to
a category breakdown by the three value orientations by

Gurin et al.s7

This is illustrated in table 1.
The findings of Rosenberg's work suggests that
. « » people who enter different kinds of occupations
have basically differcent outlooks on work as a facet of
life. To some, work is an end in itself, valued for
the opportunity it gives to express cneself directly.
To others, work may be only a means to obtain leisure
and luxury off the job. To still others, work itself
is of value, but more for the chance it provides to
deal with people or be of service to them than for any
intrinsic interest in the tasks or skills of work.58
Other work on cccupational values has been done by
Simpson and Simpson. This work involved three broad occu=
pational groups--business, scientific and esthetic, and
general cultural occupations. The findings on the general
cultural group have implications for much of the library
field. Among teachers, professors, ministers, and lawyers,

involvement and direct contact with people to whom services
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are provided is the usual situation. One might expect,
therefore, that people entering these fields would greatly
value the contribution their work makes to society or to
other people. This idea was supported in the study as
general cultural respondents were the most likely to rank
"opportunity to be helpful to others" or "make a contribu-
tion to society" among their top three occupational
valuea.s9 The authors summarized their research by
saying:

Generalized values of the kind which this research has

studied in connection with occupational choice can

weaken or prevent strong identification with work as

a value. . . . But such values are so general that they

can be satfsfied in many different occupations . . .

the personal relationships someone has within his work

setting probably have more effect than the values he

began with on the outlook he eventually develops toward

his work.60

The early work of Allport and Vernon has contlnued.

The current version of Allport-Vernon-Lindzey's A Study of
Values,sl thovgh designed to tap geperal values, has been
utilized in several studies of occupational groups. It was
used by Douglass, Denis, Reeling, Finks, and Fortin to
study groups of librarians. This instrument ascertains
relative preferences for six different kinds of ideas and
activities: theoretical, economic, aesthetic, social,
political, and religious, Though used more often to type
college students according to their dominant interests,
this instrument is appropriate for differentiating
between occupational groups, but probably not within

such groups.
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Summary

To establish the conceptual background for the
current study, literature of the following arcas was
searched: the sociology of the professions, librarianship
as a profession, and sociological and psychological views
of the concept of values. Service orientation as an inte=-
gral characteristic of a profession was discussed in rela-
tionship to the process of professionalization. Most of
the work in this area had assumed that the professional
model is the best model for aspiring occupations. HMore
recently, this assumption has been challenged. The current
study did not make such an assumption; in fact, each of the
ideal types including the Traditional-Professional Type
will be tested as a possible definition of service as per-
ceived by those in the field.

The literature revealed that librarianship has been
evaluated in light of the professional model--philosophi-
cally but not empirically--by Goode, Wasserman and Bundy,
and Edwards among others. PBach of these writers has con-
cluded that librarianship does not fulfill encugh of the
requirements to qualify as a profession. More recently,
Hanks and Schmidt have raised the question of the appro=-
priateness of the traditional-professional model for the
field. They proposed an alternative for the library and
information field--the open-systems model--which they pre-
sent as one that could be responsive to the changing nature

of the field. Their model was also tested as an ideal type.
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The concept that a professional culture includes an
organization, a set of standards, and a code of ethics has
been reviewed., In this review, the American Library Asso-
ciation has been criticized in its role as a professional
association, and for its failure to endorse a strong code
of ethics which would set standards for the field. The
lack of inclusion of the concept of service orientation
in the newest code of ethics developed by the association
is a case in point,

An initial step in the current study, but a sec-
ondary one in terms of purpose, was the assessment of the

importance of service orientation as a work value.
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CHAPTER 111
REVIEW OF THE LITERATURE

The current investigation is only one small aspect
of a concern of the sociology of occupations. The specific
concept of service--the focus of the current study, though
recognized by the student in the sociology of occupations--
is only a part of the process of professionalization. The
previous chapter has attempted fo conceptualize the problem
area. This chapter examines research relevant to the cur-
rent study in the areas of personality characteristics,
interests, attitudes, and values of librarians; librarian-

ship as a profession; and the concept of service.

About Librarians

Studies of librarians and those selecting librari-
anship as a career seem to be minimal. Although some of the
studies to be briefly noted in this section are not directly
related to the current study, it is important to be aware
of their general findings. Several studies have centered
on personality traits of specific groups of librarians and
library school students.) Table 2 briefly summarizes the
procedures and findings of these studies. Generally, these

studies show librarians in rather an unfavorable light; as
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gubmissive, lacking confidenco, as conservative and con-
forming, as lacking initiative and leadership trajts.
Morrison, for example, found many existing challenges in
the professional rele for librarianship, but a lack of
people willing to respond to those challenges. Most of
these studies indicate that traits are “feminine” whether
the respondent is male or female, though it is widely
accepted that the profession is largely a female-dominated
profession.

A second group of studies focus on attitudes,
interests, and values of librarians.? & surmary of these
studies can be found in table 3. Librarians are shown ag
being nonauthoritarian, not inclined toward innovation and
experimentation, more "aesthetic" and "theoretical” than
"political"” or "economic" in their value structures, Gen-
erally, they are basically satisfied with the library field,
more *intrinsic” than "extrinsie” reward-oriented, and
score low on the necd for actonomy. Most of these studies
used standardized tests, especially the Allport-Vernon

Study of Values.

About Professionalism

.Though there are many research studies of the
status of a particular occupation in terms of professional-
ism, such as the collection recently edited by Freidson.3
it was decided to delete these as being too specialized to

be directly related to problems within librarianship.
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Most of the research efforts have been concerned
with what differentiates professional occupations from non-
professional occupations. Ritzer, in the previously cited
work, raised an equally important question--"What differen-
tiates professional individuals from non-professional indi-
viduals?‘a His contention is that in the study of profes-
sicnalism, there are two continua; an occupational continuum
and an individual continuum. Though recognizing the rela-
tionship between the occupational and individual levels of
professionalism which Ritzer speaks of as the ", . . rela-
tionship between social structure (in this case the struc-
ture of an occupation) and individual attitudes and behav-
10r,“5 he focused on the individual level which has been
ignored up to this point. He has translated six accepted
structural characteristics of a profession into individual
characteristics (attitudinal and experiential characteris-
tics) including:

1. General, systematic knowledge
2. Authority over clients
3, Community rather than self-interest which is related

to an emphasis on symbolic rather than monetary
rewards

4, Membership in occupational associations, training in
occupational schools, and existence of a sponsor

5. Recognition by the public that he is a professional

6. Involvement in the occupational culture®

Ritzer stressed the importance that when

. « » using these dimensions empirically, the researcher
must be careful to use all six and not just one or two
[and that] . . . what is needed is a composite score of
individual professionalism based on_the operaticnaliza-
tion of each of the six dimensions.

In comparing occupational and individual levels of
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professionalism, it is necessary to examine cases of dis-
crepancies and cases of congruencies. These would depend
on three factors: individual {intelligence, personality--
enspecially need-achievement, and degree of involvement in
the occupational culture); organizational (structure of the
organization--degree of supervision, allowing behavior in
accord with occupational norms rather than organizational
norms); and occupational (how professional is the occupa-
tion?).

Ritzer's concern is with professional socialization
(skills, knowledge, norms, and values needed for an individ-
ual to be considered a professiconal) in contrast to the
professionalization of the occupation. He contends that in
failure to socialize its new members, the professional
standing of the occupation will be jeopardized. His dif-
ferentiation of the two levels of professionalism serves
*. . + to clarify some theoretical issues in the sociology
of occupations.“a This is an important clarification which
relates to the current study; an examination of the service
orientation of the individual librarian rather than the
service-oriented policies of an organization, i.e., a
library.

Studies which have looked at the library field as
a profession will be examined in more detail. Dale Shaffer’
tried to test the maturity of librarianship as a profes-
sion. His work, originally a master's thesis at EKent

State, looked at librarianship within the traditional-
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professional model framework. Nitecki has incisively
attacked the narrow focus of the work
« » « las) the fallacy of misplaced emphasis. Profes-
sional status is not something qood in itself; an
effort to develop "a standardized, universally accepted
list of professional criteria to measure the true pro-
fessional status" is still a myth.10
As Nitecki pointed out, the geal of the field is not to
*become a profession" but rather to "serve the reader®™ and
if, in that process, certain criteria of professionalism
are accomplished in the effort to reach the true goal, that
is acceptable.

Commitment to the field is an aspect of profession-
alism. 1In a study by Grimmu the long-term commitment of
many college and university librarians is presented as evi-
dence of a "service orientation” which enhances profession-
alization. However, in his opinion, this favorable influ-
ence is offset by the married women in the field who have
interrupted carecers and who receive fewer professional
rewards and opportunities. Grimm also points out that the
bureaucratized work setting of librarians negates a long-
term interest in the process.

Stone's study attempted to identify the factors
that motivate librarians in their professional development.
She examined the possible relationships between certain
background characteristics such as age, sex, marital status,
education, place of employment, and certain employment

characteristics; and motivational variables for profes-

sional development, such as attitudes of relevant groups
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(l1ibrary school faculty, supervisors, and governing boards).
She assumed that qualification "as a professional” is satis-
fied by: meeting the standards established by the profes-
sion (education, skills, and knowledge), as well as addi-
tional criteria including social understanding, ethical or
altruistic behavior, and scholarly concern. Based on this
assumption, she developed a professional index which
« « « identified each librarian's personal attitude
toward his occupational attributes, knowledge, charac-
teristics, and responsibilities. It also measured the
degree of participation in professional development
activities.12
She used the work of Raymond Ranta who had developed a list
of twelve criteria which delineated individuals within a

profession as those who:

1. Place service to others higher in importance than
personal gains.

2. Have a strong sense of public responsibility.

3. Are particularly skillful and proficient in their
work.

4. Are especially dedicated to their job and for what
it stands.

5. Work in settings where they must basically direct
their own programs of work independently; in a
sense, practicing autonomy in decision-making.

6. Try to continually improve themselves, and have a
never ceasing quest for learning.

7. Are concerned about, and work toward, the improve-
ment of their colleaque's welfare,

8. Work within acceptable ethical standards.

9, Have a knowledge of and familiarity with profes-
sional literature in their field.

10. Change methods of job procedures when new informa-
tion based on research is received.
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11. pelieve in the interchange of information.

12, Utilize and understand the specific lanquage
employed in their ficld of work.l3

Stone also added a gualification established by the National
Education Association for a professional in any field--as
being an individual who
actively participate[si with his colleagues in develop~
ing and enforcing standards fundamental to continuous
improvement of his profession and [who always] bide(s]
by those standards in his own practice.ld
One conclusion of the Stone study was
. « « that the degree of professional improvement moti-
vation was greater for the librarians who had a higher
Professional Index Score, who had becone head or assis-
tant head of their libraries, and who perceived the
attitudes of their administration or supervisor as
being favorable toward their development activities.l?
There is much agreement between the twelve criteria of
Stone's Professional Index and the six individual charac-
teristics posited by Ritzer; in addition, they both included

several aspects of service of the Traditjonal-Professional

Type,

About Service Orientaticn

Related Studies
Little empirical evidence exists on the service
jdeal as it pertains to particular occupatiohal groups.
In several of the previously discussed studies about
librarians--those of Douglass, Reeling, Finks, and Denis-~
the Allport-Vernon-Lindzey Study of Valucs Instrument16

was used., These studies assumed that one of the scales

of the Study of Values, the social scale, was related to
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the service ideal. However, Finks found that the service
scale that he developed did not correspond with the social
scale of the Allport instrument, indicating that the above
assumption nceds to be tested before other studies continve
to use this instrument for the same purpose. Finks, though
more concerned about developing an instrument for measuring
attitudes, did try to measure the attitude toward service.
Among several other attitudes on aspects of the field, he
found service scores the highest.

In the study by Denis, one of the hypotheses is
related to the key caoncept of the current study, service
orientation. He hypothesized that

librarians who choose to begin their professional
careers in a public library are more likely to be
"service oriented" than are librarians whe choose to
begin their professional careers in an academic
library.1l7
He also measured service orientation by the social scale of
the Allport instrument, concluding that male academic and
public librarians show values high on this scale along with
an aesthetic scale, while ranking low on economic and
political scales. The female academic librarians, however,
scored low on the scocial scale along with the economic
scale, but high on the aesthetic and theoretical scales.
The female public librarians also scored high on the
aesthetic and theoretical scales, about average on the
social and political wvalue scales, and lowest on the
economic and religious scales. No operational definition

of service is found in any of these studies, and the social
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scale of the Allport instrument has not been validated as a
measure of librarians' service orientation,

Portin'® found that librarians with more training
were better satisfied with the service aspects of school
librarianship. Again using the Allport instrument to mea-
sure service, Fortin concluded that a scale of satisfaction
for administrative and service aspects was needed. He had
assumed in his study that librarianship is basicaliy a

service profession.

In the studies discussed above, researchers using
the terms service ideal or service orientation have not
sufficiently defined the terms, but have rather assumed
that the definition is clear to the profession and that
the existing social scale of the Allport instrument ade-
quately measures the concept. Given these conditions,
neither assumption was made in the current study. The
review of the literature has confirmed the nebulous nature
of the concept in conceptualization and has indicated the
weaknesses of the currently used service measurement
instruments.

It is difficult to distinguish between the service

orientation of the librarian--the focus of the current

investigation~-and the general orientation of the service

policies of the libraries. The problem resembles that
addressed by Ritzer in his discussion of the difference
between the professionalization of the individual and of

the occupation. One study, by Robbins,lg does report on
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the services of libraries. In her study of citizen partic-
ipation in public libraries, she differentiated between a
materials-oriented service, i.e., traditiopal library ser-
vice and an information-oriented service, The information
was obtained from her respondents through four open-ended
"services" questions and one question which asked for a
ranking of nine (or more) "service goal priorities," On
the basis of these results, Fobbins concluded that “. . .
these libraries tend to be rather firmly set in their orien-
tation toward traditional library service.” She did not
find a relationship between active citizen participation
and information-oriented service policies (a major focus
of her study) though she had assumed that ". . . a new
source of input into the decision-making proecess, citizen
participation, might well be expected to alter ontputs.“zCI
The responses to Robbins' question on "what kinds
of library services had been sugqgested by citizen groups
which the respondent librarian felt the library should not

offer?” included:

Type of Service Frequency

Discussion groups

Local history collection

Referral services

New branch library

Additional deposit stations

Shut-in service

Additional audio-visual materials

Extended hours

Special collections, e.g., musical
scores, dress patterns, puzzles

o~ AR AT RN
.
"

The sparcity of responses to this question seemed

o
(=]
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indicate a lack of demands by citizens for more than tradi-
tional services--and not too much demand for even tradi-

tional services in most cases.

Central Studies
Three studies directly involved the concept of

service orientation as the central focus.22 King surveyed
the attitudes of library school students toward reference
librarians and reference service. She used a personal
background questionnaire and an attitude survey to collect
data which she submitted to factor analysis; the analysis
resulted in a five factor solution including the factors
of status, sex role, job content, job commitment, and per-
sonality. These factors influenced attitudes toward the
reference librarians and library information service. King
concluded that

the factors or components of the attitude found in this

study seem to fit the characteristics of the female

semi~professional rather than [support] the more gen-

eral [job satisfaction]|, motivation-hygiene theory [of

Herzbergqg) .23
She theorized that the components of the attitude being
measured would conform to Herzberg's theory of job satis-

faction.24

Her "job content" factor implied a professional
job which would reguire certain skills, knowledge, and

independence of action; while the professional "job commit-
ment" factor implied a greater emphasis on client~informa-
tion interface rather than a commitment to library adminis-

tration. The "job commitment®™ factor seemed most directly
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related to a scrvice oricentation. The most significant
differences in scores werc found for the factors of sex
role, followed by (in descending order of importance)
status, outgoing personality, job content, and job commit-
ment. This indicated that the job commitment factor did
not show "significant differences" in sBcores amonqg the
respondents--indicating some degree of consensus on this
item.

Utilizing a conceptual, sociological theory of pro-
fessions, Scheide investigated professional perceptions of
academic librarians and library school students. Through a
questionnaire, he surveyed the perceptions of the respon-
dents about the three core traits of professionalism: Body
of Enowledge, Service Orientation, and Autonomy. He found
that the respondents as a whole ranked the Service Orienta-
tion characteristic [(as postulated in the study) most evi~
dent in practice, and the Body of XKnowledge least evident,
However, the student sample, when considered as a separate
group, placed Body of Knowledge above Service Orientation
as most evident. Scheide tried to ascertain whether stu-
dents view professionalism differently from experienced
academic library practitioners. Among the demographic
variables which influenced viewpoints toward professional
characteristics, professional association activities proved
to be the best identifiers of differences in attitude
toward both Body of Knowledge and Service Orientation,

though not of Autonomy. He concluded, ". . . Practitioners
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involved with associations differed strongly about those
professional matters."25

Within the practitioner group, Scheide found that
as the age level rose, these lihrarians increasingly
accepted the major professicnal characteoristies. Prior
work experience did influence attitudes of acreptance
toward professionalism, also. Those who had prior cxperi-
ence only in a library setting or with ne experience pre-
sented the least acceptance of the professional concepts.

In the Scheide study; practitioners and students
agreed on three items of service orientation which they
thought desirable:

1. To gain acceptance as professionals each librarian
as an individual should:
. . . show his concern for competence in library

work by helping to set educational standards for
librarianship.

2. . . . accept responsibility for getting appropriate
custodial care for library materials entrusted to
him.

1. Also, to gain acceptance as professionals, librarians
as a group should:

. . . regulate practices of individwval librarians
with a code of ecthics formulated by a majority of
the librarians themselves.26
The respondents also agreed that when a librarian’s own
interests conflict with service to patrons, most librarians
no leonger feel that service to the patron rust come first.z?
Items which received differences in responses from the two
groups included: the desire to serve society is reflected

by those preofessicnal librarians who accept relatively low

salaries to stay in library work, and the librarians'
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willingness to continue in long library carcers is an indi-
cator of scrvico.za

Scheide suggested that based on the conclusions of
his study, further work on the service orientation is
necessary; that a statement of the service librarians
willingly support and uphold as compared with the service
orientation proposed by students of occupations needs to
be investigated. A view of the clients' definition of
service is suggested as a related investigation. He also
suggested further investigation to ascertain librarians’
psychological attitudes toward knowledge and community
services as values,

The only study exclusively concerned with service
orientation was done by Adair. He ccompared the Librarian
Scale of the Adjective Check List (a standardized person-
ality test}29 and the Librarian Scale of the California
Perscnality Inventory {CPI)3G in terms of discrimination
between the "service-oriented” and "non-service-oriented”
library school students. The Scale cf the Adjective Check
List failed to discriminate, but the CPI scale was suc-
cessful in such discrimination. Adair concluded that, with
further validation, this scale should be successful in dis-
tinguishing between the two types of librarians. His
recommendation was that the Librarian Scale for the CPI
be used, along with other criteria, as an aid in selecting
students for library schools as well as the placement of

graduates in positions in the field.
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The most helpful part of Adair's study for the
current investigation is his process of defining service
orientation. 1In identifying criterion groups of librarians
who exhibited a high degree of service orientation, Adair
used the following definition:

A perscn who fits this category would be actively
interested in people and their research projects, be
imaginative and persistent, be able to cormunicate with
the user in an effective way, and be willing to gear
the library's services to the neceds of the patron. He
should be capable of seeing the library as a totality
rather than as merely a collection of particular
departments such as acquisitions, cataloging, circula-
tion, or reference ._. . be the person whom you would
most want to employ.3l

A person identified as a leader in the field who Adair
thought highly of as a service-oriented librarian, Doralyn
Hickey, secured the help of sixty-seven practicing librar-
ians who in responding to the Adjective Check List gave
pictures of both service-oriented librarians and nonservice-
oriented librarians.

Service-Oriented Librarian, A librarian who, in
viewing his profession, secs beyond the day to day
functions of his assignment and discerns good for the
many rather than for the few, would tend to be active,
energetic, enthusiastic, imaginative, and confident.
In his own particular position, he would be alert,
efficient, capable, dependable, industrious, practical,
thorough, and enterprising. As he deals with fellow
workers and the public at large, he would be calm,
cheerful, helpful, kind, tactful, warm, pleasant, con-
siderate, cooperative, sincere, understanding, out-
going, and sympathetic. 1n general this person could
be described as conscientious, patient, reasonable,
organized, stable, healthy, and attractive.

Non-Service-Oriented Librarian. Upon examination
of the cateqory "non-service-oriented” it was discov-
ered that two dimensions rather than cone were included:
more specifically, an aggressive dimensicn and a sub-
missive dimension. Some adjectives, however, seemed
to be applicable to both types. When describing the
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aggressive dimension, the person was found to be sar-

castic, unkind, impatient, nagging, obnoxious, argumen-

tative, intolerant, opinionated, bossy, and arrogant.

On the other hand, a submissive person was likely to be

irresponsible, careless, lazy, aloof, apathetic, indif-

ferent, forgetful, and dull. Adjectives, typically
used with both dimensions were resentful, self-centered,
complaining, immature, moody, unfriendly, {with] inter-
ests--narrow, and rigid,32
Adair found that in forming these definitions, that service
orientation seemed to cluster around the following three
dimensions:

1. The librarian's view of his profession which
included such adjectives as "active" and "enthusi-
astic."”

2. The librarian's view of his position which included
such adjectives as "alert," "industrious," =n4
"efficient."

3. The librarian's view of his fellow workers and the
public which included such adjectives as "cheerful,”
"helpful,” "kind," “tactful," and “"warm."33

Adair treats service orientation as a profile of personal-
ity traits. His definition of the concept came from the
responses of sixty-seven practicing librarians predomi-
nantly from academic library backgrounds. There is no
assurance that this group represents practicing librarians

nor that the group was truly a criterion group.

Summary
In the current chapter, research has been examined
in the areas of: the individual characteristics of librar-
jans (personality traits, interests, attitudes, and values);
the evaluation of librarianship as a profession; and the

concept of service.
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Generally, the studies about librarians show a pro-
file of librarians including the following traits: submis-
siveness, a lack of confidence, being conservative, con-
forming, a lack of initiative, a lack of leadership traits,
and a classification of "feminine.™ Attitudinally, the
studies have shown librarians to be: nonauthoritarian,
noninnovative, more “aesthetic® and "theoretical"™ than
"political" or "economic”™ in terms of value structures,
and more "intrinsie" than "extrinsic" in terms of rewards,
Many of the studies reviewed made use of standardized
tests, especially the Allport-Vernon Study of Values.,

The studies which concerned librarianship and pro-
fessionalism focused on particular aspects such as job
commitment, commitment to the field, and professional
development, in contrast to studies of professionalism in
other fields which seem to emphasize the whole process of
professionalism. Both the librarian group of studies and
another group, which deals more directly with the concept
of service orientation, disregard meaningful operational
definitions of service which would be useful to other
investigators. This makes comparison among studies dif-
ficult. The service orientation studies seem to raise
more questions than they answer, and some are methodologi-
cally questionable.

The review of these areas points to the need for
the current investigation. Service orientation has not

been defined sufficiently for adequate measurement; for
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this reason, this study will attempt operationally to
define service for the library fiecld.

The current investigation is gquite different from
the Adair study in purposively eliciting a definition of
service orientation from three subsets of the library pro-
fession. Comparing their perceptions on service orienta-
tion gleaned from their reactions to a broad set of items
representing beliefs and behaviors about service should
result in a definition eof service representing the diverse
groups within the field. It is equally important in the
current study to test particular types of service espoused
in the literature. These three ideal types of service were
explained in chapter I. The idea of beginning with a set
definition of service, as Adair had done, was initially
rejected for the current study, due to the ambiguity and
lack of agreement on the concept existing in the literature
of the field. Previous research studies except for the one
by Adair made an assumption about the definition in terms
of specific measuring instruments; this also was rejected.
The conceptualization of service orientation is the main
focus of the current study. The specific belief and behav-
ior statements used in the study should be easier for
respondents to contend with in a more realistic way, as
well as to avoid possible bias in transparently "good" and
"had" terms or adjectives. 1In being forced to choose
between items (by the ranking process), respondents will

be assessing service in a more "real life" process.
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The current study will attempt to study several of
the areas that Scheide has outlined, especially the com-
parison of the definition of service of librarians with
that of the "ideal service orientation™ of the profes-

sions (traditional-professional model).
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CHAPTER 1V
DESIGN OF THE STUDY

Objectives of the Study

This investigation had two major and related chjec-
tives: (1) to explore the concept of service orientation
and (2) to develop a methodology for measuring the concept.
The first objective was accomplished within the theoretical
framework of the sociology of professions as delineated in
chapter II. Three ideal types of service orientation had
been identified: Traditicnal-Professional Type, the Semi-
professional Type, and the Open-Systems Type. These three
types were tested with sample groups that included: 1library
school studenis, practitioners in the field, and leaders of
the major library professional association--the American
Library Association. The responses of these groups were
examined for the type of service orientation and for the
degree of consensus within the group as well as between the

three groups.

Questions to RBe Tested

In an exploratory and methodological study, formal
hypotheses are not necessary nor often even possible; how-

ever, in the following section, questions are raised which
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have guided the development of the study.

