77-7220

FITZGIEBONS, Shirley A., 1936~
THE COHCEPT OF SERVICE QRIENTATION: AN
EXPLORATORY STUDY ON THE CONCEPT IN
RELATIONSHIP TQ THE LIBRARY AND INFORMATION
SERVICES FIELD.

Rutgers Unfversity The State University of
MNew Jersey {New Brunswick}, Ph.D., 1976
Library Stience

Xerox Unlversity Microfilms, ann asor. mictigan 48106

© 1976
Shirley A. Fitzgibbons

ALL RIGHTS RESERVED



THE CONCEPT CF SERVI CE CR ENTATI O\
AN EXPLCRATCRY STUWDY ON THE GONCEPT | N RELATI ONSH P

TO THE LI BRARY AND | NFCRVATI ON SERVI CES FI ELD

By SHRLEY A FI T2Q BBONS

A thesis subnitted to
The Graduate School
of
Rutgers University
inpartial fulfillnent of the requirenents
for the degree of

Doct or of Phil osophy

Witten under the direction of
Prof essor Ernest DeProspo
of the Graduate School of Library Service
and approved by
[ sy D ) =
Lo Luffyr -
(// r /' P - A
.- A2l | [ Yo ol
_/}?J' ey _[ .;I{"f -

£ -
’)" . T L/'
— ._é."r..;g'_. ,“:'- e i’f Rg—

fet &

New Brunswi ck, New Jersey

Cct ober, 1976



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



10

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



18

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



32

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.
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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
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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



71

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