1. What is the meaning of the concept, service
orientation, within the framework of the library and infor-
mation services field?

Is service orientation viewed differently by
library school students, practitioners, and by leaders in
the profession, or is there consensus among the groups?

2. Are there elements of service orientation which
are delineated by the consensual items, which form a defi-
nition of the concept?

3. 1s service crientation considered an important
concept on a scale of work values within the sample groups
tested?

4, Are there major differences (intergroup and
intragroup) among the sample groups in relationship to sex,
age, marital status, library experience, specialization,
and professional involvement? Do these variables seem to

be related to the type or degree of service orientation?

Variables
The current study has been involved in the measure-
ment of the construct, service orientation. An assessment
of the perceptions of the three library groups clarified
the meaning of the concept. Though the study was primarily
concerned with this construct which served as the dependent
variable, certain other variables were also examined to

explore possible relationships. These independent
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variables, which might affect a particular respondent's
reactions on the construct, include: the demographic
variables of age, sex, marital status, library experience
(both yecars of experience and experience type), and current
position; and the attitudinal variables of professional
involvement, specialization, and type of library. In addi-
tion, the work values of each of the sample groups were
assessed, in order to ascertain the importance of service

as a work value,

Population and Sampling

The population being investigated was the member-
ship of the library and information services field. Three
subgroups of the field's membership comprised the samples:
library school students, library practitioners, and library
leaders. The samples were purposively rather than randomly
selected from the population as appropriate to the problem.
The library school students were students at Rutgers Gradu-
ate School of Library Bervice entering during the Fall of
1974 (N = 99). The practitioner group was randomly
selected from a list of all Rutgers graduates of the
years 1970 (N = 169), 1971 (N = 167), and 1972 (N = 160).
Experience ranged from two years to four years for this
group which was considered the beginning practitioner.

From this total group of 496 graduates, a random sample
of one hundred graduates was chosen (through the use of

a computer program for random numbers), with the resulting
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sample sizes for ecach graduating class: 36 (1970), 31
{1971), 33 (1972). Approxirately 25 percent of the Rutgers
Library School classes during those years were students
interested in school librarianship. To check on the repre-
sentativencss of the chosen sample to the particular
Library School classes of those years, the number of school
librarians (students selecting this specialization) was
ascertained. The number of school librarians was twenty-
four out of the one hundred (24 percent) in that category,
a match with the "real"™ proportion, Computer lists of
addresses were available from alumni records on these
former students.

The library profession's leaders were chosen from
two sources: officers of the American Library Association
(presidents of ALA) of the last five years, all divisional
presidents for the same five-year period, and from those
receiving awards from the American Library Association
during the last five years. The awards were essentially
service awards or awards for “"contribution to the field"
(within different specialized areas such as reference,
cataloging and classification, and service to youth).
Awards included and the purpose of each award are listed
in appendix C. The list of ALA divisions is included in
appendix D. Questions could be raised about the suitabil-
ity of choosing leaders of the field from only the ALA.

The main justification for this is that it is the largest

and most all-inclusive organization of the field, Officers



of the divisions and award winners d¢ represent people who
are also active in other organigations. For example, those
in Information Science and hutomation Division (ISAD) are
often also members of the American Society for Information
Sclence {(ABIS):; those in the American Association of School
Librarians Division (AASL), members of the Association for
Educational Communications and Technology (AECT); and mem-—
bers of both the Reference and AdQult Services Division
(RASD] and Resources and Technical Services Division (RTSD}
also membears of the Special Libraries Association. Because
of the divisional structure of the ALA, it is also possible
to insure the inclusion of most of the major practitioner
groups within the field such as information scientistsy
achocl, public, and academic librarians: library educators:
library administrators, peqple working within state librar-
ies, etc. The approximately egual representation of these
groups seemed more important for this study than the actual
number of each of the groups in the real population, It is
fully recognized that generalizability of the data from
these samples to the general population ¢f the library
field i= limited. However, the exploratory nature of the
study in beginning to define and measure a construct allows

thia sampling approach. !
i

Research Techniques and Instrumentation

Initial Pretest
During the week of April 21-25, 1975, a pretest of

an initial guestionnaire instrument designed to assess the
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concept of service orlentation was administered. The pro-
test group included: 19 faculty (7 responding), 12 doc-
toral students (8 responding), and 6 M,L.5, studonts (2
responding) at the Graduate School of Library Service at
Rutgers--The State University; plus 3 practitioners in
nearby academic libraries (2 responding). The gquestion-
naire was an eighty-five item, Likert-like instrument with
a scale of seven choices (one to seven) ranging from posi-
tive to negative. The rxespondents were asked to respond
to the items in terms of the question--what concept of
gervice do you think should motivate the librarians and
information workers of this generation? The results of
the protest served a very useful purpose--it elearly indi=
cated that the instrument was unacceptable for the current
study. Criticisms from respondents included: a general
reaction to the guestionnaire technique itself--what,
another gquestionnaire? toc specific comments such as "the
items are ambiguous,” “"these items are redundant,” "they
are apparent,® and "how is this related to service crien-
tation?" Response sets were obvious with most loadings on
the more positive poles. The instrument did not allow, or
more importantly, force, respondents to rank items of
importance. The length of the instrument (a total of
eighty-five items) was also found objectionable. The
emotional reactions to the instrument revealed that the
concept of service orientation is "somewhat like mother-

hood"--everyone feels they know what it 1is and is not--
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even though the respondents gencrally do not agree with
each other. Though everyone agreed that service orienta-
tion is "good," it was also shown to be a nebulous, all-
encompassing concept,

From a preliminary data analysis effort and further
discussion of the instrument, it became apparent that an
instrument was needed that would force respondents to rank

items in terms of priorities.

Selection and Formation of Items

The current study involved the collection of a pool
of items:-concerning the concept of service orientation.
These items were selected from several sources:

1. The literature about service orientation as a
characteristic of the professions from the writings of the
sociologist William Goode.)

2. The literature about service orientation as a
characteristic of the semiprofessions from the socioclogists
Amitai Etzioni and Richard and Ida Simpson.2

3. The writings about characteristics of the library
field as it relates to the process of professionalism by
William Goode, Paul Wasserman and Mary Lee Bundy, L. C.
DeWeese, Gardner Hanks and C. James Schmidt, and others.3

4. The opinions, comments, and reactions of Rutgers
Library School faculty, doctoral students, and master
students, as well as their responses to several pretests

of the items.
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Three working definitions or ideal types of scrvice orlen-
tation were prescnted in chapter I: the Traditlonal-
Profesaional Type, the Scmiprofessional Type, and the
Open-Systems Type. From each of these definitions, par-
ticular statcments concerning beliefs and behaviors of
service orientation were formed. The fifty-four statements
categorized under each of the three ideal types and the

fourth untyped category are listed in appendix F.

Q-Methodology

A technigue known as the Q-sorts scemed uniguely
suited to the purposes and needs of the current investiga-
tion. The technique would allow the ranking of all of the
itemg finally selected for inclusion. An analysis of the
O-sort data by factor analysis would parsimoniously prescont
the results by illuminating any patterns evident in the
sorts of the respondents. It is possible to build into a
Q-sort, i.e., structure the sort, the theofetical defini-
tions posited as ideal types allowing the investigation to
determine the match between these ideal types and the fac-
tor types formed by the empirical data.

The Q-sorts technigue has been widely used in
research in psycholegy and communication. @g-methodclogy
is a general name used by William stephenson4 to express
a group of psychometric and statistical procedures he
developed. Q-technigque is a set of procedures used in

the implementation of Q-nmethodology involving:
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« « «» particularly the sorting of decks of cards called
Q-sorts and the correlations among the responses of
different individuals to the Q-sorts . . . a scophisti-
cated form of rank-ordering ohjects and then assigning
numerals to subsets of the objects for statistical
purposes,5

Though appendix H will present a more detailed overview of

Q-methodoleqgy, important aspects will also be presented as

the procedures used in the current study are discussed.

In the current study, the set of objects to be
ranked (the Q-sorting) are the written statements developed
from the definitions of the ideal types. The statements
and the directions which form the Q-sort are found in
appendix E. According to Kerlinger, "sorting instructions
and the objects sorted vary with the purposes of the
research.'6 Respondents in the current study reacted to
a hypothetical situation presented in the directions by
ranking the belief and behavioral statements describing
the "service-oriented" person most desired for the particu-
lar job description given,

For statistical stability and reliability, the

number of cards in a Q distribution should probably
be not less than 60 (40 or 50 in some rare cases) nor
more than 140, in most cases no more than 100.7
The set of items is always sorted according to some cri-
terion. For this study, a set of fifty-four items was
finally selected from a much larger pool of items, by the
results of several pretests of the items. Though the Q
distribution is a matter of choice, the nor:al or quasi-

normal forced distribution as used in this study provides

more statistical advantages. Many of the more sophisticated
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statistical procedures and all paramctric statistics are
based on the assumption of a normal distribution. The
forced distribution in this case forces the normal dis-
tribution, making all the means and standard devialions

the same.

Q-sort pretest

A pretest of an initial Q-sorts instrument was
administered on April 29, 1975, to a research methodology
class at Rutgers. Seventeen students including M.L.S.
students, sixth-year students, and continuing education
students (with library experience) participated in the
pretest. A discussion of the technique, reactions and
comments on the instruments, and a visuval (but not com-
plete) analysis of the data formed the basis of a revision
of the instrument. Students were observed during the expe-
rience in terms of problems with directions, space and time
allotments, and any general frustrations as well as lack of
interest in the process. The hypothetical situation pre-
sented to the respondents as the background for their
responses was revised due to some confusion on the part
of the respondents. There was some misunderstanding
between the object of the service orientation--the library
or the librarian. The revision of the situation reflected

that the object was the librarian.

Changes in the instrument included: elimination of

six of the initial sixty statements, making a new group of
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fifty-four statements; cutting two categories of the eleven
original sorting categories, making a new sct of ninc cate-
gories; rewording several statements where confusion or
ambiguity was indicated by the respondents; and revision

of the directions for further eclarity and to resolve tech-
nical problems., A copy of the Q-5ort Scrvice Instrument
developed for the current investigation can be found in
appendix E.

Following thi=s pretest, an analysis of the data
using the QUANAL computer program for Q-data was under-
taken, in order to hecome familiar with the program and to
work out any problems with it in terms of the particular
data collected. The factor analysis of the pretest data
indicated a one factor solution, with a high degree of con-
gensus on service orientation on the part of the student
respondents. The results "made sense" in terms of the
homogeneity expected of a group of library science students
taking a rescarch course. In such a onc factor solution,
the program terminates in terms of not giving any further
information such as item agreement and disagreement, and

g0 forth. .

Values Instrument
The importance of the service concept ag a value of
the library and information field was assessed through a
Work Values Instrument. Initial consideration was given

to using the Rokeach Value Survey,8 discussed in chapter II.
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This instrument was rejected since it was designed to mea-
sure general values and the current study was only con-
cerned with values connected with work. A more acceptable
values instrument was found in a survey of measures of
occupational attitudcs.9 the Rosenberg Occupational Values

Instrument, also briefly discussed in chapter 11.

Pretest of the work values instrument

A pretest of two variant forms of the Rosenberg

Instrumentlo

took place during the week of April 21-25,
1975. The two instruments were given to groups including:
19 faculty members, 12 Ph.D. students, and 6 M.L.S. stu-
dents of the Graduate School of Library Service at Rutgers
University, as well as 3 practitioners from an academic
library setting, and 2 practitioners from a public library
setting, Returns were received from 7 faculty, 8 Ph.D.
gtudents, 2 M.L.S. students, as well as 2 practitioners.

After completion of the two instruments, respon-
dents were also asked to comment on the instrument with
which they felt most comfortable. It was clear from these
results which Rosenberg instrument was preferred, better
served the purpose in terms of the specific items, and was
the simpler of the two to complete--an important factor in
terms of the complexity and time frame of the other instru-
ment being administered, the Q-Sorts Instrument.

However, on the basis of the pretest, it was

decided to drop two of Rosenberq's items: "provide me with
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adventure" and “"leave me relatively free of supervision by
othersa™; and add two items: "a sense of accomplishment by
contributing to society" [from Rokeach's Value Survey) and
"oommitment to a profesgion” which seemed important to this
study. It was expected that those respondents placing
either of these last two items high in terms of importance
would be more altruistic and career involved. Both the
first of these two items as well as one included from
Rosenberg's original items--"an opportunity to be helpful
to others"--would seem to indicate the service orientation
value. A copy of the Work Values Instrument used in the

current investigation can be found in appendix E.

Data Analysis Plan

There were three different sets of data collected
in this particular study: data collected with the Q-sorts,
Service Orientation Instrument; the demographic and atti-
tudinal data from the Background Sheet; and the data on
valves from the Work Values Instrument. Fach set of data
was analyzed separately and with different statistical pro-
cedures; these will be described in detail in the follow-~

ing section.

Q-Sorts Data
Q-methodology includes a particular factor analysis
procedure. According to Rummel, factor analysis
can be applied in order to explore a content area,

structure a domain, map unknown concepts, classify
or reduce data, illuminate casual nexuses, Screen or
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transform data, define relationships, test hypotheses,

formulate theories, control variables, or make infer-

ences,
These are overlapping usages which can be related to
aspects of scientific method: induction and deduction;
description and inference; causation, explanation, and
classification; and theory. Primarily, the current rescarch
is involved with classification and description. Factor
analysis is being used as a tool for developing an empiri-
cal typology of service orientation. Patterns of types of
people result, each pattern representing the way that a
group of people feels about the concept. Also, in the cur-
rent study, factor analysis was used to "test theory" by
the deductive approach; several dimensions (types of ser-
vice orientation) have been hypothesized from the litera-
ture--a factor analysis of the data determines if the
dimensions emerge, As a further test of the theoretical
types, the data were factor analyzed providing a check on
the match of the empirical data to the theoretical types.

A factor analysis always involves coefficients of

correlation among the variables as the patterns discovered
by a factor analysis consist of those variables highly
intercorrelated-lz In O-analysis, a correlation matrix
igs used in which the columns are persons and the rows are
statements in contrast to the R-methodology (the usual
factor analysis procedure) which uses correlations between
tests (or items of a test) in which the columns are items

and the rows are people. The correlation of persons takes
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into account the fact that an individual is ranking his
preferences among a variety of alternatives, The data in
the correclation matrix have been standardized by reducing
the raw data in terms of the same mean and standard devi-
ation.
When a matrix of raw data is standardized along both
the rows and columns, it is called a doubly-centered
matrix. The practical nocessity for using a doubly-
centered matrix in performing O factor analysis is that
it converts heterogencous R measurements for factors
into a form amenable to measuring “the individual's
abilities about the mean of his abilities,"13

In Q analysis the factor scores are the important
focus; these are the scores attained by a statement in a
given factor dimension. In other words, which statement
received the most weight compared with others for a given
factor? A number of persons may be loaded on a particular
factor because the pattern of response to the different
statements has tended to be identical in some manner. The
pattern of staterment arrangement is different across the
factor dimensions. The statistical task is to distinguish
significantly different statement arrangements for each of
the factors.

A computer program, QUANAL, was used in the current
investigation for analysis of the Q-sort data. This pro-
gram was developed by Van Tuberqenl4 of the Mass Communi-
cation Research Bureau of the School of Journalism at the
University of Iowa. QUANAL was designed primarily for use
with Q studies, as an extended factoring program. Provid-

ing a single-execution method for handling all phases of
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the Q analysis as developed by Stevenson, it is a multi-
phase program which allows data manipulation, correlation,
principal components factoring, orthogonal or obligque rota-
tion to simple structure, and a summary procedure called
WRAP which in @ analysis indicates the response patterns

of the different types of people to the items,

In terms of statistical procedures, the program
involves the computation of Pearson product-moment corre-
lations of each person's responses with each other per-
son's responses, and then a factor analysis of these cor-
relations resulting in a particular factor solution. Each
factor represents a pattern of responses of the partici-
pants to the total pool of items. The specific steps
involved in the factor analysis procedure using QUANAL can
be found in appendix H. The three samples in this study--
the student group, the practitioner group, and the leader
group--which represented subsets of the field at large,
were each analyzed as a group in terms of intragroup
(1) similarities, differences, and consensus on the concept
of service orientation, and (2) how each of the three
groups fit into the three ideal types. Finally, the sub-
samples, thirty respondents from each group selected ran-
domly, were analyzed by the QUANAL program as a combined
group in order to ascertain (1) similarities, differences,
and consensus on the concept of service orientation between

the three groups (intergroup differences), and (2) how the

library group as a whole fits into the three ideal-types
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scheme, This composite sample was randomly selected from
each group equally for a total of 90 respondents. Thirty
students and 30 practitioners were selected randomly for
the combined sample uwsing a table of random numbers. The
leader group remained stratified by division, presidential
group, and award winners. Two members were randomly
selected from each ot the 12 divisions, plus 2 from the
presidential group and 4 from the 7 awards groups provid-

ing the total group of 30 leaders.

Background Data

The data obtained from the Background Sheet repre-
sented the independent variables: the demographic vari-
ables of age, sex, marital status, library experience, and
current library position; along with the attitudinal vari-
ables of professional involvement, specialization, and type
of library. These data were analyzed by the Crosstabs sub-
program of the Statistical Package for the Social Sciences
fspss)l5 for the purpose of showing significant relation-
ships of these independent variables with the dependent
variable of service orientation. Percentage figures were

reported, along with frequency distributions.

Work Values Data
The data from the Work Values Instrument weire ana-
1lyzed by another subprogram of SPSS, named Codebook.l6
This program provides fregquency distributions, means,

medians, modes, measurements of kurtosis and skewness,
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standard errors, standard deviations, variances, as well as
minimums, maximums, and ranges. The medians were utilized
for ranking the items in composite scores, allowing a com-
posite ranking within each of the sample groups (leaders,
students, and practitioners) as well as a composite rankirg

of all of the three groups of each of the value items.

Testing the Theoretical Types

As a part of the process of analyzing the concept
of service orientation, the data on each of the individual
types of service orientation were separately submitted to
a factor analysis to determine the match of the empirical
data with the theoretical ideal types of service orienta-
tion (Traditional-Professional Model, Semiprofessional
Model, and the Open-Systems Model). This process some-
times referred to as a confirmatory factor analytic proce-
dure involved deriving the significant items from each of
the types (those items on that series of factors that load
significantly). Those items not loading significantly were
deleted from that subscale (representing a particular type
of service orientation). All of the untyped items, Type 4,
were submitted in each of the other three factor analyses.
The final step to this procedure was the submission of the
remaining items (those loading significantly) to another
final anpalysis. These final items were those that empiri-
cally formed a pattern of service orientation. Further

research using these items will be needed, however, for
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verification because & large number of respondents is
needed to build adequately a new scale of service orienta-
tion, This was not possible within the main purpose of
this particular study.

The 19 items of idcal Type 1, 11 items of ideal
Type 2, and the 13 items of ideal Type 3 were submitted to
the separate analyses. The 11 untyped items were included
within each of the other types. The cut-off loading magni-
tude was arbitrarily decided to he + or - .40. In order
to perform a factor analysis of these items, the previous
data matripx had to be inverted frem a Q-data set of vari-
ables to a R-data set of items. This was dene through a
computor data transformation program. The Statistical
Package for the Social Science {SPSS)I7 computer prograrm,
subprogram Factor Analysis, was used for the process of
building new =cales as that program is set up tc handle
R data more easily than the QUANAL program. The program
limit of 116 variables in the QUANAL program does not
allow for the 203 cases which needed to be analyzed. All
of the responses of the 74 students, the 69 leaders, and
the 60 practitioners were included in this part of the

analysis,

Assumptions and Limitations

The major assumptions ¢f the study pertain to
service orientation as a general concept in the sociclogy

of professions, to the sccilalizatien into a profession
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proceas, and to the professionalization procesa.

1t 13 sspumed for the purposes of the study that
there is such a process as socialization intc a profession
and that students during library school and practitioncrs
during the first few years of their practice undergo this
process.

The prolonged occupation of any role in a social system
affects the individual's thinking, feeling, and behav-
ior . . . role-playing can change . . . an organism
.« « » just to speak the part may change our attitudes
and opinien. . . . The personal service professional may
only go through the moticns and repeat certain verbal
formulae which he has learnt to regard as near-automatic
responses as cues not only to the client but also to
the professional practiticner.l®
In other words, 1if the professiotial expresses the attitudes
and values to the client, even though not really believing
it fully, he will gradually come to accept those values of
the professional role. For this reason, it is valuable to
look at the concept of service orientation from the per-
spectivas of students, practitioners (relatively new to the
profession), and leaders [generally more experienced in the
profession).

It is also assumed for the purposes of this study
that service orientation is a positive ideology for the
library profession. The collective value of service orien-
tation {in Goode's terms) is a positive element within an
occupation which is classified as a service, helping, or
person profession. An occupation holding such a value is
a more professional occupation in the sense that it shares

one wvital attribute or characteristic of the professions
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However, contrary to several other studies such as

that of Schuidﬁ,19

the assumption is not being made in this
study that professionalization in the traditional model
sense is desirable. This investigator agrees with the
critics of the library profession (Wasserman and Bundy,
William Goode, DeWeese, and others) that the library field
needs to be improved both in its image of itself and its
image to the cutside world. However, the direction this
change should follow is not clear-cut in terms of the
current theory of professionalization.

Another assumption for this study has been clearly
stated by Rosenberg:

American occupational structure provides an opportunity
for an individual to find an occupation which suits his
values and needs, although it is not readily known
whether this will satisfy him.20
It is assumed that occupational values as well as other
value corientations can be measured, as Rosenberg and others
have done.

It should be recognized that an exploratory and
methodological study has certain limitations due to the
focus of the study. The purpesive rather than purely ran-
dom sampling in this study precludes generalization con-
cerning the results to the total library field population.
Also, due to the lack of valid hypotheses concerning the
concept of service orientation, it was not possible to
begin the study with an operational definition of the

concept but rather to formulate a definition based on
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results of the study. Future research will be needed to
further validate the particular items relating to service
orientation, and a refinement of the scale will be neces-

sary with other groups within the field,

Summary
Two major objectives have been presented as the
basis of the current investigation:

1. to explore the concept of service orientation,
and

2. to develop a methodology for measuring the
concept.

Service orientation has been defined in several ways
through the three ideal types presented: the Traditional-
Professional Type, the Semiprofessional Type, the Open-
Systems Type, ard the untyped items forming a fourth type.
Three samples of the library field population were drawn
including: library school students (N = 99), practitioners
in the field (% = 100), and leaders of the major profes-
sional association, the American Library Association (N =
56) .

Questions guiding the course of this study have
been raised; the major concern was with the type of service
orientation perceived important to the groups delineated,
as well as with the degree of consensus both between the
three sample groups and within each sample group, Atti-
tudinal and demographic variables were examined to form

tentative hypotheses about possible relationships to
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service orientation. Service orientation as a work value
among several other work valuces was assessed with each of
the respondents.

Within the general framework of Q-methodology,
service orientation was measured by a Q-sorts technique and
the data were analyzed by factor analysis. An adapted form
of the Rosenberqg Work Values Instrument was used to deter-
mine the importance of service orientation as a work value.
Demographic and attitudinal data were gathered by a short
questionnaire. Pretests helped to establish the appropri-
ate instruments, and te improve the items used in the
Q-sorts instrument.

A test 0of the ideal, theoretical types was
attempted to determine the match of the empirical data
with these types. This served as the initial effort in
building a scale or series of scales on service orienta-

tion.
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CHAPTER V
DATA COLLECTION

The preceding chapter outlined the methods to be
used in the current study including the specific instru-
mentation and data analysis plan. This chapter will sum-
marize the data collection procedures. The response rate

will also be examined.

Student Group

The administration of the Q-Sorts Service Orien-
tation Instrument and the Work Values Instrument to the
group of ninety-nine students was done through class dis-
tribution, during the weeks of May 12 to May 23, 1975.

The material was either distributed by the instructor of
the course or by the researcher. Two cover letters were
included with the instruments; one from the researcher,
and the other from the Dean of the Library School, encour-
aging the students to participate in the study. Copies of
the cover letters are found in appendix G, examples 1 and
2. Due to the timing of the research at the end of the
school term, students were instructed to return material
to the next class session or to mail the instruments when

they had had time to complete them.
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The initial response rate was 31 percent, a total
of twenty-seven returns. Late in May, a student follow-up
was done by mail in the form of a postcard which was writ-
ten by longhand. A third follow-up was done by mail or by
distribution during classes for those students in summer
school; this was a typed letter to each of the nonrespon-
dents. By the end of July, an 83 percent response rate was
achieved; and shortly thereafter in August, a total of
seventy-four returns had been received, and an adjusted
response rate of B5 percent. Some personal telephone calls

had been made in the interim.

Leader Group

The packets of materials to the ninety leaders were
mailed during the first two weeks of June by third class
mail. A cover letter was signed by both the researcher and
Professor Mary V. Gaver, a member of the committee, former
faculty member at Rutgers, a well-known leader in the field,
and a former ALA president {see appendix G for a copy of
the cover letter). A follow-up was planned during the ALA
Annval Conference during the first week of Juliy. However,
as many of these respondents would be busy participating in
the preparations for the ALA conference, it was expected
that the initial leader response rate would be low.

During the ALA conference, follow-up letters were
put in the mail services of the various hotels of the con-

ference. An attempt was made to personally meet many of
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the respondents and to ask for their help in the study.
The letters for those not attending the conference were
sent by mail upon return from the ALA conference (see
appendix G for a copy of this letter, example 4). Two
persons attendirg ALA had indicated that they had not
received the initial packets, and new packets were given
to them. A third follow-up letter was sent to the leader
group on Rugust 1, requesting all returns by the end of
August [see appendix G, example 5). For several packets
returned due to wrong addresses, a second mailing was done.
Barly in Septerber, sixty-nine returns were received. The

adjusted response rate was 80 percent.

Practitiener Group

As discussed in chapter 1V, a randomly selected
sample of Rutgers M.L.S. graduates formed the practitioner
group. The instruments were mailed to this group the week
of June B-13, 1975, by first class mail. The one hundred
participants ezch received a cover letter co-signed by both
the researcher and Professor Gaver, who is well-known to
Rutgers alumni (see appendix G for a copy of the letter).
With this group, as might be expected, a problem developed
with incorrect addresses. A computer list of addresses had
been secured from the Alumni Office at the University; how-
ever, they were not always up-to-date or accurate. Several
packets were returned due to wrong addresses; in most

cases, a second mailing was done to these people at another
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address. Several of these were eventually returned, as
were several of the follow-up mailings.

A follow-up letter was sent te all the practitioner
nonrespondents early in July. A third follow-up was sent
early in August to about forty nonrespondents. Examples
of both of these letters can he found in appendix G, exam-
ples 7 and 8. Late in September, a total of sixty returns
had been received, making ap adjusted response rate of 67

percent.

Response Rates

The student group (N = 99) had the highest response
rate as might be expected due to the distribution procedure.
Four of the students had been involved in the pretest, and
eight others had withdrawn from school, thus eliminating
twelve students from the study. Out of the potential
eighty-seven student participants, 85 percent or seventy-
four students responded--generally considered an excellent
response rate. Table 4 summarizes the response rates and
the explanation for calculation of an adjusted response
rate.

The leader group {N = 90) had the next highest
response rate. Two leaders were eliminated from the study
due to lack of an address and illness. Of the eighty-eight
possible respondents, 79 percent or seventy leaders
responded. However, one was later found to be unusable

due to the noncompletion of the total instrument, and



TABLE 4

RESPONSES TO THE STUDY INSTRUMENTS

e

e — . W —

s T LT T —

Practi-
Students Leaders .
Response/Nonresponse = 2 tioners
(N=99) {N=90) (N=100)
1 Packets returned/ &
wrong address ] 1 7
2 Partial responses 0 1 0
3 Illness 0 a ! 1
4 Responses received/
too late 0 1 2
5 Involved in protest 4 0 0
6 Students withdrawn
from school B 0 D
7 (Complete) responses 74 70 60
8 Refusal to partici-
pate 2 5 3
9 Adjusted n/
n=n-items 1, 2, 3,
4, 5, and 6 87 B6 90
10 Percent response a5 80 67

NOTE: Total average responSe rate was 77 percent.

8Never sent due to unavailability of address.
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another was received too late to be used. A total of
sixty-nine leader responses were used from a possible total
of eighty-six, or a response rate of 80 percent. Forty-
nine of the respondents had been presidents of ALA or divi-
sions of ALA, and twenty had been award winners. The
response rate was considered well above average for survey
research.

The practitioner group (N = 100) had the greatest
number of wrong addresses and returned packets, a total of
seven. One respondent wrote saying she was too ill to
participate, and two responses were received tooc late to
use. After these ten nonrespondents were eliminated, a
total possible response group of ninety remained. A total
of sixty responses were received, with a 67 percent
response rate.

Even though the possible participants were warned
of the length of time the study would involve, only ten
possible respondents (two students, five leaders, and three
practitioners) wrote, indicating they were not able to
participate due to "lack of time." During the pretest,
the time to complete the instruments ranged from 45 minutes
to 65 minutes, The pretest group did not complete the
Background Data Sheet as did the leaders and practitioners
in the "real situation." The directions accompanying the
instruments stated that the completion time would be

approximately 1 hour.
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CHAFPTER VI
WORK VALUES ANALYSES

In chapter II, the concept of values including work
values was discussed from a conceptual and methodological
point of view. In chapter IV, a description of the pretest
of the work values instruments was presented, and in the
preceding chapter, the actual data collection process
including work values data was outlined. The purpose of
this chapter is to compare the results of the three groups
of respondents' responses to the Work Values Instrument
(see appendix E for Work Values Instrument), as well as to
assess the service indicators. The focus will be on a key
question of concern in the current study--is service orien-
tation considered an important concept on a scale of work
values within the sample groups tested? 1In other words, is
the concept important enough to those in the library field
to place it high in a group of priorities of work values?

Two items of the ten-item instrument were consid-
ered to assess directly the "service ideal” in its most
altruistic and "ideal" sense: "a sense of accomplishment
by contributing to society"” and "an opportunity to be help-
ful to others.™ The first one seems to encompass Goode's

meaning of the Traditional-Professional Type of Service
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while the second one has more the quality of Simpson and
Simpson's Semiprofessional Type of Service. One other item
will be of special interest Lo this study, “"commitment to a
profession,” as it indicates the degree of carcer involve-
ment the person believes is important in a set of work
values.

Each of the separate samples--students, leaders,
and practitioners responses--were coded and submitted to
the SPSS computer program, subprogram Codebook (currently
renamed Frequencies). This progaram computes one-way fre-
qguency distribution tables, i.e., marginals, for discrete or
categorical variables. Several descriptive statistics are
also calculated. The median was chosen as the best statis-
tic descriptive of these data for the specific purpose of
the study. The median figures indicate the midpoint of the
frequency distribution, and best describe the results of
the ranking process. The lower the median (closer teo zero),
the more important the value is to the group; the higher
the median (closer to ten), the less important the value is.
Frequency distributions are not being reported, nor are the
other statistics derived such as the mean, mode, measures
of kurtosis or skewness, minimums, maximums, ranges, stan-
dard errors, nor standard deviations. They would only con-
fuse, and not serve any useful purpose for this study.

Tables 5, 6, and 7 present the composite median
data for the student, leader, and practitioner groups,

respectively.



TABLE 5

WORK VALUES DATA: STURENTS

116

Items S§§g$2?s

Opportunity to use my special abilitice

or aptitudes 2.143°
Opportunity to be helpful to others 2.857
opportunity to work with people rather

than things 3.500
Permit me to be creative/original 4.088
Sense of accomplishment by contributing

to society 4.559%
Chance to exercise leadership 6.654
Commitment to a profession 6.667
Stable, secure future 7.538
Social status and prestige g.0887
Chance to earn a great deal of money 9.286

45cores of each group are expressed as medians.
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WORK VALUES DATA: LEADERS

117

Items %ﬁ:g;fs
Sense of accomplishment by contributing
to society 2.0002
Opportunity to use my special abilities
or aptitudes 2.893
Opportunity to be helpful to others 3.688
Opportunity to work with people rather
than things 4.438
Chance to excrcise leadership 4.769
Permit me to be creative/original 4.875
Commitment to a profession 5.947
Stahle, secure future 7.828
Social status aﬁd prestige 8.850
Chance to earn a great deal of money 1g.400

Ascores of each group are expressed as medians.



TABLE 7

WORK VALUES DATA: PRACTITIONERS

118

Practitioners

Items (N=603
Opport?nity to use my special abilities a
or aptitudes 2.125
gpportunity to be helpful to others 3.250
Sense of accomplishment by contributing
to society 2.87%
Opportunity to work with people rather
than things 4.214
Permit me to be creative/original 4.250
Chance to exercise leadership B.167
Stable, secure future 6.944
Commitment to a profession 7.250
Social status and prestige 8.700
Chance to earn a great deal of money B.4900¢

dgcores of cach group are expressed as medians.
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Student Work Values

Students place "opportunity to use my apecial abil-
ities or aptitudes" as their first choice work value; sec-
ond, however, is an indicator of service-="opportunity to
be helpful to others."™ 1In the middle of the group of ten
items (ranked fifth) is the other indicator of service--
*sense of accomplishment by contributing to society.” They
do not rate “"commitment to a profession" (ranked seventh)
very high, an indicator of career involvement. Overall,
students combine two types of work values~-self-expression

and people-oriented values (based on table 1 presented in

chapter II). They value least the reward-oriented values--
"chance to earn a great deal of money," "social status and

prestige,” and "a stable, secure future.”

Leader Work Values

The leader group places a "sense of accomplishment
by contributing to society" as their first choice work
value; as their second choice, they rank "opportunity to
use my special abilities or aptitudes"--the students' num-
ber one value. Their number one choice is one of the indi-
cators of service; and the other service indicator, "oppor-
tunity to be helpful to others,” is their third choice.
Obviously, the leaders place the service value as a prior-
ity item. ™"Commitment to a profession®™ somewhat surpris-
ingly is in the same position as the student group--seventh

place. Four of their first five choices are people-oriented
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work values; only one--"opportunity to use my special abil-
ities or aptitudes" is a self-expression value. Again, as

in the student group, the reward-oriented values are ranked

lowest.

Practitioner Work Values

The top two ranked choices of the practitioner
group are the same as those of the student group, and the

top choice is a self-expression value. Service indicators,

"opportunity to be helpful to others," is their second
choice; and “sense of accomplishment by contributing to
society” is their third choice, placing the practitioners
right along with the leader group in terms of the impor-
tance of the service concept. It would appear that the
student group, perhaps more concerned with their own devel-
opment and with a more recent career choice, have a some~-
what lower service ideal as a work value. Practitioners
rank “commitment to a profession” even lower than the other

two groups--as their eighth choice.

Composite Ranking of the Groups

Table 8 presents a total summary of the rankings
of the three groups, as well as a composite ranking of
medians of the combined groups. "Opportunity to use my
special abilities or aptitudes" becomes the highest ranked
item in this composite grouping; "opportunity to be helpful
to others,” the second choice; and "sense of accomplishment

by contributing to society,” the third choice. The two
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TABLL 8

WORK VALUES DATA: COMPOSITE OF GROUPS

, s L e AT PR L AT e S P,

Students Leaders Fracti- Compo-

Items ) o tioners s
{N=74} {N=59) (N=6D0) site
Oppoartunity to use my
spacial abilities or 2.143 2.893 2.125 2.387
aptitudes (1)@ (2) {1 (1}
Chance to earn a great 9,286 10,000 8.900 9.395
deal of money {10) (10} (10} (10)
Pormit me to be creative/ 4,088 4.875 4.250  4.404
original (4) {6) (5) (3)
Sense of accomplishment by 4.559 2.000 3.87% 3.478
contributing to society (5} (1) {(3) {3
Chance to exercise leader- 6,654 4.769 6.167 5.863
ship {6} (5) (%) {6}
Opportunity to work with 3.500 4.438 4,214 4.051
people rather than things {3 (4) (1) (4}
Conmmitment to a profession 6.6567 5.947 7.250 6.621
{7) {7} {8} {7)
Qpportunity to be helpful 2,857 3.688 3.250 3.278
to others {2) {3} (2} {2)
Social status and prestige B.887 H.B50 B.700 8.812
(2} {9) {9} {9}
Stable, secure future 7.538 7.828 6.944 7.770
{8} (8 {7} {8}

rhe scores of each group are expressed as medlans.
The number in parenthesos after the medians are composite
ranking scores,
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service indicatora, ", . . helpful to others” and ". ., .
contributing to society," are the secopd and third choices
--an indication that the total group of librarians and
information people being atudied are intercsted in the
service concept for the field. Leadership, however, ranks
sixth--rather low in the total scheme; even the leader
group ranks it as their fifth choice, "Commitment to a
profession” remains seventh in the composite rankings,

again a low ranking.

Summary of the Work Values Results

Both the students and the practitioners rated
"opportunity to use special abilities or aptitudes™ first
in importance and "opportunity to be helpful to others® as
second, The leaders, however, rated a "sense of accom-
plishment by contributing to society" as of most impor-
tance, placed "opportunity to use special abilities . . ."
as their second choice, and "opportunity to be helpful to
others" as their third choice. The results indicate a
somewhat higher emphasis on contributing to society on the
part of the leaders--the more altruistic value listed here.
Students appeared to be the least interested group in con-
tributing to society.

The least valued for all three groups are the

reward-oriented values: "chance to earn a great deal of

money" and “social status and prestige.”

"Commitment to a profession" ranks very low for
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all three groups, with the practitioners ranking it eighth
{out of ten) and the students and leaders ranking it

seventh.

All three groups are definitely in the intrinsic,
people-oriented occupational value complex as defined by
Rosenberg. However, the student and practitioner groups
both rank “opportunity to use special abilities or apti-
tudes" above all others, showing that these two groups are

somewhat more self-expressive than people-oriented as com-

pared with the leader group. Students are least interested
in "contributing to society" of the three groups even
though they do want to be "helpful to others."™ 1t would

seem that service orientation in the altruistic sense is

not as important to them, Two possible influences on this
might be that students are in a self-expressive period and/
or that the student group has not been fully socialized
into the profession.

Generally, the results do scem to support other

studies that the field is people-oriented. However, the

first choice of both the student and practitioner groups
also indicates that their greater interest "in using spe-
cial abilities or aptitudes” than any other work value sup-
ports the Goode definition of service orientation over that
of Simpson and Simpson ("exercising technical skills and
abilities" over "helping others" and especially more than
*working with people™)., Obviously, neither the Goode type

nor the Simpson and Simpson type are clear-cut in this
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profession--perhaps suggesting again the need for a special
definition of the term for this particular field--the main

focus of the current study.



CHAPTER VII
SERVICE ORIENTATION CONCEPT ANALYSES

Before presenting the results of the analysis of

125

the Q-sorts data, some discussion on the raticnale for par-

ticulayr decision making involved in the factor analyses

will be presented. Specifically, the choice of the "best

solution," the conditions for "interpretation of the fac-

tors,™ and the bases for comparison between solutions will

be discussed. More detailed information is presented in

appendix H.

One problem of factor analysis is that

« « « there are many statistically equivalent ways to

define the underlying dimensions of the same set of
data. . . . This indeterminacy in a factor solution
in a way unfortunate because there is no unigue and

is

generally accepted best solution . . . one is left to

choose the best rotational method to arrive at the

terminal solution that satisfies the theoretical and

practical needs of the search problem.
The initial factors extracted (before rotation)

independent from one another; that is, the factors are

are

orthogonal. A choice must be made whether to use ortho-

gonal or oblique rotation after this solution is reached.

Gorsuch has recommended that the varimax sequence (used

the QUANAL program) provides a basis for determining

in
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whether orthogonal or oblique factors are more acceptable:
If the correlations among the oblique factors are negli-
gible, then the varimax solution would be accepted as a
reasonable solution. If the correlations seem signifi-
cant, the obligue solution would be the choice,
Regardless of rotation procedure, the rotation will
attempt to rotate factors so that each variable is loaded
on as few factors as possible, making it a simpler factor.
The simple structure solution is the most parsimonious
solution possible, 1In an orthegonal rotation, a simple
factor is one with only one's and zero's in the column.
Other designated parameters will include: the
request for any number of factors, for a one factor solu-
tion, and for a two factor sclution. FPor as Gorsuch has
explained: "When several rotation procedures have been
applied to the same data, they can be compared on a series
of dimensions.“3
Another decision at the outset will affect the
rotation--specificity of the conditions of the factor anal-
ysis including: the number of factors to be extracted and
rotated, the minimem eigenvalue to be accepted, or reliance
on the default options of the program. In an exploratory
study such as the current investigation, where the theo-
retical domain is not fully explored, it seems more advan-
tageous to wmove heuristically; that is, to first rely on
default options, allowing the program to make decisions on
parameters which are considered the most used and of more

general applicability. Then, the researcher can base
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future decisions on the results of the firsl solution
(result of factor analysis) in terms of number of factors
discovered, percentage of variance accounted for by the
total number of factors, and so forth.

It is important to explain also the rationale at
this point for not using significance tests in the current
study; according to Gorsuch, significance tests do not,
generally, apply to transposed factor analysis, i.e.,

Q analysis.‘

The important determinant of the specific loading

to be accepted, however, is based on Gorsuch's definition

of a salient loading as one

. « « Which is sufficiently high to assume that a rela-
tionship exists between the variable and the factors
.« « + and that the relationship is high enough so that
the variable can aid in interpreting the factor and
vice versa.®
The current investigation will interpret absolute values of
.40 as salient or significant loadings.

In order to understand fully the importance of the
particular factor interpretations resulting from the
present study, a caution put forth by Comrey is presented
below.

Factor interpretation at its best becomes an activity
to be developed over a series of related studies rather
than something to be based solely on a single investi-
gation.®
Consequently, the factor interpretations of this study
need to be tentative, and used as future researchable

hypotheses.
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Reporting the Solutions

Though most factor analysis textbooks recommend
that the correlation matrices be presented in a report of
a particular factor analysis, it has becen decided to
exclude all of them from the report except the results of
the combined group matrices. Due to the large dimensions
of the matrices, it is 'simply not feasible to do so. The
Pearson product-moment correlation method is used in both
the QUANAL and the SPSS computer programs., The matrices
ordinarily presented in the solution (initial factor
matrices, factor score matrices, and so forth) will also
not be presented. The combined group matrices are presented
in appendix I.

Factor analysis of the four groups (students, lead-
ers, practitioners, and the combined samples group) included
several separate solutions which will be presented compara-
tively in the following tables, followed by a comparison of

the best solutions of each of the sample groups.

Student group 0 analysis

Several factor analyses solutions were obtained for
the student Q-sort data. The three different solutions are
presented in table 9, along with the parameters of each
analysis, the percentage of variance accounted for in the
total solution as well as of each of the factors within a
solution, plus the correlations between the factors,

Solution 3 was considered the best solution for the
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student data in terms of the goals of the current study.
FPifty-nine percent of the variance is accounted for in the
one factor solution. 1In a one factor solution, no rotation

is attempted; all of the persons are included in this
factor, and all of the items are consensus items, Table
10 lists the most accepted items and the most rejected
items of the one factor solution, with + or - 1.00 being
the cutoff point for listed items.

This student type can be characterized as: aware
of the need for interpersonal and communication skills,
open and people-oriented, community-user-criented, flexi-
ble, and as one who will probe reference questions as well
as work to insure that the information is accurate. Though
this is a combination of primarily ideal Type 3 (4 items)
and ideal Type 2 (3 items), one ideal Type 1 item and one
Type 4 (untyped) item are also included in the "most
accepted” items. In terms of the "most rejected" items
of this student type, they include mostly Type 4 items
(7, 22, 32, 47, 50, and 52) and a few ideal Type 2 items
(6, 10, and 54). Students reject those items that can be
characterized as: thing-oriented, passive, present~user-
oriented, lack of risk-taking, being negative toward
change, and that indicate a lack of confidence.

Overall, this srems to indicate a very positive
image of the service orientation of the student group.
Though largely accepting of Type 3 (ideal type)}, there

are enough items from ideal Type 2 to consider the
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formation of a new ideal type which will be further com-
mented on in chapter X.

Solution 3 differs from Solutions 1 and 2 in the
following ways. One unique item is found in the most
accepted items of Solution 3--item 18, "believes that
materials should be organized in ways users will find the
most convenient." Solution 2 included two unigque items in
the most rejected cateqgory--item 12, "believes libraries
should be under the control of a palicy-making board," and
item 41, "believes that librarians should support the
library whenever complaints are heard from outsiders."
However, the similarity of items between the three solu-
tions adds to the credibility of the choice of the one

factor solution as the best solution for the student group.

Leader group 0O analysis

Similar factor analyses were attempted with the
O-sort data of the leaders. The three different solutions
are presented in table 11, again with the parameters of the
analyses, the variance accounted for, the correlations
between factors, and so forth. Solution 1 which attempted
a varimax (orthogonal) rotation failed due to a lack of
convergence of the seven unrotated factors, causing the
program to terminate.

Solution 3, the one factor solution for the leader
group, accounts for almost as much variance as Solution 2

(57 percent as compared to 61 percent); and has been chosen



TABLE 11
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COMPARISON OF FACTOR SOLUTIONS OF THE
LEADER GROUP, O-SORT DATA

(N = 69)
Requested 5 Solution Solution
Parameters: Solution 1 2 3
1 Rotation Orthogonal Obliquca Obl ique
2 Eigenvalues 1.00 2.00 1.00
3 Factors i S— 1
4 Number of
factors 1 2 3 4 5 & 7 ¥ 2 5 |
5 Percent of
variance:
Before rotatien 57 3 3 2 2 2 2 7 4 57

After rotation

6
7

10

Eigenvalues 39

No. of persons
in each factor

No, of con-
sensus items

Correlations
between types
1
2

Percent of
total variance

17

36 38 sa®
39 2 39

48 21 69

51 54
1.00 .84
.84 1.00
60 87

NOTE:

All numbers are rounded to nearest whole number

if over .5, even the two decimal place eigenvalues--for

ease in presentation.

8Reverts to orthogonal; due to complex roots.

buo convergence possible; program terminates after one
hundred iterations.

®No rotation for one factor; program terminates.
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as the best selution for the leader group. The high corre-
lations between facters in Solution 2 {.84) should be
noted. Included in the most accepted item group are: five
ttems of ideal Type 3, two items of ideal Type 2, and one
of Type 4. In terms of the most rejected items, they are
primarily Type 4 [seven items), ideal Type 1 (three items),

and ideal Type 2 (three items) (see table 12).

Descripticon of the leader group

The leader "type" can be characterized as: aware
of interpersonal and communication skills, people-oriented,
community-user-oriented, aware of the role of bringing
books and information together with people, one who insures
accurate information, and one who believes in the liaison
role of a library. The leader is primarily of ideal Type 3
orientation.

The leader group rejects: the view of the library
as a quiet, peaceful and orderly place; being reserved in
dealing with users; the passive, cantious, and local orien-
tation; and a seemingly contradictory two items--needing
approval expressed and acting regardless of other's

approval.

comparison of student and leader groups

The leader group most accepts item 16, "believes
in meeting with potential user groups to assess needs and
plan services" (ideal Type 3), and item 21, "attempts to

determine satisfaction of users with current services"
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(ideal Type 2) while the student group does not. Students,
however, most accept item 1, "feels that it is important to
guestion a patron to ascertain actual necds when faced with
a reference gquestion®” (ideal Type 1); item 4, "believes in
treating patrons with an open, personal manner® (ideal Type
2); and item 18, "believes that materials should be orga-
nized in ways users will find the most convenient® (ideal
Type 2). The leader group rejects everything that the stu-
dent group does plus item 41, "believes that librarians
should support the library whenever complaints are heard
from outsiders” (ideal Type 4), and item 53, "acts accord-
ing to personal convictions regardless of other's

approval® (ideal Type 1)}). Both groups are predominantly
"ideal Type 3"; both groups include the same ideal Type 2
item, "is especially interested in helping people,* again
supporting the notion of some mix between these two ideal

types.

Practitioner group Q analysis

The three solutions obtained from the factor analy-
ses of the practitioner Q-sorts are found in table 13.
Solution 1, an ohligue rotation attempt, reverted to an
orthogonal solution due to complex roots.

Solution 3 has been chosen as the best solution,
due to the high correlation between factors in Solutions
1 and 2 plus the high clustering of persons in one factor

of Sclution 1. The results of this solution are found in
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table 14, In Solution 3, the most highly accepted items
include: four statements from ideal Type 3, four state-
ments from ideal Type 2, and one each from ideal Type 1

and Type 4. These seem to be in agrecment with the student
and leader group solutions. A new type emerges which is a
mix between ideal Types 2 and 3, with a predominance of
items from ideal Type 3. All of the most accepted items

of the practitioners are the same as those of the student
group except that the practitioners also include item 26,
"would like to spend a majority of their work time in work-
ing with people," an ideal Type 2 item. Several of the
most accepted items of the practitioner group differed from
those of the leader group. Practitioners include item 1
{ideal Type 1), items 18, 4, and 26 (ideal Type 2) while
the leaders do not,

The practitioner type can be characterized as open,
active, communicative, wanting to be involved in bringing
books and information together with people, people-oriented,
community-oriented, flexible, and user-oriented. The items
most frequently rejected were: seven items of Type 4, four
items of ideal Type 2, and one item of ideal Type 1. The
most rejected items are identical to the rejected items of
the student group with the exception that the practitioners
also reject item 41, "believes that librarians should sup-
port the library whenever complaints are heard from out-
siders,"™ a Type 4 item with perhaps a local orientation

as opposed to a cosmopnlitan orientation. The practitioners
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then, perhaps, are less "local." The practitioncr group
raejected all thoge items that the leader.qroup rejected,
However, the leader group also rejected item 53, “acts
acgoording to personal convictions regardless of other's
approval,” indicating that the leaders feeal that other's
approval is more important than do the practitioners.
Practitioners, like the students, reject those iteoms that
are thing-oricented, passive, only present-user-oriented,
that avoid risks, that are negative toward change and the

lack of confidence.

Summary of the three factor énalysus

The several factor analyses of each of the three
groups of the sample have been described in some detail.
In each case, the best solution selected was a one factor
sclution accounting for from 55 percent of the variance in
the practitioner group, 57 percent in the leader gqroup, to
59 percent in the student group. The other solutions would
not have accounted for more than 10 percent in any of the
situations, not a particularly large difference when con-
sideration is given to the high correlations between fac-
tors and the numbers of persons clustering on the other
factors. Generally, the "person type" emerging seemed to
be a mix between ideal Type 3, the Open~-Systems Type, and
ideal Type 2, the Semiprofessional Type. There seems to
be more agreement within types than expected; for this

reason a decision was made to combine the three subsets——
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leaders, practitioners, and students--into a new combined

group.

Combined qroup Q analysis

Drawing the combined groups sample

Due to a limitation of the QUANAL computer program
of a maximum of 109 variables, it was not possible to com-
bine merely the three groups (74 students, 69 leaders, and
60 practitioners) for a total of 203 variables--in this
case, people. It was therefore decided to draw an equal
sample of each of the groups (N = 30) for a total of 90
variables, which would fit within the computer program's
limit. Though it would have been possible to transfer to
another factor analysis computer program, the QUANAL pro-
gram with its WRAP phase seemed uniguely suited to the
current study. Also, the comparability of the three
separate analyses already completed and the combined
groups would have been complicated due to separate models
of analyses being used in the two different programs.

Chapter IV has described the selection of the
sample, with the two random samplings of thirty members
of each the student and practitioner groups; and the
stratified sampling by division, presidential group, and
award winners group of the total leader group.

The new sample of ninety respondents was submitted
to several factor analyses. A comparison of the various

factor solutions is summarized in table 15. Solution 1
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COMPARISON OF FACTOR SOLUTIONS

145

OF THE

COMBINED SAMPLES GROUP, (Q~SORT DATA

N = 90}
Requested Parameters solution 1%
1 rotation Obligue
2 Eigenvalue 0.0
3 Factors e
4 Number of factors 1 2 3 4 5 6 7 8 9 10
S Percent of variance:
pefore rotation 57 1 1 2 2
Aftar rotation 52 1 1 2 2 2 1 1 1 1
6 Eigenvalues 5% =3 42 =2 <2 +1 +1 41 -1 -1
7 No, of persons in each
factor B¢ & 0 1 ¥ 1 o o6 o 1
8 No. of consensus items ...b
- 8 Correlation between
types
1
2
3
4
5.
&
7
]
9
10
10 Percent of total
variance &9

%This solution is for the purpose of the scree test.

bFactar 2,

largely negative, is made positive and

formsg new factors, exceeding the program limit of ten

factors.

Program terminates.

{continued}
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Requested Parameters
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TABLE 15--Continued

Solution 2

1
2
3
4
5

10

Rotation Oblique

Eigenvalue 1.0

Factors ses

Number of factors 123 & 92" "

Percent of variance:

Before rotation 52 3 32 2 2 : | 1
After rotation 57 2 2 2 2 2 2
Eigenvalues 51 3 2 2 2 1 1 1
No. of persons in each
factor 85 2 1 1 1 0 0 0
No. of consensus items ...b

Correlation between
types

DO =IO e =

Percent of total
variance

aThese are reflected factors.

bSplittinq bipolar factors creates more than program

1limit of ten factors. Program terminates.

{continued)
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137

e

Solution Bolution
S

Requested Parameters Solution 3 i
1 Rotation obliquca obliquea Oblique
2 Eigenvalue 2.0 ees 3.0
3 Factors v Z 'ea
b b
4 Number of factors h 2 3 1 2 1
5 Percent of variance:
Before rotation 57 3 2 57 3 57
After rotation 31 8 23 35 24 ... C
6 Bigenvalues 51 3 2 51 3 51
7 No. of persons in
each factor 53 7 30 59 31 0 _
i Nn. of consensus !
items 37 3 54
9 Correlation between
types
1 1,60 .71 .91 1.¢0 .90
2 .71 1.00 .67 .90 1.00
3 .91 .$7 1.00
10 Fercent of total
variance : 62 60 57

%Reverts to orthogonal solution due to complex roots.

bThese are reflected factors.

4o rotation for a one factor solution.
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was merely for the purpose of performing the scree test.
Cattell gives a detailed discussion of this procedure which
provides a solution with a minimum number of factors
accounting for the maximum amount of wvariance, The term,
screc, denotes the rubble at the bottom of a cliff. The
rationale for this test is given by Gorsuch ". . that the
battery of variables is measuring a limited number of fac-
tors well and a larger number of trivial, specific, and
error factors much less well."7 In the principal factor
solution (unrotated), factors are extracted by size--the
substantive factors first, and the smaller, trivial factors
later. Plotting these factors on a graph would result in a
straight line sloping downward with the dominant factors
not falling on this line. Specifically, the value of the
roots are plotted along the ordinate and the root's factor
number as the abscissa. A line is drawn across the bottom
portion of the roots where they form an approximate
straight line. The point where the factors curve above

the straight line gives one the number of factors. Cattell
had originally suggested using the first factor on the
straight line as the number of factors to be extracted;
since then he and others have sugqgested that the number
immediately before the straight line be taken as the number
of factors., A rough approximation of such a scree test is
produced in figure 4 to illustrate the point, The scree
test would seem to indicate that the best number of factors

should be either two or three factors. This will be



Eigenvalues

50

25

12

onN&ad

Fig. 4. Plot of the service
characteristic roots.
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considered as the rest of the solutions are examined and
compared,

Solution 3. Table 16 summarizes the item descrip-
tion and z scores for each of the three factors in Solution
3 in a descending array of scores. It should be pointed
out that in this solution, Factors 11 and 111 are
"reflected" factors, meaning that due to predominantly
negative factor lcadings on these two factors, the direc-
tion of all of the loadings has reversed--reversing the
direction of the factor. Many rotation problems require
this reflection of factors during the rotation process to
eliminate a predominance of unwanted negative signs in the
factor loadings for a given factor.

A breakdown of the numbers cof persons of each sub-
group included within each factor, along with the percent-
ages of each, follow in table 17.

It is possible to compare each of the three factors
by looking at any item that was given a "significantly”
higher or lower ranking in one as compared with the other.
Table 18 shows the differences (41 or =1 or greater)
between the z scores of each factor compared with each
other factor. Table 19 presents the items of each type
of the combined samples group (three factor solution) which

are greater than and less than all other items. This

serves to distinguish the most unusual and most important

items of each factor type.
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TABLE 17
PERSONS WITHIN EACH FACTOR OF SOLUTICON 23
{N = 80}
Factor Factor Factor
Sample Group 1 11 111 Total
Leaders 22 3 5 20
{112 (16) (17) (100)
Practitioners 14 3 13 30
(47} (10) {43) (100}
Students 17 1 12 30
(57) (3) (40} (100}
53 7 30 g0
{59} {B) (33) {100)

®yhose numbers in parentheses represent percentages.
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Degcription of the factors

Factor I is made up of the majority of the respon-
dents, with a total of 53 respondents (22 leaders, 14 prac-
titioners, and 17 students) or 59 percent of the total
respondents. This factor could bhe most characterized as

ap Dpen-Systems Type of Service as there are six items from

the ideal Open-Systems Type, four items from the ideal
Semiprofegaional Type, and one item from the untyped items.
Persons belonging within Factor I can be character-

ized as:

aware of interpersonal and communication skills

open

people-oriented

have a total community orientation

flexible

aware of nonusers' and users' needs

work to insure that information is accurate

willing to act as liaison to other agencies

want to bring information and books together
with people

Thaese sama persons are not:

business-like or reserved

quiet, peaceful, orderly, and predictable environ-
ments

local

current patron-oriented

rule conscious

accept what patron says he wants

take for granted that information is accurate

Factor II is made vp of the smallest number of
respondents, a total of 7 (3 leaders, 3 practitioners, 1
student) or 8 percent of the total., It might best be char-

acterized as a mix of the Traditional-pProfessional Type and

the Open-Systems Type, as there are four items from the

ideal Traditicnal-Professicnal Type, two items from the
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ideal Semiprofessional Type, three items from the ideal

Open-Systems Type, and two items from the untyped items.

Persons belonging within Factor I1 can be characterized as:

work as major focus
interested in building library collections
read professional materials

feel it is important to question a patron to
ascertain needs

provide instruction in use of library and books

Four items in Factor 11 are the same as in Factor I:

people-oriented

want to bring information and books together with
people

work to insure that information is accurate

aware of interpersonal and communication skills

The items that are different than Factor 1 items that

characterize those people in Factor I1 are:

work=-oriented

read professional literature

believe in library instruction

interested in building library collections

feel it is important to question a patron to
ascertain needs

goal-conscious in terms of planning programs and
services

attempt to determine satisfaction of users of
current services

Like the people in Factor I, these people in Factor II are

not:

business-like or reserved

desire quiet, peaceful atmosphere

rule conscious

take for granted that information is accurate
accept what patron says he wants

In addition, the people in Factor I1 are not:

expect patron to use reference tools by themselves

act according to personal convictions regardless
of other's approval

nonuser-oriented

local-oriented (supports library from all com-
plaints)
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specially interested in preserving record of knowl-
edge for the future

Factor 111 is made up of 30 respondents (5 leaders,
13 practitioners, and 12 students) or 33 percent of the
total respondents. It might be best characterized as

People-Oriented. It is made up of one item from the ideal

Traditional-Professional Type, three items from the ideal
Semiprofessional Type, two items from the ideal Open-Systems
Type, and one item from the untyped items. Four signifi-
cant items making up Factor 111 are:

aware of interpersonal and communication skills

people-oriented

want to be involved in bringing information and

books together with people

work to insure that information is accurate
Factor III alsc included one item found in Factor I but
not in Factor II:

an open, personal manner
and one item included in Factor 1T but not in Factor 1:

feel it is important to question a patron to
ascertain needs

plus one unique item (not found in Factors I or II):

would like to spend a majority of work time in
working with people--both staff and patrons

The people in Factor III are not:

business-like, reserved (as Factors I and 1T}

desire quiet, peaceful, orderly, and predictable
environments (as Factor [ and partially Factor
11)

rule conscious (as Factors I and IT1)

accept what patron says he wants (as Factors I and
11)

expect patron to use reference tools by themselves
{(as Factor 11)

Table 20 lists the most accepted and most rejected
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items within the total group of thirty-seven conscensus
items. The three factors agree in accepting three ideal
Type 3 items (items 28, 27, and 3), one ideal Type 2 item
{item 25, "helping people”), one ideal Tyoe 1 item (item 1,
"questioning a patron"), and one Type 4 item (item 51,

*all information is most accurate™). They most agree on
rejecting six Type 4 items (32, 7, 52, 50, 47, and 41},
three ideal Type 2 items (6, 10, and 54), and two ideal
Type 1 items (item I9 and item 6).

Overall they are people-oriented, aware of the
overall service goal of libraries (process of bringing
information and books together with people), act in an
ethical manner (guestioning of patrons to ascertain actual
needs and insuring most accurate information), and recog-
nize the importance of interpersonal and communication

skills.

Summary of the Q-Sorts Data

A detailed description of the three factor (Sclu-
tion 3) analysis has already been done in this chapter;
however, a summary will be presented here to highlight the
major findings of the study.

It is important to note the large number of con-
sensus items among all of the "best solutions” of the four
separate factor analyses. The separate student, leader,
and practitioner analyses produced one factor solutions as
the "best solutions"--meaning that all fifty-four items

were consensus items. The combined sample solution was a
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three factor solution; the consensus items (37 items)
included three ideal Type 3 items:

Want to be involved in bringing information and
books together with people

Feel that interpersonal and communication skills
are as important as knowledge of libraries and
books

Feel that library staff members should act as a
liaison to other libraries and agencies when npot
able to supply information

Also included are one ideal Type 1 item:

Feel that it is important to guestion a patron to
ascertain actual needs when faced with a refer-
ence question

and one ideal Type 2 item:

Is especially interested in helping people

and one untyped item:

Work to insure that all information given by
library personnel is most accurate information
available.

All of the above items were those consensus items receiv-
ing z scores of +1. The consensus items most rejected by

this same group are also of interest; they included three

ideal Type 2 items:

Accept what patron initially says he wants when
answering questions

Feel that staff members should spend time exclu-
sively on needs and services of current patrons

Need to have approval expressed by patrons and
colleagues

and two ideal Type 1 items:

Believe in treating patrons with a business-like,
reserved manner

Feel that the best way to provide access for the
most patrons is to follow circulation rules con-
scientiously

Six of the items most rejected are untyped items and
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:

Want to he in the quiet, peaceful atmosphere of
books and libraries

Expect patrons to use reference tools by themselves

Take for granted that library personnel gives out
accurate information to patrons

Will initiate new programs and services only after
they have proved successful

Prefer to work in an orderly, predictable environ-
ment

Believe that librarians should support the library
whenever complaints are heard from outsiders

In terms of the differences between groups (stu-
eaders, and practitioners)--the purpcse of combin=-

three individual samples was to ascertain any

ces~-the following breakdown by group illustrates
t differences:
Factor 1 Factor 11 Factor II1I
17(56.7)* 1 (3.3) 12(40.0)
22(73.3) 3(10.0) 5(16.7)
oners 14(46.7) 3(10.0) 13(43.3)
als 53(59.0) 7 (8.0) 30(33.0)

y, in looking at this chart, the leader group is

y in Factor I (73 percent as compared to 17 percent
r 11 and 10 percent in Factor III). However, the
and practitioner groups are much more egually
between Factor I (57 and 47 percent, respectively)
or 11T (40 and 43 percent, respectively). Factor
ther unimportant in terms of the amount of variance

counted for (8 percent) and the number of persons

b -

gures in parentheses are percentages.
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clustered in that dimension (seven in all or 8 percent).

In terms of the factor descriptions, the leaders
can be said to be most characterized by the ideal Type 3,
Open-Systems Type; especially aware of interpersonal and
communication skills, as being totally community oriented
including users' and nonusers' needs; are aware of the
librarians' role as liaison to other sources of informa-
tion; and are aware of the overall goal of libraries--
bringing information and books together with people. They
are also people-oriented, believe in relating in an open,
personal manner--two characteristics of the ideal Type 2,
the Semiprofessional Type. They, also, are very aware of
the importance of accuracy of information, an untyped item.

Though the majority of the students and practi-
tioners share these characteristics, another percentage of
them fall within Factor III. The "unique" characteristics
of this group are: people-oriented, especially "wanting to
spend a majority of work time in working with people--both
staff and patrons.” They also share the awareness of the
importance of accuracy of information with Factor I, indi-
cating an overlapping of these factors. Besides their
desire to work with people, they also differ from those in
Factor I in their recognition of the importance of gues-
tioning patrons to ascertain needs,

The small group clustered in Factor 1T (10 percent
of each of the practitioners and of the leaders, and 3 per-

cent of the students) may be characterized as the most
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mixed type. Drawing most of its characteristics from ideal
Type 1, the Traditional-Professional Type, these persons
are work-oriented, involved with reading professional mate-
rials, have an interest in building library collections,
and in providing library instruction. Unlike the people

in the other factors, the persons clustered in this factor
are goal conscious in terms of planning services and pro-
grams. Like those in Factor 111, they frel it is impor-

tant to question a patron in assessing needs.
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CHAPTER VI1i: NOTES

JNin:- et al., SPSS, Statistical Package for the
Social Sciences, p. 472.

2Richard L. Gorsuch, Factor Analysis (Philadelphia:
W. B. Saunders Co., 1974), p. 212,

31bid., p. 207.

41pia., p. 2%0.

®Ibid., p. 184,

shndreu L. Comrey, A First Course in Factor Analy-
sls {New York: Academic Press, 1973}, p. 229.

7Gorsuch, Factor Analysis, p. 152.




CHAPTER VIII
DEMOGRAPHIC AND ATTITUDINAL ANALYSES

A question posed in the current study was:

Are there major differences (intergroup and
intragroup) between the sample groups in relationship
to sex, age, marital status, library experience, spe-
cialization, and professional involvement? Do these
variables seem to be related to the type of service
orientation?

The previous chapter presented the factor analy-
seg of service orientation. Now that the factor types
have been tentatively identified and their relationships
to the theoretical "ideal types" have been briefly dis-
cussed, this part of the data analyses will describe the
samples in terms of the demographic variables (age, sex,
marital status, library experience, current position)
and the attitudinal variables (professional involvement,
specialization, and type of library). The last section
of the current chapter will analyze relationships
between these variables (independent variables) and
service orientation (dependent variable) as defined by
the three factor types identified in the combined groups

sample.

177
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Demographic Variables
The demographic variables will be presented in
table 21 ({individual groups) and table 22 (combined sample
group) in order to display an overview 0f the characteris-

tics of the respondents,

Age

Overall, of all the respondents, there are 23.3
percent between the ages of 21 and 25; 21.1 percent between
26 ami 30; 15.4 percent between 31 and 40; 7.7 percent
between 41 and 45; 5.5 percent between 46 and 50; and 20.9
percent over 50 years of age. 1t should be noted that 5.6
percent of the participants did not respond to this ques-
tion. Proportionately, the respondents' ages are the most
heavy at the younger ages (21 to 30; 44.4 percent) and at
the oldest age group (over 50 years; 20.9 percent).
Between 31 to 50 years, there are only 28.6 percent which
probably is not proportionate to the total library popula-
tion. The student group, as would be expected, are the
youngest group with two-thirds of them falling into the
21~ to 25-year-old cateqgory. The practitioner group is the
middle group, with somewhat less than one-half of the group
falling in the 26- to 30~year-old category. However, 7 of
the practitioners are over 40 years of age (23.3 percent).
The leader group has over half of the group falling in the
over 50 category, and none of the leaders are under 30.

Table 23 jllustrates the variable of age in



TABLE 21

BREAKDOWN OF THE

INDIVIDUAL

SAMPLES

BY THE DEMOGRAPHIC VARIABLES
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= 90)
Students Leaders 5;;;£;;
(N = 30) (N = 30) (N = 10)
Sex:
Male 6 (20.0) 17 (56.7)% 5 (16.7)
Female 24 (80.0) 13 {43.3} 25 {(83.3)
Totals 30({100.0) 30(100.0) 30(100.0)
Age:
Nonresponse 0 4 (13.3) 1 (3.3)
21-25 20 {(66.6) ik 1 (3.3)
26-30 5 (16.6) tes 14 {46.6)
31-40 4 (13.3) 3 (10.0) 7 1(23.3)
41-45 0 4 {13.2} 3 (10.0)
46=50 0 2 {G.GJb 3 (10.0)
over 50 1 (3.3 17 156.56) ¥ 13.3)
Totals 30 (99.8) 30 (99.7) 30 (99.8)
Marital status:
Nonresponse 0 0 1 £3.3)
Single 20 (66.7) 9 (30.0) 8 (26.7)
Married 8 (26.7) 21 (70.0) 19 (63.3)
Divorced or separated 2 (6.7) 0 2 _(6.7)
Totals 30(100.1) 30(100.0) 30(100.0)
Years of library
experience:
None 4 (13.3) 0 0
1-5 26 (86.6) 0 24 (79.9)
6-10 O 5 (16.6) 4 {13.3)
11-15 0 3 (9.9) 2 (6.6)
16-20 0 1 (3.3) 0
21-25 0 3 (10.0) 0
26=30 0 il (13.2]c 0
over 30 0 13 (43.2) 0
Totals 30 (99.9) 29 (96.2) 30 (99.8)
Experience type:
None 4 (13.3) 0 0
Professional 1 (3.3) 30(100.0) 10(100.0)
Paraprofessional 6 (20.0) 0 0
Clerical 5 (16.7) 0 0
Student aid 13 (43.3) 0 0
Volunteer 1 (3.3) 0 0
Totals 30 (99.9) 30(100.0) 30(100.0)



180

TABLE 21--Con t."-ﬂ?.f"!

—— e B — 8 T —— T ——— T W e A TR S R T .

Practi-
Students Leaders A
tioners
(N =30) (N =30) (N = 30)
Current position:
Nonrespongae 0 0 1 (3.3)
Chief librarian 0 11 (36.7) 2 (6.7)
Associate/assistant 0 2 (6.7) 0
Department/division head 0 5 (16.7) 6 (20.0)
Head of school/
department library 0 1 (3.3) 7 (23.3)
Library school 0 8 (26.7) 1 (3.3)
Public services 0 0 10 (33.3)
Technical services 0 0 3 {10.0)
Both public/technical 0 0 0
Administration 0 0 L]
A-V specialist 0 0 0
Systems analyst 1 (3.3) 0 a 0
Other 8 (26.7) 3 (10.0) 0
Nonprofessional 10 (33.3) 0 0
Unemployed 11 {36.7) 0 0
Totals 30(100.0) 30(100.0y 30(100.0)

BNumbers in parentheses are percentages.
b0ver fifty category for the leader group includes the
following breakdown:

51~55 3(10.0)

56-60 5(16.86)

61-65 6(20.0)

66-70 3(10.0}

Cpwo leaders have over forty years of experience.

dsame of these included semiretirement.



TABLE 22

BREAKDOWN OF THE COMRINED SAMPLE
BY THE DEMOGRAPIIC VARIABLES

13l

{N a0}
Percaent-
Freguency ages
Sex:
Male 28 3l.1
Female 52 63.9
Totals E10) 150.0
Age:
Nonresponse 5 5.6
21-25 21 23.3
26=30 19 21.1
31-40 14 15.4
41-45 T 7.7
46-50 5 5.5
Over 50 19 20.9
Totals 50 9.5
Marital status:
Nonresponse 1l 1.1
Single 37 41.1
Married 48 53.3
Pivorced, scparated 4 4.4
Totals 50 55.5
Years of library experience:
None 5 5.6
1-% 5D 5.6
6-10 9 10.0
11~15 L) 5.5
16=20 1 1.1
21-25 3 3.3
26-30 4 4.4
over 30 13 14,3
Totals 5 99,8
Experience type:
None 4 4.4
professional 61 67.8
Paraprofessional 6 6.7
Clerical 5 5.6
student aid 13 14.4
Voluntecr 1 1.1
Totals 50 100.0
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TABLE 22--Continued

I o S~ . . AT U 2 . T S S —— " —— " - ——— -

Percent-

{ Freguency ages
Current position:

Nonresponse 1 1.1
Chief librarian 12 14.4
Associate/assistant 2 2.2
Department/division head 11 12,2
Head of school/department library 8 8.9
Library school 9 10.0
Public services 10 11.1
Technical services 3 3.3
Systems analyst 1 1.1
Nonprofessional 10 111
Other 11 12.2
Unemployed 11 12.3

Totals 50 99,9
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relationship to the factor scoves, In terms of factor
relationships, the younger poople (ages 21 through 20)
peemed almost equally divided betweoen Factors I and IXIT.
The ¢lder one becomes, however, the proportion changes:
those over fifty years old are almost exclusively in Factor
I, 16.5 percont {(in comparison to 2.2 poercent in each of
Factors II and I1III}. This would indicate that age seems

to influence factor type.

Sex

There are 31,1 percent males te 6B.9 percent
females in the total proportion of respondents. This is a
much greater ratio of males to females than in the librar-
jan population at large.* It is obvious that the leader
group distorts the true proportion. In the leader group,
there are 57 percent males and 43 percent females., a
truer proportion is seen in the student group (20 percent
male to 80 percent female) and the practitioner group {17
percent male to 83 percent female}.

Table 24 indicates that both males (21.1 percent)
and females (37.8 percent) are highly represented in Factor
1. However, there is a much larger percentige of females
than males making up Factor III (26.7 perccent female and

6.7 percent male}. There may be two types of females being

*Librarianship as a profession is 84 percent
female, according to the U.5. Department of Labor Bureau of
Labor Statistics, Library Manpower: & Studvy of Demand and
Supply (Washington, D.C.: U.S. Government Printing Office,
15757 .
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oxamined; so sex itself may not bhe an influence on factor

type.

Marital Status

0f the total respondents, 41.1 percent are single,
53,3 percent are married, and 4.4 percent are divorced or
separated. There were 1.1 percent yho did not respond to
this guestion. The student group bas the largest singles
group, 67 percent, as compared to the leader group., 30 per-
cent, and the practitioner group, 27 percent. Table 25
conpares the demographie variable, marital status, by
factor sceores. There does not seem to be any differen-
tiation on the basis of marital status in terms of factor
types. Factor I is made up of 23.3 percent single respon=-
dents, 32.3 percent married, and 3.3 percent divorced or
separated. Factor III is comprised of 13.3 percent single
respondents, 17.8 percent married, and ne respondents

divorced or separated.

Libraxy Experience

Two variables represent library experience: the
number of years of experience and the type of experience
{professional, paraprofessional, et¢.). The combined group
has 55.6 percent of the respondents working from 1 to 5
years; 10 percent, & to 10 years: 14.3 percent working over
11 to 30 years; and 14.3 percent working over 30 years.
Counting "all kinds of experience," it was found that

approximately 87 percent of the students have between
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one and five years of experience; 80 percent of the practi-
tioners also have one to five ycars of experience; and

none of the lecaders are in that category. Fifty-six per-
cent of the leaders have over thirty years of experience.
Only 6 percent of all the respondents have had no library
experience.

Two tables illustrate the experience variable as
related to factor type: table 26 shows the number of years
of experience while table 27 shows the type of experience.

0f those respondents with one to five years of
experience, the majority of respondents, 33 percent are in
Factor I while 21.1 percent are in Factor III. Of those
with the most experience (over thirty years), almost all
are in Factor I (11.9 percent) with only 2.2 percent in
Factor II, and 1.1 percent in Factor I1I. Those with no
experience are almost equally divided between Factor 1
(2.2 percent) and Factor III (3.3 percent). Whether the
age or years of experience is really the influencing
variable would be difficult to ascertain.

In terms of type of experience (professional,
paraprofessional, etc.), all types except volunteers are
largely in Factor I1: professional (41.4 percent), para-
professional (4.4 percent), clerical (3.3 percent), and
student aids (8.9 percent). However, Factor fII has 20
percent of the professional group, 1.1 percent of the
paraprofessionals, 2.2 percent of clericals, and 5.6 per-

cent of the student aids group.
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Current Position

of the total resmpondents, the largest number of
them, 14.4 percent are chief librarianz; 12.3 percent are
unemployed: 12.2 percent are department or division heads;
while anothexr 12.Z percent are "other.” Eleven percent are
involved in public services while another 11 percent are
working in a nonprofessional position. Ten percent are
involved in library education. The smallest percentages
are in systems analysis positicons (1.1 percent), ascociate
or assistant librarian positions (2.2 percent), apd tech-
nical services positions (3.3 percent). No data on stu-
dents are included here. 1In terms of practitioners, only
7 percent are chief librarians as compared to 317 percent
of the leaders. The largest number of practitioners are in
public services {33.3 percent) while none of the leaders
are in public services. The next larqest percentage of
practitioners arc in middle management positions, depart-
ment or division heads {20 percent}, and head of school or
department library {23 percent}, for a total of 43 percent.

The leaders are mestly chief librarians (37 per-
cent), or are invelved in library educatien (27 percent},
with the rest in middle management: in associate or assis-
tant positions (7 percent), department or division heads
{17 percent}, and heads of schcol or department libraries
{3 percent}.

In terms of the reclationship of their current

pagition te factor types, Factor I is largely made up of:
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department or division heads (8.9 perecent), library acheool
people (0.9 percent}, "other™ (8.9 percent), and chief
librarlans {7.8 percent}). It is interesting to note that
the largest gyoup {chief librarians) are quite divided
in terms of factor types: 7.8 percent in Factor I, 3.3
percent in Factor 1I, and 3.3 percent in Pactor ITI.
The most similar group (department or division heads)
are divided between Factor 1 (8.9% percent} and Factor
ITY (3.3 percent}, as arc the associate or assistant
librarians group (l.1 percent} in each of the Factors
I and III.

Only the public services group (6.7 percent in
Factor III compared to 3.3 percent in Factor I) and the
technical services group (2.2 percent in Factor III
compared to 1.1 percent in Factor I) have a larger
proportion in Factor TII. The technical services total
{only three respondents) is too small to have any mean-
ing. However, the public services group with a total
of six respondents might be a more credible number.
Table 28 illustrates the relationship of position with

factor types.

Attitudinal Variables

The attitudinal variables will be presented in
table 29 {(individual groups) and table 30 {(combined sample
group) to provide an overview of these characteristics of

the respondents.



TABLE 28

CURRENT POSITION BY FACTOR TYPES

- — ————

current Position
(Frequency and Percentage)
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Factor Types

53.0

58.9

1.1 B.9 5.6 8.9 3.3 1.1 1.1

7.8

0.0

Open-Systems

I1

1.1 0.0

0.0 1.1 0.0 0.0 0.0

0.0 2.2

0.0 3.3 0.0

Mixed-Type

30

IIX

3.3 3.3 33,3

6.7 2.2 0.0 6.7

3 o 1 3.3 1.1 3,3 1.1 1.1

Pecple-
Oriented

90

11

10

10 11

% |

13

Totals

100.0

12.2

11.1

12.3

12.2 8.9 10,0 11.1 3.3 1.2

14.4 2.2

1 i
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Acplumn percentage totals.
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TABLE 29

BREAXDOWN OF THE INDIVIDUAL SAMPLES
BY THE ATTITUDINAL VARIABLES

(N = 90)
= Practi-
Students Leaders tioners
Type of library: &

School 4 (13.3) 4 {13.3) 7 (23.3)
Public B (26.7) 12 (40.0) 12 (40.0)
Academic 10 (33.3) 7 (23.3) 5 (16.7)
Special 6 (20.0) 2 {6.7) 5 (16.7)
State 0 2 {6.7) 0
None specified 2 (6.7) 3 (10.0) 1 {3.3)

Totals 30(100.0)Y 30(1oo.0) 30(100.0)

Specialization:

School libraries 4 (13.3) 3 (10.0} 6 (20.0)
Work with children

and/or young adults 2 (6.7) 5 [(16.7) 5 (16.7)
Reference work 11 (36.7) 0 11 (36.7)
Administration 3 (10.0) 12 (40.0) 1 (3.3)
Library education 0 5 (16.7) 0
Cataleging/technical

services 1 {3.% 1 (3.3) 3 (10.0)
Information science 2 (6.7) 1] 1 (3.3)
"Special® clients 2 (6.7) 1 (3.3) 2 (6.7
Networks/systems 0 3 (10.0) 0
Audio-visual 5 (16.7) 0 i (3.3)

Totals 30(100.1) 36(T60.6) 30(100.0)

Professional involvement:
ALA member 1 (32.3) 30(100.0) 12 (40.0)

AASL 0 7 (23.3) 3 (10.0)
ACRL 0 11 (36.7) 1 (3.3)
AHIL 0 6 (20.0) 0
ASLA 0 3 {(10.0) 0
CcsSp 0 6 (20.0) 3 (10.0)
1SAD 0 7 (23.3) 0
LAD 1] 9 (30.0) 0
LED 0 9 (30.0) 0
PLA 0 13 (43.3) 0
RASD 0 ¥ f3.3) 1 (3.3}
RTSD 0 9 (20.0) 1 (3.3)
YASD 0 6 (20.0) 0
ALA president 0 2 (6.7) 0
ALA divisional president a 24 (80.4} a
ALA award winner 0 4 {(13.3) 0
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TABLE 29- —E‘Ei_n-t._ing_r-g

- g — - —————— S S T —— -

Practi-
Students Leaders tioners
oOther organizations:
ARL member T I (3:3) 1 (3.3)
AS1S cee 6 (20.0) 0
SLA e 9 (30.0) 3 {10.0)
AECT e 4 {(13.3) 2 (6.7)
State library
organization esa 19 (63.3) 8 (26.7)
Other work-related
organizations - 16 (53.3) 12 (40.0)
AALS 0 4 (12.3) 0
Part-time employment 1 (3.3)
Unemployed 3 (10.0)

Agumbers in parentheses are the percentage figures.



TABLE 30

BREAKDOWN OF THE COMBINED SAMPLE
BY THE ATTITUDINAL VARIABLES

196

(N = 90)
Percent-
Frequency ages
Type of library:
School 15 16.7
Public 32 35.6
Academic 22 24.4
Special 13 14.4
State 2 2.2
None specified 6 6.6
Totals 0 99.9
specialization:
School libraries 13 14.4
Work with children and/or young
adults 12 3.3
Reference work 22 24.4
Administration 16 17.8
Library education 5 5.6
Cataloging/technical services 5 5.6
Information science 3 3.3
“Special"” clients 5 5.6
Networks/systems 3 3.2
Audio-visual 6 6.7
Totals 50 1060.0
Professional involvement:
ALA member 43 47.8
AASL 10 31.1
ACRL 12 13.3
AHIL 6 6.7
ASLA 3 3.3
csD 9 lo.0
ISAD 7 7.8
LAD 9 in.o
LED 9 10.0
FLA 13 14.4
RASD ] 8.9
RTSD 10 ).}
YASD 6 6.7
ALA president 2 2.2
ALA divisional president 24 26.4
ALA award winner 4 4.4
None of above 60 66.6
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TABLE 30--Continucd

T gr——

Percent-

Fregquency agos
Other organijizations:
ARL member 2 ek
ASIS 1 P
SLA 12 e
AECT & rea
State library organization 27 res
Other work-related organizations 28 e
AMLS 4
Part-time employment 20 22.2

Unemployed

LR PR
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Professional Involvement

Overall, 48 percent, or necarly half, of all the
respondents are members of the American Library Association
(ALA). Memberships in the divisions ¢f the ALA are not
as numerous as in the parent organization, and are about
equally distributed among the total respondents--approxi-
mately 3 to 14 percent belong to each division. Comparing
the three sample groups, a completely different picture
emerges. Only one student belonged to the ALA but not to
any of the divisions, twelve practiticners [or 40 percent)
belong to ALA, with three (10 percent) to AASL, three (10
percent) to CSD, and one (or 3,3 percent) belonging to each
of ACRIL, RASD, and RTSD. Of course, all of the leaders are
members of ALA (chosen due to leadership within ALA)Y. The
largest number of leaders belong to LA, thirteen or 43 per-
cent; the next largest to ACRL, eleven or 37 percent, fol-
lowed by LAD, LED, and RTED, with =ize leaders or 30 per-
cent to each of these. The smallest number represented is
to ASLA (three leaders or 10 percent) and next AHIL, CSD,
and YASD (six leaders or 20 percent).

Aside from ALA affiliation, no students belong to
any other library organization, and very few of the prac-
titioners do: twelve or 40 percent to other work-related
organizations, eight or 27 percent to state library orga-
nizations, three or 10 percent to SIA, two or 7 percent to
AECT, and one or 3 percent to ARL. The leaders make up

almost all of this group: nineteen or 63 percent belong
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to state library organizations, sixtecn or 53 percent to
other work-related organizations, nine or 10 percent to
SLA, six or 20 percent to ASIS, four or 13 percent to AECT
and AALS, and one or 3 percent to ARL.

Membership in professional associations as related
to factor types is broken down into two tables. Table 31
shows the affiliations of all the respondents by the major
professional organizations in the field. All of the respon-
dents belonging to American Association of Library Schools
(AALS) , and all of those belonging to American Society for
Information Science (ASIS) are in Factor 1I; the majority of
those belonging to ALA (67.4 percent), Special Libraries
Association (SLA) (76.9 percent), Association for Educa-
tional Communication and Technology (AECT) (85.7 percent),
state library organizations (66.77 percent), and other work
organizations (61.1 percent) also are in Factor 1. How-
ever, a rather substantial number of respondents belonging
to ALA belong to Factor I1 (14.0 percent) and to Factor 11X
(18.6 percent). One-third of the respondents whose librar-
ies claim membership in the Association of Research Librar-
ies (ARL) (33.3 percent) can be found in Factor II1. Some
SLA member respondents are in Factor 171 (15.4 percent) and
in Factor II (7.7 percent). Those belonging to "other work
organizations” have one-third of the respondents in Factor
II1. Many of those belonging te “"state library organiza-
tions" (23.3 percent) are also in Factor I1I.

Table 32 shows the affiliation of the respondents
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to ALA and its divisions compared to factor scores. One
hundred percent of LFD respondents are in Factor I. The
largest number of the following respondent groups are also
in Factor 1: AASL, ACRL, AHIL, ASLA, CSD, ISAD, LAD, PLA,
RASD, and RTSD. Only YASD respondents are equally split
between Factor I and Factor III. (This was also the case
in the leader groupls affiliates of YASD.) As compared to
the leader group's breakdown, AASL members are now partly
found in Factor ITI (30.3 percent) and an even smaller part
in Factor 11 (10.0 percent). Approximately one-fourth of
the respondents in AHIL, ASLA, LAD, and PLA are found in
Factor II1. Approximately one-third of the respondents in
ISAD are found in Factor III. RASD and RTSD have equal

proportions in Factor II and III.

Specialization

The totals in each specialty area are interesting
in themselves. The specialty areas are ranked in table
33. Factor types by specialization (table 34) is cne of
the most interesting results. In terms of specialization
in relation to factor types, Pactor 1 is predominantly made
up of those librarians specializing in: school libraries
and administration; Factor III: reference (13.3 percent)
predominantly, work with children (5.6 percent) and admin-
istration (5.6 percent) at a much lower percentage. Only
those specializing in cataloging and information science

are predominantly in Factor ITI.
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SPECIALIZATIONS OF THE SAMPLE GROUPS

S ——

. p—————— —— ————

Combined Group

(Percentage)

Reference 24 .4
Administration 17.8
School libraries 14.4
Work with children 13.3
Audio-visual 6.7
Education 5.6
Cataloging 5.6
Special clients 5.6
Information science 3.3
Systems/networks 33
Total 100.0
" Students T leaders | Practitioners
(Percentage) (Percentage) (Percentage)
Academic 33.3 Public 40.0 Publie 40.0
Public 26.7 Academic 23.3 School 23.3
Special 20.0 School T%ad Academic 16.7
School 13:3 None Special 16.7
specified 10.0
None None
specified 6.7 Special 6.7 specified 3.3
Total 100.0 State 6.7 Total ;;?;
Total 100.0
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SPECIALIZATION BY FACTOR TYPES
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Factor Types

53

58.9

2.2 1.1

5.6

10.0

10.0

5.6

Open-Systems

I1I1

0.0

0.0 2.2

2.2

1.1

Mixed-Type

30

12

III

1.1 0.0 33.3

2.2

5.6

13.3

5.6

0.0

People-Orientad

20

22 1

12

13

Totals

204

17.8 5.6 5.6 3.3 5.6 3.3 100.0

24.4

14.4 13.3

6.7
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In looking at specialties and where they fall in

terms of factor scores, we find the following:

Factor 1 Percentage
School libraries 10.0
Administration 10.0
Work with children 2.8
Audio-visual 5.6
Education 5.6
Special clients 4.4
Systems/networks 3.3

Factor 11

No specialty was placed highest on this factor

Factor I1T

Reference 13.3
Cataloging 3.3
Information science 2.2

Type of Library
Overall, the largest number of respondents, 36
percent, are associated with public libraries. Academic
libraries rank second (24 percent), school libraries third
(17 percent}, and special libraries fourth (14 percent}.
In terms of the sample groups, students most associated
themselves with academic (33 percent), public (27 percent),
and special libraries (20 percent), while practitioners

are largely associated with public (40 percent). Only 23



206

percent of the practitioncrs name school libraries, while
17 percent name academic and special libraries. Like

the practitioners, 40 percent of the leaders are asso-
ciated with public libraries. Respondents associated
with academic libraries make up 23 percent, with school
libraries 13 percent, and with special and state librar-
ies 6.7 percent. Ten percent did not specify a type of
library.

Table 35 illustrates the breakdown of the rela-
tionship between factor type and type of library. Factor
I is largely made up of the majority of those respondents
in publiec libraries (23.3 percent) and school libraries
(11.1 percent). The majority of special librarians are
also in Factor 1 (B.9 percent). Factor I1 has a small
number of school librarians (3.3 percent) and of academic
librarians (3.3 percent). The largest number of the
academic librarians, however, are in Factor IT1I (11.1
percent) as compared to Factor I (10.0 percent) and
Factor 11 (3.3 percent). Also in Factor TIII can be
found approximately one-fourth of the public librarians
{12.2 percent) as compared to Factor I (23.3 percent),
as well as a substantial number of the special librarians
(5.6 percent) as compared to Factor I (8.9 percent).
State librarians are equally divided between Factors 1
and 11I--1.1 percent. It would appear that experience
in a particular type of library does influence a person's

factor type.
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Leader groun

Table 36 gives a breakdown of the leader group's
affiliations: divisions or award winner category in rela-
ticn ro their factor scores.

The respondents from the following divisions were
all included in Factor I: ALA, AHIL, CS5D, ISAD, LED, PLa,
and most of the award winners.

No group was totally in Factor II. Only YASD
respondents were totally in Pactor III.

The following groups were evenly distributed
between FPactors I and II: AASL, ACRL, and RASD.

The foliowing gqroups were evenly distribu£ed
between Factors I and III: ASLA, LAD, and RTSD. A
large number of award winners were also in Factor
III.

In terms of the meaning of this distribution, it
would seem that scven of the thirteen groups, those which
belong within Factor I, subscribe to the open type of
service. YASD respondents as the only group to fall com-
pletely within Factor IIT c¢an be characterized as people-
oriented. AASL, ACRL, and RASD respondents fall egqually
within Factor I, the open type, and Factor II, the mixed,
traditional, and open type.

ASLA, LAD, and RTSD fall equally inte the opeh type

and the people-oriented type. RTSD falling here might be

the biggest surprise in terms of their technical interests.

Again only two RPSD respondents make this meaningless.
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This set of data on the leaders, due to such small numbers

in each subset, is questionable.

Summary

As presented in chapter VII, the factor analyses
resulted in three factor types: Pactor I, the Open-Systems
Type; Factor 11, a mixed type with more items of the
Traditional-Professional Type; and Factor III, the People-
oriented Type.

The demographic variables that seemed most related
to factor types appeared to be age, years of experience,
and current position. The older the respondents, the more
they clustered into Factor I, while the younger respondents
are about equally divided between Factors I and I11I. The
older respondents identified with the Open-Systems Type,
while the younger respondents identified with either the
Open-Systems Type or the People-Oriented Type. The more
years of experience a respondent has, the more they iden-
tified with the open-systems factor while the less experi-
enced respondents are about equally divided between Factors
I and III. Obviously, the two variables of age and years
of experience are related to each other.

Marital status, sex, and type of experience did not
seem to affect the factor type. However, there may be
major differences batween groups of females as reflected
in a rather large number of females identifying with both

Factors I and II1I.
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The attitudinal variables of specialization and
type of library seemed to be related to factor types.
School librarians, administrators, library educators,
those working with children and with audio-visual mate-
rials clustered mainly in Pactor I; while those in cata-
loging, information science, and reference clustered
mainly within Factor I1II. Both specialization and type
of library are related variables.

Professional involvement is the most nebulous
variable to interpret in this part of the analysis.
Library educators (AALS and LED members) are almost
totally in Factor I, as are the majority of the special
librarians (SLA), media people (AECT), information scien-
tists (ASIS), and school librarians (AASL). Young adult
librarians (YASD) are divided equally between Factors I
and III; meaning that they identified with both open-
systems and people-oriented factors.

Overall, the demographic and attitudinal relation-
ships were not clearly delineated in the current study.
Due to the lack of a sufficient sample size and the lack
of random sampling, it was not appropriate to apply more
rigorous statistical tests. The percentages reported are
sometimes misleading due to the small numbers and there-
fore are interpreted cautiously. However, the investigator
can speculate on possible meanings and significance. 1If
the Open-Systems Type of person is the desired one for the

profession, continuing education programs might want to
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consider how best to include elements of this in program
planning. If age and years of experience do not preclude
change and/cr open-systems thinking, as indicated in the
current study, continuing education might be a motivating
force in moving toward this philosophy for the profession.

If sex is also not a limiting factor, as suggested
in this study, the myth that an occupation dominated by
women (as the library field is) leads to the “feminization"
of an occvupation may be dispelled.

Another important finding--that the open-systems
factor is more significant than the people-oriert~d factor

--might cause the “people-oriented" stereatype of librar-

ians to be guestioned,
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CHAPTER IX
TESTING THE SERVICE ORIENTATION SCALES

In order to test the conceptual base of the study--
the three theoretical (ideal) types of service orientation
--it was decided to submit the items to a factor analysis.
This would determine whether a gcale of service orientation
is formed by the set of items formulated and used in the
Q-sorts. The empirical data on service orientation would
either support or not support the conceptual base dependent
on these results. The ideal and normal procedure would be
to submit the total pool of items, fifty-four items, to a
factor analysis; however, this was not possible with the
small sample used in the current study. The acceptable
sanmple size would be a minimum of 270 persons, and ideally,
540 persons; this would meet the minimum standard of five
to ten respondents per item. This is a limitation of the
study, and means that it is net possible to determine the
extent of overlap of factors.

For an initial effort in ascertaining the adequacy
of the pool of items for measuring service orientation,
each subset of items (those representing each of the three
ideal types) was submitted to a separate factor analysis

as a test of that ideal type. The procedure chosen for
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this process has been explained in the data analysis sec-
tion of chapter IV. Each factor analysis conducted on each
of the ideal types (set of items) will support the validity
of the scales used, and also aid in creating new scales of
greater "purity” than those conceptually derived. One
would expect all of the items to load on one factor if the
ideal procedure had been followed, and if the iters being

analyzed really tap a service orientation; within each

separate analysis of the ideal type items, one would expect
each of these to result in a one factor solution. This
could only occur if the three ideal types do exist in real-
ity which is unlikely; ideal types, by definition, are
never found in pure form in reality,

There are several factor models in usage; the one
used in the QUANAL computer program, used for the aralyses

of the Q-sorts data, is called principal components factor-

ing which is concerned with patterning all the variation

in a set of variables, whether common or unique. In this
model, the correlation matrices always have 1.00 (unity),
or the self-correlation of a variable in the principal
diagonal. The SPSS factor analysis computer program being
used for testing the theoretical types, however, uses prin-

ecipal factor analysis, often called common factor analysis.

In this model, the principal diagonal will contain com-
munality estimates. These measure the variation of a vari-
able in common with all the others.

Initially, each of the three sets of service
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orientation items representing the three ideal types, along
with the untyped items {Type 4}, were submitted to an
oblique rotation during factor analysis. An oblique rota-
tion was first tried due to the control of the degree of
correlation that this rotational method allows. Due to the
low correlation coefficients found between the factors
delineated in the oblique solution, it was determined that
the factors are relatively independent. It was then
decided to submit the sets of items to the varimax, or
orthogonal rotation pattern. 1In an orthogonal rotation,
the criteria restrict the transformation matrix so that

the factors are uncorrelated. This rotation process
attempts to maximize the variance across all the factors

in the matrix. 1In this attempt to discover factors for

the purpose of testing each of the idea) types, it was
considered important to simplify each factor. The inter-
est was in learning more about the factors rather than
about the variables--the opposite of the factor analysis
done to determine the service orientation of the groups

of librarians (the 0 analysis).

Ideal Type 1 Analysis:
Traditional-Professional Type

Thirty items including nineteen of the ideal Type 1
items and eleven of the untyped items (Type 4) were sub-
mitted to a factor analysis. A total of twenty-four items
loaded significantly (+ or - .40) including fourteen from

the original ideal Type 1 items and ten from the untyped
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ftems. Table 37 shows the factor Joadings of all of these
itemg with those loading significantly underltined. The
variables {items) in cach column and the columns themselves
are ordered according to the importance of the variable,
i.e., the highest loading of absolute values. Ideal Type 1
items 36 and 49 both leoad positively on one factor and seem
to constitute a risk-taking attitude and a support of
intellectual freedom, Items 37 and 43, both loading on
one factor, relate to professional involvement. All of the
other factors are elither unique {(only one item loads sig-
nificantly on each factor) or are a mix of ideal Type 1
items and untyped items.

The fourteen items of ideal Type 1 loading sig-
nificantly are:

1 Feels that it is important to guestion a patron to
ascertain actual needs when faced with a reference

question.

12 PFPrefers to make decisions about how own work is to
be performed.

20 Relicves materials should be organized following
standards of the profession, i.e., c¢lassification,
filing, subject heading rules, and schenmes.

29 Has a spacial interest in preserving the record of
knowledge for the future,

30 Is especially interested in building library col-
lections.

31 1Is especially interested in introducing computer
and other technological systems into the library
getting.

332 1Is especially interested in working with a particu-
lar subject area.

34 Actively participates in national library and infor-
mation professional organizations.
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36

37

kil

43

49
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Tries to implement goals and standards of the pro-
fession into the local work situation.

Does not believe in removing a book or magazine
title considered important for the collection when
a complaint is made.

Reads current professional journals and books requ-
larly to keep up-to-date.

Feels an obligation to recruit gqualified individ-
uals into the library and information field.

Believes it is essential to take courses, attend
workshops, and meetings for self-improvement.

Will initiate new program considered important even
if potentially controversial.

The ten items loading significantly which are the untyped

items are:

32

39

41

47

50

51

52

Feels it is important to provide instruction.

Expects patrons to use reference tools by them-
selves.

Believes that programs should be provided for
groups with special needs only if additional
resources are available.

Wants to be in the guiet, peaceful atmosphere of
books and libraries.

Actively participates in local and/cr state library
and information professional organizations.

Believes that librarians should support the library
whenever complaints are heard from outsiders.

Prefers to work in an orderly, predictable environ-
ment .

wWill initiate new programs and services only after
they have proved successful in other libraries.

Works to insure that all information given by
library personnel is the most accurate information
available.

Takes for granted that library personnel gives out
accurate information to patrons.
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Tdeal Type 2 Analysis;
Semiprofessional Type

Twonty-two ltems were included in this factor anal-
ysis: 11 of the ideal Type 2 items and 11 of the untyped
items. TResults showed significant loadings on 13--8 of the
ideal Type 2 items and 5 of the untyped items. Table 38
shows the factor loadings of these items with the signifi-
cant loadings underlined. The significant items include:
the 8 items of ideal Type 2:

& Accepts what patron initially says he wants when
answering reference guestions,

10 Feels that staff members should spend time exclu-
gively on needs and services of current patrons,

12 Believes libraries should be under the control of
a policy-making beard.

18 pfelieves that materials should be organized in ways
users will find the rost convenient.

21 Attempts to determine satisfaction of users with
current services.

25 1s especially interested in helping people.

26 Would 1like to spend a4 majority of their time in
working with people--both staff and patrons.

%4 HNeeds to have approval expressed by patrons and.
colleaques,

and the five items of the untyped items:
22 Believes that programs should be provided for
groups with special needs only if additional
resources are available.

32 wWants to be in the quiet, peaceful atmosphere of
books and libraries.

47 Prefers to work in an orderly, predictable envi-
ronment.

50 Will initiate new programs and services only after
they have proved successful in other libraries.
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51 Works to Insure that all information ia most
accurate.

Two ideal Type 2 1tems, items 25 and 26, form one
factor and reflect a poople orientation. All of the other
factors are unigue {one item loads significantly on one
factor) or a mix of Type 2 and untyped items.

Ideal Type 3 Analysis:
Open~Systoms Type

Twenty-four items including 13 of the ideal Type
3 items and 11 of the untyped items were submitted to a
factor analysis. The results included 14 significantly
loaded items--7 ideal Type 3 items and 7 untyped items.
The factor loadings of these items are showm in table 39
with significant loadings underlined. The signifjcant
items include the following 7 itcms of ideal Type 3:

5 TFeels it is important to go out to speak tO groups
about services ¢f the library.

15 Believes that the library staff should actively
participate in work of their policy-making boards.

16 Believes in meeting with potential user groups to
assegs needs and plan services.

24 TFeels it is important to assess needs of nonusers,
27 Feels that interpersonal and communication skills
are as important as knowledge of libraries and

books.

45 Prefers to work in a challenging, constantly chang-
ing environment.

46 Likes to be part of planning and implementing new
prograns.

and the following seven untyped items:

2 Feels it is important to provide instruction.
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22 Belioves that programs should be provided for
groups with special needs only if additional
resources arc available.

32 wWants to be in the quiet, peacsful atmosphera of
books and libraries.

39 Actively partiecipates in local and/or state library
and information professional organizations.

47 Prefers to work in an orderly, predictable environ-
ment.

50 Will initiate new programs and services only atter
they have proved successful in other libraries.

51 Works to insure that all information given by
library personnel is the rost accurate information
availakle,

The first factor has four items lcoading signifi-
cantly. JItems 5, 16, and 24 are ideal Type 3 items, which
reflect an interest in the total possible user population
rather than an emphasis on current users only: while item
22, an untyped item, is a ncgatively leoading item also

relating to special user groups.

Final Test of Items of Service Orientation

The results of the separate factor analyses of the
three ideal types produced a set of the strongest items of
the original 54 items which included: 14 ideal Type 1
items, B idcal Type 2 items, 7 ideal Type 3 items, and 10
untyped items (referred to throughout the study as Type 4).

These finpal items were then submitted to another
factor analysis. Again, an orthogonal rotation was
requested, and a 14 factor solution was determined. The

results of this analysis are shown in table 40, with the
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significantly loading items underlined. Those significant
items include: 7 ideal Type 1 items, 5 ideal Type 2 items,
7 ideal Type 3 items, and 7 untyped items for a total of 26
items left out of the original 54 items. A list of the 26
item numbers, their corresponding ideal types, and their
factor patterns are found in table 41.

It is obvious from table 41 that the total group of
service-orientation items did not load on one factor, indi~-
cating that the items are tapping many subdimensions of
service orientation or dimensions other than service orien-
tation. This indicates that the conceptual framework, i.e.,
the ideal types, are very broad and multidimensicnal. A
weakness of the study is shown in the sense that the con-
ceptual framewoark is not being supported by the item analy-
sis. In examining the three ideal types in terms of their
empirical validity, again the table shows that the ideal
types are not "pure”; only Factors I (three ideal type 3
items), XI (two ideal Type 1 items), and III {(two Type 4
jtems) have a cluster of items of the same ideal type.

Though none of the factors are really strong
factors in terms of a large number of significant items
totally or even from one ideal type, the following inter-
pretation of factors may indicate the key service items.
Each factor is named to help in interpretation as well as
including a list of the items loading significantly on that
factor. The minus signs in parentheses indicate the rela-

tionships between items within that factor,
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Factor I: Concern for nenusers

Item 16 Belicves.in meeting with potential user groups to
asgese needs and plan scervices.

Ttem 24 Feelsg it is important to assess necds of nonusers.

Item 5 Feels it is important to go out to speak to groups
about services of the library.

Item 22 Believes that programs should be provided for

groups with special needs only if additional
resources are available. (=)

Factor II: Professional organization involvement

Item 34 Actively participates in national library and
information professiconal organizations.

Item 3% Actively participates in local and/or state library
and information professional organizations.

Factor II1: Preference for quiet, orderly environment

Item 47 Prefers to work in an orderly, predictable envi-
ronment.

Ttem 32 Wants to be in the quiet, pcaceful atmosphere of
books and libraries.

Factor IV: Information processing

Item 1 Feels that it is important to guestion a patron
t0 ascertain actual needs when faced with a refer-
ence question. (-}

Item 6 Accepts what patron initially says he wants when
answering reference guestions.

Item 51 Works to insure that all information given by

library personnel is the most accurate information
available. (=~}

Factor V: Computer interest over people interest

Item 31 Is especially interested in introducing computer
and other technological systems into the library
setting.

Item 25 I=s especially interested in helping people. (=)
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Factor VI: Policy-making process

Item 12

Ttem 15

Believes libraries should be under the control of
a policy-making board.

Believes that the library staff chould actively
participate in work of their policy-making boards.
(=)

Factor XI: Afraid of risk-taking

Item 36

Item 49

Does not believe in removing a book or magazine
title considered important for the collection when
a complaint is made. (-)

Will initiate new program considered important
even if potentially controversial. (-)

Pactor XIT1: Supports standards and uniformity

Ttem 45

Item 20

Prefers to work in a challenging, constantly
changing environment. (=)

Believes materials should be organized following
standards of the profession, i.e., classification,
filing, subject heading rules, and schemes.

Factor XII1I: Favors independent patrons as opposed to use

Item 27

Item 7

of Interpersonal skills

Feels that interpersonal and communication skills
are as important as knowledge of libraries and
books. (=)

Expects patrons to use reference tools by them-
selves.

The other five factors, Factors VII to X and Factor

XIV, are all one item factors in terms of significantly

loading items and are not reported here. These factors are

unigue meaning, that there is no significant relationship

between items. Only higher order factor analysis could

further delineate clusters of items. The current study has

shown that further work needs to be done in this area as
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the idcal types posited and tested are too heterogencous to
form a scale of service orientation, and even within cach
ideal type set of items, they do not cluster sufficiently
to make scales. Also, if four to six items had clustered
on the factors, the Xuder-Richardson reliability coeffi-
cient could have been computed to establish the internal
reliability of each scale. The effort reported in this
chapter on testing the ideal type items has been a secon-
dary part of the total investigation, and is considered
sufficient in view of the limits of sample size and the

need of second order factor analysis for further clarity.



PART 111

SUMMARY, CONCLUSIONS, AND FUTURE RESEARCH
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CHAPTER X

SUMMARY AND CONCLUSIONS

Methodolo

The current investigation began with two major
objectives: (1) to explore the concept of service orien-
tation and (2) to develop a methodolegy for measuring the
concept. The first objective required a review of the con-
cept in the literature of the socciolegy of occupations as
a conceptual framework. This literature presented two of
the three definitions of service orientation delineated in
the first part of the study: Goode's Traditional-Profes-
sional Type, ideal Type 1; and Simpson and Simpson's Semi-
professional Type, ideal Type 2. The third definition
emerged from the search of library literature--the Open-
Systems Type, or ideal Type 3.

After these were posited as the three ideal, hypo-
thetical types, a set of items was developed representing
each of the three types. An untyped category was named
Type 4 in order to parsimoniously use it in the study;
this type evolved from items not fitting the other three
categories but considered essential to the service concept
within this occupational field. A large pool of items was

refined and synthesized through several pretests until
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a final group of fifty-four itcms was selected for the

study.

Findingsg
Study Questions
Each of the four major questions guiding the devel-
oprent of the study will be presented and then briefly dis-
cussed in terms of the findinags of the study. The order in
which they were analyzed in the earlier section will ke
maintained, as this logical seguence begt indicates the

findings that can be directly gleaned from the analysis.

Wark values

The first study question dealt with in chapter VI,
"Work Values Analyses," was formulated as follows:

Is service orientation considered an important
concept on a scale of work values within the sample groups
tested?

The work values considered to be service indicators
~-"gpportunity to be helpful to others" and "a sense ¢f
accomplishment by contributing to society”-~were ranked
second and third (on a scale of ten) among the compesite
group of students, leaders, and practitioners. However,
another value--"opportunity to use my special abllities
or aptitudes*--ranked as the first choice work value.

Among the individual sample grouvps, the leader group ranked
the more altruistic service indicator--"sense of accom-

plishment by contributing to society"--as their first
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choice, while the students and practitioners both ranked
®. . . special abilities or aptitudes" as their first
choice. The student group placed the more altruistic
service indicator fifth, and the practitioner groups

placed it third.

The second service indicator--"opportunity to be
helpful to others"--was ranked second by both the students
and practitioners, and third by the leaders. Service orien=-
tation, as measured by these two indicators, is certainly
an important value in the field, according to the percep-
tions of the current study group. As might be expected,
the more altruistic meaning of service was not as important
to the student group as it was to the leaders and the prac-

titioners.

Meaning of service orientation

The second study area, and the most important focus
of the study, was analyzed in chapter VII, "Service Orien-
tation Concept Analyses." The questions were:

What is the meaning of the concept, service orien-
tation, within the framework of the library and information
services field?

Is service orientation viewed differently by
library school students, practitioners, and by leaders in
the profession? or is there consensus among the groups?

Service orientation was assessed through the per-

ceptions of selected samples of students, leaders, and
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practitioners in the library field. Through the use of a
O-sort data collection instrument, a forced ranking device
for large numbers of items, ecach of the separate groups'’
view was obtaincd.

There was found to be a great deal of consensus
within the individuval groups; so much so that a one factor
solution which basically indicated one pattern was deter-
mined to be the best solution for each of the groups.
Table 42 presents the most accepted items of the three
separate groups:; the six starred items are the consensus
items of the three groups. Table 43 presents the most
rejected items of the three groups, with the eleven starred

items again as the consensus items. Overall, the three

groups agreed in accepting:

interpersonal and cor-unication skills

the process of bringing information, books, and
people together

helping people

making sure that information is the most accurate

the liaison role of libraries

the need to plan services based on total community

and agreed in rejecting:

a quiet, peaceful atmosphere

expecting patrons to use reference tools by them-
selves

a business-like, reserved manner

taking for granted accurate information is given

initiating programs and services proved successful

accepting what patron says he needs

an orderly, predictable environment

following circulation rules conscientiously

spending time exclusively on current patrons

need to have approval expressed

providing for special groups only if additional
resources are available.

An examination of the combined qroup analysis
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influrnce.  The youngor aqrodb wes abuut ooi=21y divided
betweon Yaclors T, Ogein=Systoss Factey Ty o, and Factor
111, Poople~Oricntod Factor Type. The ollar one wan, the
more they woere included within Factor |,

The somple qroup was disproporticrots in the raljo
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dents heing nonbors of PLA (14,4 perenrt), ACEL (13,3
percent), and AASL (11.) pereent). All of thoze ipvedved
in library education ecither atfiliated with RALS or LED
were clustered in Pactor T, as were those helonging ta

ASIS8. Those roicsenting divisions: of ZLA wire found with
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prodorigaled 7. 4 tear 3, vl lbece passioa Deoteer of weverad
Qrange: odten 40 L Tepesd it Potbo MY ot les o e $ait b
Of there b s ee ANLLL, AaYES. LY, el PN weery fenn b

in Yarteas 113 »hile abrasl o thipd of Shoews gn TS0 ann
AR were- W)= wn Factor 111,

The: rore bntevest ing Tindings includcd:  the very
Tarqge progertion o8 CLb recpogadonts thoet were found an
actey 1 (RS54 rercont)-=Tavger than any other daviniog:
the ¢gual =ptit ef YASH yespondonts between Faotors 1 atud
F11; and the foaoe that abouat ore-thyrd of the 1SAD venpon-
dents clusterad in Factor 111, the Poople-Oriented Factar
Ty .

There stccarad Lo b soops rotat iGhrdiip bt wes

factor Lype antd Ly

e of Lihoary intoreat, For exanple, the
largest nurber ©F acadenic librarians were fonnd in Factor
11) (1) perecni) thounh an almont egual puorcentage wero
found in Te~t~r I (10 porecnt). Shouwash the total souple
was larqgely riic un of public libratsans (4 peroent), aca=-
demic librarics ropresented 24 percent of the total; sehinol
libraries, 17 sercont: and specin) laberaries, 14 porccnt--
guite addiguute ronrosentat 10on.  Sludents most antoriatoed
themanlyes witsn avadenie librarien while practitironcrs and
leadrrs wire m2stly associated with pubdic librarics.

Thosr acsuciktas @ith school librayies clustered in Fogtor

T, those associesed with pubbie libaries were dimvigoo
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factor Type, had clusgern =t
Salty (which would be O clan )
peprenentstann in Fector 311 ¢

e yonee specialists

on attitudinagd ol deomgran

vear fypes are pral ininary ans

wageh studiod were nol Yonriose
tonts of relationaships., The

Le misleading, and do pot indi-

cate ¢ither positive of o lack of panitive relationshing,

However, they have hoen ox

sible relationslaps to ke

a=ined in order Lo sunggest pos-

Lavestigated. It would appear

that age, years of exporisnes, specializavion, tyme of

Tabravy, and profeossinnal
further in torns of their

delineatad in the curres s

Affi)iations shopld b cxbhlaor-4
relotionships to the factor typ-s

atudy
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redeStend am the: s e S wiandf redss Faoadaaege . 1. T
Y owae repwesentod an ehe ins) s no b by R, FA0E

TEie 2 by T itenpr, adeall Type 3 b T jremn, and ohows wege
srill 7 matyped itene that yoraaticole Ax Mo ddeed ruiae as

Yirdnatea or ulerant I.a]l';' e rorr s An fmbar OF Tes s

wothin & Lypes 30wl Yo vaend Lhon the hypaithesie

it 83 Lypes Were Goeratianal by ez, In other words, ¢ach

trpe Wok Inportant e the conrept--sr abt Jeast that so=y
Jters reprosonting cach idoal LRl wWefe fRbort mt,
However, 3t 45 ¥hportant 14 gealize that sl
tters were distributed throwihost fourteen di¥torent fTac-
ters, with no dtore than four itoeds sonraring witinin one
factor. Scales (hat would clearly cdelineito the thre.
ideal typos os posiled an the besinning of the stuly were
nnt apparent in thig analysie. Fronm the cursont resulrx,
it would scem that there wore many dimensions hein® exas-
ined in this study. Tt is apparoads that cach of 3o ideal
types ponited from the literature are multidinensron.l
rather than unidivensional. The present dnventication was

g test of ideal types ol the scrvics conceplb,.  The tontative
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st of dats obt.aned Fror g pendess s bins o $urther et

the dddenl pypuss e roalon of Sorvier Or et et Ton.

.l't-n_t:’lnf.‘um:.

Thir current study has Loon coneernad with the con=-
coept of servies orientarion,  The rtubgy han shiten throuah
the assescoment of Lhe wiork valuen of the thros stuldy groops
that segvice is an drcortant valur in the Tield,  teaders
and practitioners expecinlly valued the Sltruistic meaning
of sorviee, “contribeting o sociery™ while @)Y tlace study
groups (students, leaders, and practaitisrers) valued the
Popportunity to be helotul to others.™

In trying to define svrvice oricut (tion, the study
has posited and fested statemonts concerning serviee and
has presented a now set of dtems for furthor testing. It
was found that not one bat scveral patlerns of scrvice do
exist in the field., These are reflected an the threeo
factor types of the eorbincd sanplez analysis: the Open-

Systems Factoar Type, the People-Oriented Facter Type, and
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ther Toctor analy=is.  They dnecludeds

Meaveness of the dnportance of

ntorpersonas ) and coesunicat Yon sk lls

the procens & biinging antormabdong boomsg and

poeople teet ey

h(‘l[lin.] .n--n!.-lt.

the acvuracy o ipfore it ion given to {atroas

the Yiaizesn raole of Viloaraos

the planniier of Soreion boodd on the 1ol

commni Ly

In othey words, thaugl there was pot Tound one e inition
of service for Lhe profession, but rather three poattorns
of scrvice, thore werl edansionatit ies in thie threr sottorng,
forming a "common core:® Thin could be seen ox & bLanje
dofinition of serviey for the ficld, though recnspizing
that this definition neods 1o be testedd and refined,  The
dimencions of serviee orientation which have boen adonti-
ficd--items such asn Lthe recognition of the importance of
interpersonal and eommunication skills, the fdeatification
with the total process of bringing together inforration,
books, and peonle, and so forth--should prove encouraging
to the fierld. The now basic detinilion of service is

positive and exciting.

The study supports the wrilipogs of thoae erities
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rowched fon thes Baka sy e FS v nervice=Gaenbedd o 1 ijrane

Chonowlideh 30 ofau oot A0G Yl anformdt fiacal neods of

Speccial iavd pmbabaen gl o o cenerald patad e siohn Tt b
bost withoawopen, flemtbde systong opfepral jons 5 =il
proposad by Schridt and Band L refented to tharcbe it the
study on ddea) Ty 27 the Onon=Dyatenis Type, hie beon
tented in the study, and nurported by the pareoprions of
peaple an the Tield,

Yheye are implicatich: in the yesplts for bork
graduate }ibrary cducation ond continwing educiatiton,  An
examination of curriculy oind progroms of both of these
should lead to the additian or subnurtution of athe 2 cur-
ricular arvas. Inportant areos relating to the g cnphas
ses include:  the hehovior,] weivnces ‘eopaecially prvehol -
oqgy, Sociolony, and ctdnaunicstion: and the applicd seivneen
such as computcr scivnoe and oterations rescateh. Thoe spe-
cific learnings shuuld involve:r  intirvporsonal and cowmynis
cations skills, community study, planning aiel ovalaation,
the systems approach, and netwnrking among others, 'The
kpowledge ond expertive regquired of the person that would
succensfully porfore the scoryvice aspocts brictly identificd
atove will regulre a "pew broed™ of librorran=-the desire
to help people will still be essential, bot w111 po longer
be sufficient as a creed of the profession.

Certain domographic and attituding) variables have
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Ches ol alileci 08 e 8 ox G GE et b vV, e aa bl at i,
Lypas of Jaborary, awd iaof traed] wf Padaabisan ore selated

to the Soervive Concest.

PThee vieLhesdiodorgy vesod an tles corpent «tagby-=tlie
Q-torte instruncnty foctor analynds of the data, ond the
dovelopreont Of a "ty da v of peaple"=-har boen guoieaial
for the astwly and shonld b cont immed in aimilor ntudies,
O-methodalogy 36 4 practical beol tar such o fiedd study
and i5 aot bowael by statdaticast sianif ivones hut i< pather
more qualitative than guanti titave.  Conoorpontly, the
technicgue soerves useinl o an exploratory st

After testing e ddeal types of seevied and §ind-
ing that the ideal types were padtidise anicia! ralher than
unidinensional o the resulra of Lthe faca) point af g sty
m=ethe factor analyoes of the O=sonts datae of the individual
groups aml Lhe coahined aaoup salplo-snooid ta be reasnossed.
The three factors delancated and thesr relatod unigue scer-
vice items do indicate patrerns amd consoguently, types of
persans. Howvewver, whethier oyther the uniaue 1tens or the
conscnsus dtems roally measwre servioe arientation ig s1ill
a gquestion. The stady hos mearured the persspt fons of each
of the mmuple aroups on Lhe lﬂ:-.‘_.l iy ::;_(_’_T" rervives  This
was the intent of the study, and =oo acerplished, Due Lo

the apparent lack of construct validity of the idead types,
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uals Jyr s e, W (B Pyl = [ = gt and an
Gnnensing Uk wmpcon) Staelyg Pher b o Fetrriit v oo e
vice fr dle T 0E n e Vit 4 ar ! tier ohvious iy
prscilen ieape 40 L e Severnd i, wat T e peoprlpaiie il
in the tutuerd vesa areh e obivn,
Lhmipat ios
There are seereral Tandtat i to the current stady,

forus oG pethodalogicedl, whii e otle-ra are iahetent in Lhe
purposet and Whe contoent of U Liaiv,

A pajer DNandtation of the curventl favestigation
in the dizcerepancy inherent bectooen the percopt ions of
people==wihnt !‘:--"' say they belivw and do=-and Ll i
bichavies in aotus) practice. O peces<ity, the enrgent
gtwly wase anncuning the poreaption: of jueople.  In orvder
to mininize this problem, cach Ylem van o sivitic belaoef
or intended Laliovine; how ver, the probbem romoainesd and
will be dealt with agoin under futuse rescarch, Assoriated
with this problen iz the one of coeial destraliality
responses==ponnle may he responding accerding to wiat  Chey
would like to Lawe heppon or according to what they foel is
grpocted in rthelr respoptes. The problems ddentificd are
those cpnconntorod by all attitudeinsd rercarch. Contrals
such as the inclunion of sucial desirability scales can do
much to covnteprast some of the above problems.  lowever,

due Lo the cxploratory and pethodolagical purposen of the
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the earrvnt sewdy cosine® be eladiiosdoain re presentat/isee of

the general pojpuwdoaticon of the daoary $ie-debe Yurthes

ntidics using randoes sl e

will noed to e copplastend
before o true astessamnt of mervies i sade.,

Anothey Yimitation of Lthe vurrent atuhy, relotord tn
the sampling ploan, ipvol- o the fallowing question: how
common in the field are Lhe peroatices of sorvice aricu-
tation obtainsl from s$he gornsndonts ta this stels?  Are
these ponitive seyvicoe arAdicators shured with the tayerity
of leaders, practiticnors, and ntuderdn?  Thoual thas
should alvays be guenticraod #heh not uilng rigehen tanjding,
the curvent invastigatade invalvedt a o) f-def ined beader
group--thone who had becose Teadors by virtue of election
to a presidency of either o division of ALA or of ALA
itself. These leaders moy or may not perform true leader-
ship roles (influencing others, as role padels) s they have
received internal rewards bt whetiver due Lo seniarmty,
popularity, or true JTeaderchip cannot be ascertained.  The
addition of award winners to the leader group might sones=
what have peutralized the Teoaders® offect, however,  The

term, leader, should therefore be interpreted carefully for
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Loy ett’s Ziaaght kel ciad ost P g b,

e thing el seviteanly o bedt far t e bk Wl
detaridnat baen of the avabeqer Gt oo g lap ba the o tee
ot 3 aead Ve the facter amilvads of ater s (for Vet
thes Mgoanbin-Se™ ot the dteas). Thin wer o net pec bl wite
the mrall cmsple aresd An the study: o0 woukel Jeeve ba
BeeELLary to hove a miionm of four Ve ten ves praak o
per o dtem, or o tetal of appoaoimately 540 roesdadents s 10
that condition Lad been met, all of the jtens would B
Loeen facter analyzed togethior, ratlher than yn the qos =
of cach of 1l theoretical Uypes individaally o done oo
the current study. AS o wecondary part of the aawvoestita-
tion, the tent al Lthe 1teme was opnly 9 dirst step ino@ oo
that wonld Le necdod Lo tese odegeately the dtema, Also

it iz Jpoartant to récoanize that constroact validaricd s

never conpilote.  The construct of service arientation roods

continued testing: the dtoms derived in thisn study as Loin
the wost significant itess heed further testing and

refinerent.
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Bhory, wreiting rocont by has revigrbeil:

She Jibwardans: trrg hoave di-hiied the ettt ot ©fF @

plitlasophical Traree of rotopeaee, il oF g el aeess

la.-v-_- B Aoy 1o 0f O eatuniaves Sypthesin 6f s

Tk SRR S B R
The currenl dnvestagabting s o bispansiing ol fort tn o a eo;
Linuing intereast on the part Of the researchor in the
developieent of a8 philoacphical bone for the field of
libraxy and infarmwabicon studien.  Howower, in building that
philusophical base, Shera wains. of the "importaones: of o
holistic approach to library probbem, and I'i"'-'ll‘.w.“:‘ This
approach from a rescarch poipt of view wonld javolve the
life work of many rescarchers,  Bowever, since the service
concept has been identilicd as contral to such a basic
philosophy, it subsrsuently can serve a6 a Skarting point.

A philosophical base of service could serve as the

underpinnings of a theorctical framework for the librory
and informetion Licld. Thin raices o basic guesting- does
an appliced, professional field such as the library field
have a theory of Vibrarianship or vven 8 theoretical

franework? This rescarcher would rospond that any
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Theory i Lan dn peactide, 3o pefdmad an ve s el
ant} nst atal Can return bo faoehdes 30 ferne aretn 1w b
be olher Cluew o denbgime-afl of smegay T i g ain

busincs: of wursnaeg el Plesan pore than daly s s
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Thiory i define] by thewe Lol writers as:  "a copreptual
Frameseat b 1nveritead 1O sone: ]LII}#;.:'.’“ Mhees bart I oamn
ceffective argitast for levelds of theovy., Tn toaas of
higher evel edooay Bualading, they spoak of “oituation-
producing theory™ as apvolving:
1. goal-coatent speci el an adn foy the activiee:
Z. proocriptions for sctivily to realviae the deal
content: arnd
3. o survey st tn gerve oL @ supplaront (o preosont
proseription and an preparetion for futus JPEeaes ip
tion for setivity tovird the aval copveat
This situation prodacing theory, i0 regarssded as an actual
Aattempl to bring into existonee the acrivity sugoestod by
the theory, is called o practice theory. A recont book by
Argyris and Sehion discusses theory in Lhis same senae,
They refoer to theories of professional proctice as “special
cases of the thoories of action that deteriine all delilwr-
ate bvhuviur.“s Most pertinent for this particular study

is their explanation of & theory of practice as:

e o » consistling) of o sel of inteyreluted theoricog
of actiun thatl specily far the situstion of the
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can Loctae: 4 reprodo o3t 1o, valid techinygue." Thestr il

may be pocessary te e far te the carrent conceptuslszet on
of the serviees vons 't o opplicd thiory, VU i 2tidl enee-

ful kEnowledge for tho fiolad ot librarienshap.

Quesiicior uviped b iho Btudy
An improssinonistic viow of the resalts of the
compileted investisation should acncrate ddias for nos il
rencarch in the arca.  tooking back on the findings, seve
eral gucations can b opadned, dncluling:

Is the Oper Systems Bodel of servico as pereeives
genorally by the rospomlents of Lhe ecurrent satudy beeiag
practiced ip the ftbhrary and iplorration services
ficld?

or, is there tear of technolagical developnents and
resistance to chuange on the part of practitioncrs in
the ficlaz

The ditlerence botwoen rhetorie (what people say they
beliowe and d2) and belavior (as observed by cthera) nocds
to be asscsscd Lefore the gesults of the current study
becone meaningtul.  Another related guestion which is

espocial 1y portinent is:
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Alomey wath ey dires 2 et fesstenn® Bl o i et
tivn oof $hes g ¢ € a2 2eny Lobaawiter Gin Tl dapepiniean §oin?
cnvivere ol ondd oth Ludd 1 Yok 3, nGiamtal b Givitser boobivr,

A prubidets AR the gupeorn Perdyy BXpang A0 wparpate Lhe
anlivadual®s nopeics mordeatan poagy Trieme the morvioi-ar o titesl
Yibrary, needn fartios chaungnt and study.  Por ozanpde, a
gquestion ta Le eond JOorol piahn anelude:

What is the relatiomchip Between the stodent @ view
of service, the foruliy®s vivw of servive, ond the cor-
ricula of the s qratnate Jibeary selaal?

This sceons especially pertinent vhon considerimg ane result
of this stuly--thst 1ikrary cducalor:. el tered prodosi-
nately it Factor Too0 B, the GhwensSystomn Type.  Apothor
telatcd quaition iv:

what is the relationship betweon the sndivicdna)d
practitioner's view of sorvice, the adimmmstrator for
which they work--his view of gerviee--and the con-
straints of the wisk opvironnent (hadaet , resources,
policies, and co forth)?

Future rescarch shoald involve these relationuhips,

Fulure Resuarch
In consider.tion nl tho previous discussion and the
many questions thet have bLeen raisidd, It is evident that

much future rescarch s ooesbed in this areo.,



260

The twenty~six service items delineated in the
present investigation should be tested on random samples of
the library populaticn using Q-methodology. This would
allow the results to be generalizable to the entire library
field, and would also serve as a test of the ideal types
as scales of service orientation. Higher order factor
analysis should also be utilized. The preszent study would
then be replicated and the results would be subject to
verification, in a study without the limitations of the
completed study.

The relationships between the demographic and atti=-
tudinal variables (such as age, experience, position,
specialization, and professional affiliation) and type of
service orientation which have been hypothesized from the
results of the present study should be tested. Statisti-
cal techniques, such as the chi-square statistic, should be
used on data from randomly selected samples of the library
and information population.

Probably the most important study needed in this
area is to begin again, without the use of the ideal types,
to find service indicators. Observations and reports of
actual, specific service behaviors could be recorded.

These might be obtained by trained field observers, by
self-reports (diaries) of activities that could be content
analyzed for service, or by users' verbal descriptions of
service of librarians that served them. The value of this

area of research is its lack of contamination by previously
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identified faulty conceptualizations of the writers in
sociology and the library field concerning service orien-
tation. A potential problem, however, is the obtrusiveness
of some of these measures. However, the educational field,
for example, has assessed “"good teaching” through inter-
action analysis observations in the classroom.

An important study would be to match a person's
self-report on service items of the Q-sort with measures
of their actual behavior in the work situaticn. The whole
relationship between attitudes and behavior could be fur-
ther explored in this way. Taping actual interviews of the
librarian-patron dialoque would be a possibility; inter-
viewing actual users who had contact with respondent librar-
ians would be another. The best method would be the least
obtrusive one.

The Q-sorts technique should be further tested for
this type of research; the reliability of the technigue
could be ascertained by repeating a sort of one individual
at different intervals of time. The methodology offers a
powerful tool for similar studies in the field. Dimensions
of the field such as leadership style, reference theory
development, and so forth could be explored through this
methodology. As a novel alternative to the questionnaire
or interview technique, as a rather convenient instrument
for forcing choices, and as an efficient technique to form
typologies, the methodology has many advantages.

A related study which was an early concern of this
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resecarcher would be a comparison of the most used service
instrument to date, the Allport-Vernon-Lindzey Study of
values' service scale with the service items derived as
service indicators in the current study. Using the two
instruments with the same populations would allow one to
compare their effectiveness in measuring service, and to
clarify the suitability of the Allport instrument in
library studies. The research needs in this area of con-
cern are plentiful, and the importance of building con-
cepts such as service to contribute to a philosophical base
of librarianship is essential.

The library and information fiecld has been newly
involved with computers and technological changes at the
same time that knowledge {or at least information) is
multiplying and rescurces for support services are
dwindling. It is a time when goals and means to accom=
plish them can be easily confused--and at such a time,
objectives and goals need clarification. This is true
of libraries today, and the service concept is one that
could be easily lost but yet may be the most vital to the
field. As Evans has recently commented:

I think all of this will make the future an exciting
environment in which to work. 1In spite of the
increased emphasis on scientific management and hard
data I am certain the service orientation of the
library will not he lost. The most successful librar-

jans will be those who combine management knowledge,
with a true interest in pevple and their needs.
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STATEMENT ON PROFESSTONAL ETHICS, 1675+

Introduction

The American Library Associaticon has a special con-
cern for the free flow of information and i1dcas. Its views
have Yeen set forth in such policy statements as the
Library RHill of Rights and the Freedom to F«ad Statement
where 1t has said clearly that In addition to the generally
accepted legal and ethical principles and the respect for
intellectual freedom which should guide the action of every
citizen, membership in the library profession carries with
it special obligations and responsibilities.

Every citizen has the right as an individual to
take part in publie debate or to engage in social and polit-
ical activity. The only restrictions on these activities
are those imposed by specific and well-publicized laws and
regulations which are generally applicable. However, since
personal views and activities may be interpreted as repre-
sentative of the institution in which a librarian is
employed, proper precaution should be taken to distinguish
between private actions and those one is auvthorized to take
in the name of an institution,

The statement which follows sets forth certain ethi-
cal norms which, while not exclusive to, are basic to
librarianship. It will be augmented by explanatory inter-
pretations and additicnal statements as they may be needed.

The Statement

A Librarian

Has a special responsibility to maintain the principles of
the Library Bill of Rights.

Should learn and faithfully execute the policies of the
institution of which cne is a part and should endeaver to

change those which conflict with the spirit of the Library
Bill of Rights.

Must protect the essential confidential relationship which
exists between a library user and the library.

Must avoid any possibility of personal financial gain at
the expense of the employing institution.

*american Libraries 6 (April 1975):231.
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Has an obligation to insure cquality of opportunity and
fair judgment of competence in actions dealing with statf
appointments, retentions, and promotions.

Has an obligation when making appraisale of the qualifica-
tions of any individual to report the facts clearly.
accurately, oand without prejudice, according to generally
accepted guidelines concerning the disclosing of personal
information.
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A COMMITMENT TO INFORMATION SERVICES*

Prepared by the Stapdards Committee
Refercnce and Adult Services Division
American Library Association
Januvary 20, 1976

Introduction

The emergence of entirely new and sophisticated
information retrieval systems has required rethinking of
established concepts and methods of reference and informa-
tion services, The institutional framework for those ser-
vices becomeés less important than the delivery of services
of high quality. 1In addition, the increasing diversity of
the user populations requires a change in the traditional
modes of the delivery of information services, particularly
in relation to cooperative endecavors and networking arrange-
ments where back-up levels of information resource capa-
bility are provided.

The librarian/information specialist must be the
intermediary or the negotiator for unlocking these multi-
farious information resources. This responsibility places
the concept of good service on the ability of the librar=-
ian/information specialist to be an effective facilitator
in this transaction. 1In all transactions the librarian/
information specialist must be impartial and non-judgmental.

It is recognized that service strategies need to
be designed that are more sophisticated and sensitive to
the complex user patterns never known to our profession
before. The guidelines for services, reflect a suggested
level of performance in meeting the needs of users in those
institutions and agencies which need practical methods of
procedure and self-evaluation for the delivery of informa-
tion services.

The guidelines are directed to all those who have
any responsibility for providing reference and information
services, including the reference or information special-
ist, supervisors or department heads, administrators, edu-
cators, and trustees. In providing services, they shall
consider the needs and interests of all users, including
children, young adults, people who do not come to a
library/information center, and potential clients,

*No copyright is claimed in this material. Library
Journal 101 {April 15, 1976):973.
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Ecope

Providing reference services in a library or infor-
mation center* should be recoanized as a critical responsi-
bility in meeting the information needs of uscrs and pros-
pective users. It should e organized to provide, as
appropriate, for the cooriinated access to the information
resources existing within an area or a given field of
endeavor.

Since all functicns of a library or information
center should be viewed, 1in ultimate terms, as facilitating
the transfer of informatica, the distinguishing feature of
reference services is that 1t specifically ensures the
optimum uses of informatica resources through substantive
interaction with the users on direct and indirect levels
cited below.

#The term information center in this document
includes any service point from which a user of prospective
user may scek information of any level or type through
direct or electronic mearns. Information services is a term
used in the guidelines to include all traditional reference
and information services and to be the broadest term
possible.
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SELECTED ALA AWARDS: PURPOSE OF EACH AWARD*

Beta Phi Mu Award--1970-1974

“presented to a library school faculty member or to an
individual for distinguished service to ecducation for
librarianship.”

Melvil Dewey Medal--1970-1974

"Presented annually to an individual or a group for
recent creative professional achievement of a high
order, particuarly in those fields in which Deowey was
actively interested: notably; library management,
library training, cataloging, and classification, and
the tools and techniques of librarianship.®

Grolier Foundation Award--1970-1974

"Presented to a librarian in a communpity or a school who
has made an unusual contribution to the stimulation and
guidance of reading by children and young people . . .
usually given for outstanding work with children and
young people through high school age, for econtinuing
service, or in recognition of one particular contribu-
tion of lasting value.*

Joseph W. Lippincott Award--1970-1974

"Presented annually to a librarian for distinguished
service in the profession of librarianship, such service
to include outstanding participaticn in the activities
of professional library associations, notable published
professional writing, or other significant activity in
behalf of the profession and its aims.”

Margaret Mann Citation--1970-1974%**

"Given to a cataloger or classifier, not necessarily an
American, for outstanding professional achievement in

the areas of cataloging or classification, either through
publication of significant professional literature,

**"Phrough its awards program, the American Library

Association seeks to honor those who have rendered distin-
guished service to libraries and librarianship" (ALA Hand-
book of Organization, 1974-1975, p. 74).

**1970 winner deceased.
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participation in professional cataleoqing associations,
introduction of new techniques of recognized impoartance,
or outstanding work in the arca of teaching within the
past five years."

Isadore Gilbert Mudgqe--~1970-1574%

- "Given to a person who has made a distinguished contri-

bution to reference librarianship.,"
Esther J. Piercy Award--1970-1974%«

"Presented in recognition of a contribution to librarian-
ship in the field of technical services Ly younger mem-
bers of the profession through: {a) leadership in pro-
fessional associations at local, state, recicnal, or
national levels: (b)) contributions to the developrent,
application, or utilization of new or improved rietheds,
technigues, and routines; {c) a significant contribution
to professional litcraturc: (d) conduct of studies or
research in the technical servicesg.”

#1970, 1971 winners were nonlibrarians, and deleted

from the study. !

*%1974, no recipient of the award.
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LIST OF LEADER GROUP PARTICIPANTS:

ALA PRESIDENTS AND DIVISIONAL PRESIDENTS

ALA Presidents, 1970-1875

pivisional Presidents of ALA, 1970-1975:

1.
2.
3.

11.
12.

American Association of Schonl Librarians ({AASL)
Association of College and Research Libraries (ACRL)
Formerly Association of Hospital and Institution
Librarians (AHIL); currently, Health and Rehabilita-
tive Library Services Division (HRLSD)

Association of State Library Agencies (ASLA); formerly,
American Association of State Libraries (AASL)

Children's Services Division (CSD)

Information Science and Automation Division (ISAD)
Library Administration Division (LAD)

Library Education Division [LED)

Publie Library Association (PLA)

Reference and Adult Services Division (RASD) (after
1972, two former divisions (RDS) and (ADS) joined)

Rescurces and Technical Services Division (RTSD)

Young Adult Services Division (YASD)
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INSTRUMENTS USED IN THE STUDY

Q-Sort Service Orientation Instrument

birections

Begin with this page. 1In this packet, you should
find the following materials: the 3 page set of directions
you are currently reading; two packs of 3" x 5" cards (one
labeled “"A--Statements” and the other labeled "B--Guide
Cards®); a Score Shect with a block-like pyramid diagram;
and a Values Instrument sheet.

Before you begin, there are two important direc-
tions. First, you will need a large, empty table on which
to work; second, you will need to plan on a 45 minute to
1 hour time period to complete the task. As it will be
difficult to be interrupted or to start over, try to set
aside a quiet, long, time block.

A Hypothetical Situation

Imagire a particular library or information c¢enter
(could be a puwnlic, academic, special, school or any other
type of library). The library has always believed that
staff members should have a service orientation. A posi-
tion is open on the staff, and you are a mnember of the
search committee to fill the position.

The new person will not be immediately assigned to
a particular department or job category, but will rotate in
several departments. Obviously, the person should be able
to interact with the public, as well as with peers in each
of the departments, plus be able to visualize the total
working of the library. Each of the selected candidates
meet basic requirements in terms of degrees, experience,
and competencies. You are to consider what you believe
to be the most desirable characteristics, beliefs, and
behaviors for a person filling this position--keeping
the service orientation strongly in mind.

General Remarks

You are being asked to participate in a somewhat
unusual research technique in order to simulate how you
would respond to the above situation. A group of 54 state-
ments which reflect a variety of characteristics, beliefs,
and behaviors have been compiled. You will be asked to
rank these statements in importance as the most desirable
to the least desirable. The particular ranking process is
called Q-sorts.
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Instructions

You will only need the two pacrks of 3" x 5" cards

at the beginning. The other materials should be put aside

for now.

Step 1:

Step 2:

Step 3:

Step 4:

Step 5:

Arrange the 9 Guide Cards in a single row across
the table, from 1-9.

In terms of the hypothetical situation which has
been presented to you and your opinions about what
is important as desirable characteristics, beliefs,
and bechaviors for such a persan, beqin reading
through the statements on the *A" cards in order
to get a feeling for the tyrzes of statements and
the variety of opinion expressad,.

Sort the cards in three separate piles. Put in a
pile on your far left, the statements you feel are
the most desirable. Put in a pile on your far
right, the statements you fecl are the least
desirable, The statements vs2 feel neutral,
aouﬁtfuf. or ambiguous about, clace in a pile

in the middle of the table.

In order to keep the cards in some kind of order,
make sure your Guide Cards a2re 1n a row across
the middle of the table in Zront of you. Put the
three piles you have alrezcy sorted under the
Guide Cards: most desirable statements should be
under Guide Card 1, the neutral pile under Guide
Card 5, and the least desirakle statements under
Guide Card 9.

Now, you are asked to subcategorize Lhe three
piles of cards into the 9 categories according to
this procedure:

(A) Choonse the 3 cards from the first pile of
cards (under Guide Card 1) which contain state-
ments you feel are the most Z=sirable. Remember,
you are reacting to the job candidate, Place
these three cards over Guide Card 1. Notice the
3 in parentheses under the 1 on Guide Card 1.

{B) Choose the 3 cards from the third pile of
cards (under Guide Card 9) which contain the
statements you feel are the least desirable for
the candidate. Place them gver Guide Card 9.
Keep them open to view, if pcssible.

(C) Now, move back to the first pile of cards and
choose the 4 cards which ccrntain statements you
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feel are next most strongly desirable. Place them
above Guide Card 2.

(D) Next, from the third pile of cards (on your
right), choose the 4 cards which contain state-
ments you feel are next least desirable. Place
them above Guide Card 8.

(E) You are asked to continue subcategorizing the
cards in this manner, Continue to work with a
category on the left, and next on one to the far
right, etc. Each category must have exactly the
same number of cards as the number in the paren-
theses under the category number on ecach Guide
Card. If you run out of cards in one of the three
main piles, you will need to work with cards from
the next pile (for example, if the least desirable
group of cards is used up, work from the neutral
pile).

(F) wWhen you are through, the 12 cards represent-
irg pile 5 (and Guide Card 5) in the middle of all
the piles of cards will contain statements about
which you feel neutral, doubtful , ambiguous, etec.
Feel free to change any card in any pile all
through the sort, keeping the right number in
each pile, however.

Step 6: Last, each card which you have placed in each pile
has a number on the back, 1 through 54. The num-
ber of each of these statements is to be entered
on the Q-Sort Score Sheet, in the correct column.
The order of the statement numbers within any col~-
umn does not make a difference; however, make sure
that only one number is recorded in each block.

Do not change or disturb any pile until all cate-
gories have been recorded in case of an incorrect
number of statements in any pile.

Your Q-sort task is done. Thank you.

You are now asked to do one additional thing.
Please respond to the Values Statement sheet.

Last, please put into the large, stamped, enclosed
envelope for return to the researcher: the Score Sheet
(pyramid diagram), the Values Statement Sheet, and the
Background Sheet. (The Background Sheet is only being
requested of leaders and practitioners.)

Your cooperation and interest in this study is
sincerely appreciated! If you are interested in the results
of the study, a summary sheet will be sent to you.
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Values Instrument

Below is a list of 10 values, I am intorested in

finding out the relative importance of these values to you,

Study the list carefully. Pick out the one value

which is the most important to you, as a guiding principle
in your life; place a "1" in front of that value, Then
pick out the value which is second most important to you:
blace a "2" in front of that valuc. Then do the same for

cach

of the remaining 8 values. The value which is least

inpartant to you should be ranked "10."

your

Work glowly and think carefully. If vou change
mind, feel free to change your answers.

an opportunity to use my special abilities or aptitudes
a chance to earn a great deal of money

permit me to bhe creative and original

a sense of accomplishment by contributing to society

a chance to exercise lecadership

cpportunity to work with pecple rather than things
commitment to a profession

an oppertunity to be helpful to others

social status and prestige

a stable, secure future

THANK YOU FOR YOUR EFFORTS IN HELPING WITH THIS STUDY.
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Background Sheet for Leader and Practitioner Groups

1f you have a vita or resume available, would you
please attach it to this sheet (remove your name if you had
rather). Would you also please respond to these bricf
gquestions:

1. what is your library specialty?

2. What did you initially prepare for in library education?
(in terrs of specialty, kind of library work)

3. pPo you associate yourself with a marticular type of
library? 1If so, what kind?

4. what classification best describes your current (or
last) position?

{ ) Chief Librarian or { ) staff Librarian, with
Director most duties in:

{ ) Associate or Assistint i
Librarian Public Service

Technical Processes

——
et

il Eapas ) S0 Boviniee Both Public/Technical
( ) Head of School/Depart- Services

Administration
Audio-Visual Specialist
Systems Analyst

Other {(specify):

mental Library
} Library School Educator
) other (specify):

——
S et ot

5. Please indicate the library or information professional
and/or scholarly organizations of which you are a member.
Check your participation in each.

Officer or
Attend Serve on Committee
Organization Member Meetings Committees Chairman

ALA
ALA Divisions:

2253

Other:

|
INRRRRRE

6. Marital status: Married Single
7. Number of children:



APPENDIX F
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IDEAL TYPES OF SERVICE ORIENTATION STATEMENTS

Type 1, Traditional-Professional Type

Item 1 Feels that it is important to gquestion a patron to
ascertain actval needs when faced with a reference
question.

Item 9 Believes in treating patrons with a business-like,
reserved manner.

Item 13 Prefers to make decisions about how own work is to
be performed.

Item 14 Wants to be involved in decision making.

Item 19 Feels that the best way to provide access for the
most patrons is to follow circulation rules con-
scientiously.

Item 20 Believes materials should be organized following
standards of the profession, i.e., classification,
filing, subject heading rules, and schemes.

Item 29 Has a special interest in preserving the record
of knowledge for the future.

Item 30 1s especially interested in building library
collections,

Item 31 1Is especially interested in introducing computer
and other technoleogical systems into the library
setting.

Item 33 15 especially interested in working with a par-
ticular subject area,

Item 34 Actively participates in national library and
information professional organizations.

Item 35 Tries tco implement geals and standards of the
profession into the local work situation.

Item 36 Does not believe in removing a book or magazine
title considered important for the collection when
a complaint is made.

Item 37 Reads current professional journals and books
regularly to keep up-to-date.

Item 3B Feels an obligation to recruit qualified individ-
uals into the library and information field.
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Item

Item

Item

Item

Item

Item

Item

Item

Item

Item

Item

Item

Item

Ttem

Item

42

43

49

53

10

11

12

18

21

26

44

54

3
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Expects to spend a major part of esach day at work
or on work-related activities.

Believes it is essential to take courses, attend
workshops, and meetings for self-improvement.

Will initiate new program considered important
even if potentially controversial.

Acts according to personal convictions regardless
of other's approval.

Type 2, Semiprofessional Type

Believes in treating patrons with an open, per-
sonal manner.

Accepts what patron ipitially says he wants when
answering reference guestions.

Feels that staff members should spend time exclu-
sively on needs and services of current patrons.

Believes that library staff members need the
direction of a supervisor.

Believes libraries should be under the control of
a policy-making board.

Believes that materials should be organized in
ways users will find the most convenient.

Attempts to determine satisfaction of users with
current services.

Is especially interested in helping people.

Would like to spend a majority of their time in
working with people--both staff and patrons.

Expects to be able to have time each day for
recreational, cultural, family, or leisure activ-
ities.

Needs to have approval expressed by patrons and
colleagues.

Type 3, Open-Systems Type

Feels that library staff members should act as a
liaison to other libraries and agencies when not
able to supply information.
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Item 15

Item 16

Item 17

Item 23

Item 24

Ttem 27

Ttem 28

Item 40

Item 45

Item 46

Item 48

Item 2

Item 7

Item B

Item 22
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Feels it is important to go out to speak to groups
about services of the library.

Believes that the library staff should actively
participate in work of their policy-making boards.

Believes in meeting with potential user groups to
assess needs and plan services.

Believes that children and young adults should
have access to other general collections besides
those designated for them.

Will plan services based on the needs of the total
community.

Feels it is important to assess needs of nonusers.
Feels that interpersonal and communication skills
are as important as knowledge of libraries and
books.

wants to be ipvolved in the process of bringing
information and books together with people.

Peels that all programs and services should
reflect the goals of the particular library.

Prefers to work in a challenging, constantly
changing environment.

Likes to be part of planning and implementing new
programs.

Experiments with new programs of potential inter-
est.,

Items Not Typed

Feels it is important to provide instruction.

Expects patrons to use reference tools by them-
selves.

Feels that staff members might suggest that
patrons try other libraries or agencies when not
able to supply information.

Believes that programs should be provided for
groups with special needs only if additional
resources are available.
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Wants to be in the quiet, peaceful atmosphere of
books and likraries,

Actively particinates in local and/or state
library and information professional organiza-
tions.

Believes that librariaps should support the
library whenever complaints are heard from out-
siders.

Prefers to work in an orderly, predictable environ-
ment.

Will initiate pew programs and services only after
they have proved successful in other libraries.

Works to insure that all information given by
library personnel is the most accurate information
available.

Takes for granted that library personnel gives out
accurate inforration to patrons,



APPENDIX G

LETTERS TO THE PARTICIPANTS
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Example 1: Student Letter No. 1

May 1975
Dear Student:

You may remember being involved in the first phase
of my rescarch study by completing a questionnaire in Sep-
tember. The purposes of that instrument were to assess
your background and to ascertain your views about librari-
anship at the beginning of your library education program,
At that time, 1 indicated that some of you would be asked
to participate at a later date in the second phasc of the
study.

This study is concerned with the library profession
as a group of people invelved in diverse tasks for common
goals. Three groups have been selected as subsets of the
profession: library school students, library practitioners,
and nationally known library leaders. It is hoped that the
results of the study will orovide important information to
the field.

Your cooperation is especially needed in order to
mateh the information you gave me in the fall with the
results of this phase of the study. The success of this
research study, therefore, depends on your cooperation. 1
realize how busy you are at this time of the year, being a
student myself; however, it was necessary to wait until
this time of the year to better assess your opinions at
this time.

You may be happy to learn that this part of the
study is not a questicnnaire; in fact the techmnique being
employed which is called Q-sorts may be a new technigue to
you. Hopefully, the process will be fun to do, and the
total process should only take from 30-45 minutes to com-
plete.

I have the results of the scale of values to share
with anyone who would like to see them, and I will be will-
ing to prepare a summary of the results of the student por-
tion of the study for you by this summer,

Remember, that all information is strictly confi-
dential. Your name is required only to match your informa-
tion with the first phase of the study. Thank you for your
participation and contribution to library research.

Sincerely yours,
[Signed]

Shirley Fitzgibbons

candidate for the Ph.D.

Graduate School of Library Service
SF/dk Rutgers, the State University
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Example 2: Student Letter No, 2

May 1975
Dear GSLS Student:

I would like to make a special request that you
cooperate in this resecarch endeavor by Shirley Fitzgibbons,
a current candidate for the Ph.D. in Library Service at
Rutgers University. It is important to this study's suc-
cess that the same group of students who participated in
the first phase of her research project also complete this
second phase.

I understand that students in the M.L.S. program
are very busy at this time of the year; however, Ms. Fitz-
gibbons and I would especially appreciate the sacrifice of
your time in participating in the study. I'm sure that
you realize the need for research in our field and would
like to contribute to the advancement of the profession
in this way.

Thank you for your cooperation.
Sincerely,
[Signed]

Thomas H, Mott, Jr.
Dean

THM/dk
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Example 3: Leader Letter No. 1

May 1975

Dear Colleague:

For my dissertaticn at the Graduate School of
Library Service at Rutqgers University, 1 am inpvolved in a
research project which I feel will be important to the
library profession. A conceptual definition of service
orientation is a major part of the study. An examination
of the belief of library school students, library practi=-
tioners, and library leaders on service orientation will
ascertain the degree of consensus or diversity among these
groups.

You have been specially selected as a representa-
tive of the leader group in the field of library and infor-
mation services, Your group will serve as the criterion
group for the study. Though it is realized that people
like yourself are especially busy and involved with pro-
fessional activities arf well as career assignments, it is
felt that your participation in the study is essential.
Your cooperation is urgently needed for the success of the
study.

The data collection instrument is known as Q-sorts,
a technique widely used in the research of communication
and psychology. Due to the novelty of the technique and
the importance of the concept of service orientation to the
profession, it is hoped that vou will enjoy participating
in the study. The total process should take approximately
45 minutes to one hour; as it will take a rather large work
area, it is suggested that you do it at a guiet time,
rather in the middle of a busy work day.

All replies received will be kept in strictest con-
fidence. 1In fact, it is not necessary to record your name
on any part of the study; you will notice that a code has
been devised that will identify you only as & respondent
in the leader qroup.

Mary V. Gaver, Professor Emeritus of the Rutgers
Library School, is a member of the advisory committee for
this study. She expresses her particular hope that the
leaders selected in this <ample will respond to the mea-
sures included in this study which should prove important
to the profession.
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1t would be greatly appreciated if you would com-
plete the instrument as soon as possible and return it in
the enclosed, stamped, self-addressed envelope., Your

cooperation and time in helping this study be successful
ig sincerely acknowledged.,

Sincerely yours,
[Signed)

Shirley Fitzgibbons
Candidate for the Ph.D,

[S8igned]

Mary V. Gaver
Professor Emeritus

SF/dk
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Example 4 : Leader Letter No. 2

May 1975
Dear Colleague :

About a month ago you were sent a data collection
instruwent known as Q-sorts and a request to participate
in my research project concerning scrvice orientation.
Though the response rate has been good to date, your
return would add authority and validity to the results.

I realize that as a leader in the profession you
may be especially busy before and during the annual confer-
ence of the American Library Asgociation. If you have mis-
placed your instruments, or if you have any guestions about
the study, T am available during ALA from June 27-July 8.

I am staying at the Handlery Motor Inn, and have brought
additional copies of the instruments to the conference.

After the conference and when things are quieter,
I vrge you to complete the instruments and return them to
me as soon as possible. As you know, you have been
gelected as a representative of the leader group in the
field of library and information services. Your partici-
pation is considered important to the success of my study
as you represent a particular specialty of the total
leader group.

Thank you for your cooperation as a participant
in my study.

Sincerely,

{Signed]
Shirley Fitzgibbons
Candidate for the Ph.D.

Graduate School of Lihkrary Service
Rutgers, the State University
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Example 5: Leader lLetter No, 3

July 30, 1975

Dear

In May you were sent a data collection instruront
known as O-sorts and a request to participate i my
research project concerning service orientation. 1 tried
to contact as many of you as possible during the American
Library Association Conference in San Francisco, and sent
letters via the mail to all those I missed at the confer-
ence.

This letter is intended as a follow-up to the
request that you participate in the study. Some of the
subsets of the library profession are well represented in
the responses; others are not as well represented. It is
for this reason that 1 especially urge you to take the time
necessary to complete the instruments sent €0 you to insure
that the total professional leadership of our profession is
adequately represented. As national leaders of the profes-
sion, this part of my study is essential as you form the
criterion group, by which the other groups in the study
will be measured.

I understand that many of you are probably vaca-
tioning at this time; however, I would like to ask you to
complete the Q-Sert and the Values Instrument as soon as
possible. 1 am processing the returns as soon as 1
receive them and will be able to use your return if
received by the end of Augqust,

1f for any reason, you have misplaced the study
instruments, drop me a note and I will send them to you
without delay. Most respondents have indicated that they
actually enjoyed their participation. Thank you for your
cooperation in my study, and in forwarding the research
base of our profession.

Sincerely yours,
[Signed]

Shirley Fitzgibbons

Candidate for the Ph.D.

Graduate Scheol of Library Service
Rutgers, the State University
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Example 6: Practitioner Letter No. 1

June 1975

Dear Colleague:

For my dissertation at the Rutgers Graduate School
of Library Service, 1 ar involved in a research project
which I feel will be impovtant to the library profession.
Through an examination of the belief of library school
students, library practitioners, and library leaders on
service orientation I hope to ascertain the degree of con-
sensus or diversity among thes.: groups. A conceptual
definition of service orientation is a major part of the
study.

You have been selected from Rurgers GSLS alumni as
a representative of the Practitionor group. Though T real-
ize that practitioners like yourscli are cspecially busy
and involved with professional activities as well as job
assigmments, 1 feel that your participation in the study
is essential. Your cooperation is urgently needed for the
success of the study.

The data collection instrument is kpnown as Q-sorts,
a technigue widely used in the resecarch of communicaticn
and psychology. Due to the novelty of the technigue and
the importance of the concept of service eorientation to
the profession, I hope that you will enjoy participating
in the study. The total process should take approximately
45 minutes to one hour. As it will take a rather large
work area, I suggest that you do it at a quiet time, rather
than in the middle of a busy work day. A separate set of
directions is included.

All replies received will be kept in strictest con-
fidence. Tn fact, it is not necessary to record your name
on any part of the study; you will notice that a code has
been devised that will identify you only as a respondent
in the practitioner group.

Mary V. Gaver, Professor Emeritus of the Rutgers
Library school, is a member of the advisory committee for
this study. She expresses her particular hope that the
participants selected in this sample will respond to the
measures included in this study which shoula prove impor-
tant to the profession.
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I would greatly appreciate it if you would complete
the instrument as soon as possible and return it in the
enclosed, stamped, self-addressed envelope. Your coop-
eration and time in helping this study be successful is
sincerely acknowledoed.

Sincerely yours,
[Signed]

Shirley Fitzgibbons
Candidate for the Ph.D.

[Signed]

Mary V. Gaver
Professor Emeritus

SF/dk

Enclosures
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Example 7: Practitioncr Letter No. 2

June 1975
pear GSLS Alumni:

I would like to request that you cooperate with
Shirley Fitzsibbons, a current candidate for the Ph.D. in
Library Service at Rutgers University, in her research
endeavor de=cribed by the enclosed materials, 1t is
important to this study's success that the responses of
a diverse grcup of practitioners be obtained.

wWe realize that practitioners in the library and
informaticn fields are very busy. However, Ms. Fitzgibbons
and 1 would especially appreciate the sacrifice of your
time in participating in the study. I'm sure that you
realize the need for research in our field and would like
to contribuote to the advancement of the profession in this
vay.

Thank you for your cooperation.
Sincerely,
[Signed]

Thomas H. Mott, Jr.
Dean

THM/dk

Enclosures
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Erample 8: Practitioner Letter No, 3

July 12, 1%75
Dear

About a month ago you were sent a data collection
inatrument known as (-Sorts and a reguest to participate
in my research project concerning service orientation.
Though the response rate has been good Lo date, your
return would add auvthority and validity to the final
results. 1t is5 especially important in a smalil sample
group such as that bheing used in this study that the
response rate be as high as possible,

T realize that summer is both a busy time for vaca-
tions, family, and relaxation; however, 1 would appreciate
it very much if you would take the approximately one hour
to participate in my study.

If you have misplaced your instruments, or if you
have any guestions about the study, do not hesitate to call
or to write concerning these matters. Aleo, if for any
reason you are not working as a librarian at this time, I
would still find the resulis of your Q-Sorts important to
ny study.

I would appreciate returns as soon after August lst
as possible, as I hope to complete the data analysis by the
end of the summer. T will be glad to share a brief summary
of the results of the study with you in return for your
valuable help and time. Please indicate if you desire
such a su=ITnary on the completed (}-Sort form.

Thank vou for your cooperation ag a participant in
my study, and in forwarding the research base of our pro-
fesgion,

Sincerely yours,
{Signed]

8hirley Fitzgibbons

Candidate for the FPh.D.

Graduate Schoo)l of Library Service
Rutgers, the State University
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Example 9:  Practitioner Letter No. 4

August 4, 1975
Dear

In June you were sent a data collection instrument
known as Q-Sorts and a request to participate in my
research project concerning service orientation, A
follow-up letter was also sent to you in July indicating
an August lst deadline. Due to many vacations of practi-
tioners, it seemed prudent to excend the last date for
receiving returns until the end of August. Many respon-
dents have indicated that this would be most convenient.

Also, several prospective respondents have indi=-
cated that they are not currently working in a library.
I would still appreciate the results of your Q-Sorts as a
representative of library school graduates. 1t seems very
important to the study that as many types of library work
be represented; therefore, I urge your cooperation as a
participant in my study.

Returns are being processed as soon as they are
being received, so an early return is preferred. 1f for
any reason the original material has been misplaced, please
do not hesitate to call me at my office in the Graduate
Library School (201-932-7917) or to drop me a note at the
above address and a duplicate will be mailed to you by
first class mail.

Most of the respondents have indicated their
enjoyment in completing the Q-Sorts. 1 hope you will
reconsider your participation in the study and also enjoy
the experience. Again, let me thank you for your cooper-
ation and interest in the research process.

Sincerely,

[Signed]
Shirley A. Fitzgibbons
Candidate for the Ph.D.

Graduate School of Library Service
Rutgers, the State University
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NOTES ON Q-METHODOLOGY

Stephenson in developing Q-methodoloqy tried to
emphasize the importance of the testing of theory and the
principle of building this theory into the Q-sorts by the
structured sample of items though most Q-sorts have used
unstructured Q-sorts. A few definitions will clarify the

terminology being used.

Unstructured vs. Structured 0-Sort

An unstructured Q-sort is a set of items assembled
without specific regard to the variables or factors
underlying the items , . . like the items of a person-
ality or attitude scale; they are selected and used
because they presumably measure one hroad variable,
like neuroticism. . . .

+ « - In a structured Q-sort, the variables of a
theory, or of a hypothesis, or set of hypotheses, are
built into a set of items alony Fisherian experimental
and analysis of variance dosign principles (no lonier
a random sample of items from a population]. . . .

Therefore, the Q-sort is "structured"--the theory one is
attempting to build is within the Q-sort. Instead of
measuring the characteristics of individuals and differ-
ences between individuals, the instruments are being con-
structed to represent a particular "theory."

A good example of building theory into a measure-
ment instrument is the Allport-Vernon-Lindzey Study of
Valuea.2 The theory behind this instrument, i.e., types
of men would be supported if individuals known with cer-
tain "values"” such as a minister would select items char-

acterized as the "ideal religious type of man."™ The

Q-sorts may be structured by a one-way structured sort
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(with one basis of variable classification); a two-way
(factorial) structured sort; or in other possibilities such
as a 3 x 2, 4 x 3, 2 x 4, and even three~ and four-variable

designs though they are not toc practicable.

Forced Sorting and Unforced Q-Sorting

3 forced-sort procedure is one in which the sorter
is reguested to sort a set number of items or objects into
various sets {or piles). He is "forced” by the procedure
to have, for example, three most desirable, four noutral
items, and three least desirable items. There is no cheoice
for the respondent in terms of the number of most desir-
akle, eto,

In an unforced-sort procedure, the sorter decides
how many items to place within cach set or pile of items.
Block3 faund forced sorting cqual or supericr to unforced
procedures. However, resaearchars ﬂiffer on this matter.
Kerlinger agrees that the forced sort can be most desirable.
in its usefulness for particular purposes-—in forecing an
individual to make digcriminations they often do not make

unless required to do so,

Pros and Cons of Q-Methodology

Q-methodology, according to Kerlingsr, is contro-
versial partly because of its liberal use of factor analy-
sis, which has been criticized by many researchers. How-
ever, the strengths and weaknesses of the methodology must

be weighed in terms of its general usefulnegs for a
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particular purpose. A main strength is its usefulness in

exploratory research. It can, for example, help to clarify

important variables in a field of study--laying out the

operational definitions and working hypotheses for further

atudy.
1.

2.

Strengths summarized by Jerlinger include:

Its close affinity to theory (ewpecially in the use
of structured Q-sorts)

Its particular value for the intensive study of an
individual {one individual can be given several
related Q-sorts or sort a particular Q-sort several
times)

Its use to test the effects of independent variables
on complex dependent variables (through analysis of
variance and factor anpalysis of the data of a struc-
tured Q-sorts)

Its unusualness and consequent interest in the tech-
nigue will encourage respeondents to participate and
actually enjoy the process

It is realistic in the sense that it is much like

the real world (method forces one to rank items as
priorities as budget constraints, etc., do in the

real world).4

Kerlinger also summarizes the weaknesses of the

methodology :

1.
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The need to use small size samples with Q-sort makes
it not feasible for cross-sectional or large sample
purposes, decreasing the generalizability of such
studies

Statistically, the assumption of independence in
statistical tests is violated by any forced-choice
procedures (this is mirimized if a large enough
poel of items is vsed)

Some constraints and irritation result on the part
of respondents when doing a forced choice Q-sort in
the restriction of their freedom of choice

In 0, all individuals have the same general mean and
standard deviation, i.e., ipsative scores, causing a
loss of information on elevation and scatter; also
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two individuals might correlate highly due to simi-
lar profiles when in actuality, one individual might
be high on a scale and the other low,?

An extensive bibliography on Q-methodology compiled

in 1968°

included more than 580 references on the technique
and methodology. Applications of @ technique listed in the
bibliography fall into the following categories: self-
psychology, counseling and psychotherapy,., personality
theory and research, tvpe psychology, clinical psychology,
educational and child psychology, and social relations and
social science. The bibliographer points to a growing

interest in Q in a variety of social sciences: sociology,

education, communication, and political science.

Examples of @ Studies

As one example of a Q study closely related to the
current use of the methodology, an investigation by Kerlin-
ger will be examined.’ He studied educational attitudes of
professors and laymen in an attempt to probe the attitude
structure of a person. Two different "types of persons”
were identified: the “progressives®™ (named Type A) and the
"traditionalists®™ (named Type B). The differentiation was
evident in an examination of the three highly approved
items of each type. Type A highly approved of:

Learning is experimental; the child should be taught
to test alternatives before accepting any of them.

No subject is more important than the personalities
of the pupils.

Right from the very first grade, teachers must teach
the child at his own level and not at the level of
the grade he is in.



313

Type B highly approved of these items:
Learning is essentially a process of increasing one's
store of information about the various fields of
knowledge.
The curriculum should contain an urderly arrangement
of subjects that represent the best of our cultural
heritage.
Schools of today are neglecting the three R's.
Several leadership studies have utilized Q-method-
ology including the work of Piedler® who examined leader

attitudes as related to group effectiveness.

Use of Q-Methodology in the Current Study

For the purposes of this investigation, the advan-
tages of Q-methodology outweighed the disadvantages which
have been presented. A structured Q-sort was used since
the study tested the theory about service orientations,
the theorectically derived definitions, used as ideal
types. Handling the data collected to measure the con-
sensus that exists between the three library groups was
easily accomplished through the QUANAL computer program.
The exploratory and heuristic nature of the study allowed
one to use small samples. The forced-choice ranking was a
major advantage to the current study rather than a dis-
advantage, as it more adequately revealed areas of con-
sensus (and differences) among the groups. Consequently,
this particular Q-sort was structured by categories (based
on theoretical definitions of service orientation), used

a forced choice Q-sort, and employed small samples.
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QUANAL Computer Program

The specific steps involved in the factor analysis

procedure using QUANAL and employed in the current study

are:

1.

30

Correlation of cach person's Q-sort with every other

person's Q-sort, forming a matrix of intercorrela-
tions.

The matrix of intercorrelations is submitted to
factor analysis with each person as a variable and
each item (statement) as an observation.

a. First, a principal components solution is
obtained.

b. This is submitted to either varimax rotation
(orthogonal factors) or oblimax rotation (oblique
factors). Orthogonal rotation deflines patterns
regardless of their correlations. Hoth types of
rotation will be attempted for comparison pur-
poses, Each resulting factor represents a group-
ing of persons around a common pattern of sorting
the items. It might be said that a factor repre-
sents a type of person.

¢. The loadings (coeff’_ients) in the rotated factor
solution can be looked at as each person's corre-
lation with ecach of the "hypothetical” types.

Each person is assigned to the type they are most
like (factor on which they load the highest). An
actual weight derived from the following formula is
computed using:

weight = £
1-r

where r = loadirj

The persons assigned to a type are both highly
associated with the type and not associated very
much with any of the other types. The weighted
responses are summed across each item separately.
An item array results.

Each weighted item score is converted to a z-score
and forms the factor array (factor scores). (In an
array, a z-score is equal to the weighted score
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minus the mean and divided by the standard devia-
tion.)

5. The factor arrays are ordercd from most accepted to
mcst rejected for each factor, providing a hiecrarchy
of iten acceptance for cach factor (or type of
persznl. This will be the most important summary
dzta for this particular study.

6. Each factor array is compared with each other by
subtraction. This tells what items differentiate
one type from another. An array of difference
scores is produced.

7. The last important step is the consensus items,
those items of agreement across all the factors
{(types). This would mean that the z-scores on all
factors would be nearly in agreement, Or Consensus
{z~scores differences less than 1.00).

Interpretation of Factor Solutions

Though there are several factor models, the one
used in the QUANAL computer program is the principal com-
penents factoring which is concerned with patterning all
the variations ina set of variables, whether common or
unique variation. 1In this medel, the correlation matrices
always have 1.00 {unity), or the self-correlation of a
variable in the principal diagonal.

The choice between orthogonal rotation or oblique
rotation is based on the data of the study; though ortho-
gonal factors are "mathematically simpler to handle . . .
the obligue factors are empirically more realistic."10
In other words, the factors obtained through an orthogonal
rotation, which means that the factors are independent of
each other (low correlations between factors), are easier
to understand and interpret. However, most factors

obtained on a concept or dimension are probably more
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related {and more highly correlated to each other) 1f they
could be examined in the "real world."™ For this study, the
decision on rotatienal pattérn is not nccessary oxcept post
hoe, for both patterns will be attempted.

Two matrices are provided iun each oblique solution,
Authors differ on which matrix is the most important for
interpretation. The basic matrix for interpretation of

the factors, Gorsuch claims, is the factor structure

matrii; an examination of the variables correlating high
with the factor and those which correlate low, allows
interpretation. Those variables with high loadings on

the factor are like the factor; and those with zero or
near-zero loadings, are not like the factor. An in-depth
look at the like variables will ascertain the basis for the
facto. that has emerged; that is, what the variables have
in common. However, it is important to realize the differ-

ences betwecen the two matrices: a factor pattern matrix

providnss the weights to estimate the variakles from the

factors, and the factor structure matrix indicates the

correlation botween factors and variables. In an obligue

aolution, consequently, the factor pattern watrix will be

used; in the orthogonal sclution, the correlations of the
variables with the factors are equal t0 the factor leadings
ar. 7nly one matrix is presented in the solution.

Comrey identifles the following three conditions
to be considered.in identifying the nature of a factor:

1. The higher the factor loadings, the greater is the
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degree of overlapping true variance between the data
variable and the factor and the more the factor is
like the data variable in question. The square of
tha ecorrelation of the variable with the factor is

a good indication of the extent of the overlap.
Dividing this fiqure by the reliability coefficient
of the data variable gives the proportion of the
data variable's true variance that it shares with
the factor. It is also sometimes helpful to divide
the correlation of a data variable with the factor
by the square root of the reliability cocfficient

to get an idea about what the correlation between
the two would be if the data variable were perfectly
reliable.

2. The more factor pure a variable is that defines a
factor, the easier it is to make inferences regard-
ing the nature of the factor. Jf a complex data
variable has a substantial loading on a given fac-
tor, it is difficult to determine from this infor-
mation alone which of its many constituent parts
is responsible. Data variables of great factor
complexity offer little more help in the factor
interpretation stage than they did in the factor
rotation stage.

3. The greater the number of variables with a substan-
tial loading on the factor, cother things being
equal, the easier it is to isolate what the factor
probably represents. It is still possible to obtain
an errcneous impression of the factor's character
despite the availability of many highly loaded vari-
ables to define it, however, if the sample of vari-
ables is biased in some sense important to the
factor definition. If the data variables included
fail to represent some important aspect of the
factor, for example, the picture of what the factor
is like will be incomplete, The situation is some-
what analogous to the task of describing a person.
Several important correct and revealing character-
istica of an individual ecould be presented, but they
might not tell the whole story. A man‘s employment
history and background might look exceedingly impres-
sive, but the inclusion of one additional item, for
example, the information that he has spent the last
two years in jail following conviction for embezzle-
ment, could make a significant difference to a
prospective employer,ll

The question of what loading is sufficiently high
to qualify as significant for interpretation, has no
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definitive answer as there is no statistical test that can
establish the significance level of a rotated factor load-
ing. However, a fairly commonly used cutoff level for
orthogonal factor loadings is .30; that is, no variable
with a factor loading below .30 is listed among those data
variables defining the factor. A squared value t.30}2. or
.09, indicates that a data variable correlating with the
factor less than .30 has less than 10 percent of its vari-
ance in common with the factor. The other 90 plus percent
lies elsewhere, in specific and common factors plus
error.l2

Comrey does not believe in accepting loadings of
.30 and below; in fact, he suggests that .32 (10 percent
of the variance) rates poor in factor interpretation, and
rates loadings in the following way: .44, fair; .55,
good; .63, very good; and .71, excellent.

In confirmation of Comrey's view, Gorsuch has
suggested that elements greater than an absolute value of
.40 could be interpreted if the analyses were based on
100 individuals, or .30, for an n of 175, and so forth,

The present investigation will accept the absolute
value of .40 as a significant or salient loading based on
the above discussion and the limits of the study: 203
persons in the sample and 54 items being analyzed as ser-

vice items.
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APPENDIX 1
COMBINED SAMPLE GROUP MATRICES

Example 1: Correlation Matrix
Example 2: Principal Components Factor Matrix

Example 3: Varimax Rotation: Simple Structure
Matrix
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