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ABSTRACT

An Evaluation of the Application of Survey

Research to Public Administration:

A Case Study of the Utah State

University Merrill Library

by

Richard Allan Jenson, Master of Science

Utah State University, 1971

Major Professor: Calvin Hiibner
Department: Political Science

Libraries,like many other governmental organizations,have a peculiar

difficulty assessing how well they are able to serve their clientele. The reason
is that they have no measure of success, such as profits or votes. The only
measure is usually vocal communications such as complaints, suggestions,

compliments or criticisms. Some of these suggestions are valid, but placing

one's judgment on these communications can be very tenuous, and not necessarily
representative of the desires of a majority of the clientele.

The purpose of this research was to test the use of survey research as
an aid to the public administrator. The intent was to assess the polling tech-
nigue as a tool to inform the administrator of his patrons attitudes.

In order to accomplish this goal it was decided that the best approach

would be a case study of a particular institution; the Utah State University

Merrill Library




Because a library actually serves two distinct groups: the students and

faculty, it was decided that different questionnaires would be necessary for each

group and in addition a third group, the library staff was included in the
research in order to compare their attitudes with the groups that they serve

The research finding provided a great deal of information that could
prove very useful to the administrators. Probably the most salient facts
were the differences between the three groups surveyed.

The faculty, staff and students varied in three main areas. First,
the attitudes varied concerning what the library is. Second, there were
differences in the appraisal of the quality of the services provided by the
library. Third, the three groups varied concerning the adequacy of the
material available from the library

In addition, this research provided extensive information about the
attitudes of those who use and depend on the library, as well as those on

whom the library depends in order to function

(185 pages)




CHAPTER I

INTRODUCTION

During March of 1969, Dr. Milton Abrams, University Librarian at Utah
State University asked the author to help him determine how the students of the
university felt about the library and the services that it provided. After some
discussion it was determined that the author would administer a questionnaire
to a sampling of the students of the university in order to accomplish this goal.
After the results of the survey were analyzed, the author noticed that
the emphasis the students placed on different functions of the library differed
from that of his own as a library employee. The author then decided to con-
duct a study to determine if his co-workers' view of the library was also dif-

ferent from that of the studentsl

1Libr‘aries, like many other government ogranizations, have a
peculiar difficulty in assessing how well they are able to serve their clientele
or what it is that the patrons really desire to have. They have no measure
of success as a business does in its profits or a politician does by counting
votes. The only measurement that administrators in a service-oriented
public organization have are complaints, suggestions and criticisms from
those who are vocal enough to express themselves. Some of these sugges-
tions are admittedly valid, but placing one's judgment for the operation of
the library, on this sort of thing is extremely hazardous, because these
expressions are most often those of particularly vocal persons who do
not necessarily represent the majority of the studentbody or faculty mem-
bers. Therefore a secondary goal of this paper is a case study to ascertain
whether survey research can be a tool of the administrator in order to help
coordinate the goals of his organization to include desired objectives of the
persons whom he serves.




He decided that a similar study of faculty opinion towards the library
might help explain some of the variations of opinion between the students and
library staff. Or perhaps a faculty opinion would show a third, and different
viewpoint of the library's role.

The view of patrons towards an organization that serves them is struc-
tured largely by what the goals of the organization are and what the history of
the organization has been. Therefore a cursory discussion of the history and
goals of the Utah State University library is provided below in an attempt to
help understand better the views of those who use and run the library.

The 1958 report of the Northwestern Association stressed deficiencies
in the Utah State University Library. At this time the University was using
the facilities of a library built in 1930. These facilities were out of date and
badly in need of modernization.

It may have been the critical evaluation of the Northwest Committee which
influenced the final decision to press for state funds for a new building. In
1961 a legislative appropriation was made and a planning committee was appointed
to begin plans for the construction of a new library facility.

Construction of the new building began in 1963 and the first phase (two
floors) were open to the public on January 6, 1965. The entire structure (four
floors) was dedicated on May 25, 1967.

The physical changes inside the library have greatly affected its admini-
stration and management. Expansion from a building designed to hold eighty-

thousand volumes to one with a capacity of over one million has created a major




change in the administrative techniques and a reappraisal of the goals of the

library.
The goals for the university are varied and reflect a diversity of

These goals were summarized in a library

attitudes and future objectives.

building dedication handout.

Briefly summarized, the goals are as follows:

GOALS FOR THE UTAH STATE UNIVERSITY LIBRARY:

A. To acquire, process, store and make available the world's

knowledge so that it may be used in sustaining university

instruction, research and extension programs.

To develop a superior physical facility and arrange the col-

lection for freedom of access.

To support university programs by providing professional
library services for the faculty, students, and university
community.

D. To provide such auxiliary services as copying services, listening
facilities, cultural forms, facilities for self-instruction and other
services and facilities as they are made available by modern
technology.

E. To support and participate in state, national and international

programs that will enrich the university environment.
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F. To provide employment opportunities for an increasing number
of students plus training which should support recruitment for the
library profession. 2
These goals indicate a concern not only with books and study areas, but
also with services such as copying services, and other auxiliary facilities.
This implies that there may be several distinct areas and operations that are
not closely related. This fact necessitates that functionally the library system
must be diversified. The major theme of this research is intricately tied to
this diversity as will be discussed later. Multiplicity of purpose or service
is a major factor of library administration. The effect this multiplicity has

on different groups using the library will form the basis for this research.

Formal Structure

It is difficult to determine how different groups view the library with-
out first discussing the structure of the library and how it functions.3 This
section will give a basis for understanding the functions discussed in the rest
of the paper.

The administration of the library is divided into six divisions; public
services, technical services, special collections, social science, science and

documents, and humanities. Two of the six divisions actually are services that

are relatively distinct from the other four.

2Li|,)1';11(\' Report, Prepared for Dedication Ceremony, '"Special Summary
of Library History and Goals", 1967, p. 2.

3This and all other desc riptions of the library refer to Structure at the
time of Surveys.




Public service is concerned with the many functional aspects of the library

such as checking in and out books, reserving books for use inside the library it-

self, inter-library loaning, providing photocopying service, and maintaining a

general reference area. All of these functions are somewhat different than the

usual library jobs of cataloging, processing, shelving and storing books. One

person is at its head and then each area under him has a specific person in

charge. Public Services is divided into five very different departments involv-

ing all functions not related to a specific subject division. Included under Public

Services is the central or core reference, which is responsible for handling

general reference questions as well as questions about the main card catalog,

and a large variety of different types of problems and questions not related to

one of the subject divisions of the library. Also in this area is the non-print

material such as microfilms, microcards, and other material which requires

electrical or mechanical devices for reading. The collection management is

also located in Public Services. This subdivision is responsible for shelving

all material, keeping it in order and supervision of the entire library at nights
and during the weekends. Circulation, another subdivision of Public Services is
responsible for the checking out and in of all material that leaves the library as
well as the collection of fines for overdue material in addition to all other record
keeping functions associated with the circulation of the library material. Reserve,
also a Public Services area, is a special area set aside to maintain control of
books that are used heavily. The purpose of this area is to maintain volumes

inside the library and loan them out on a limited basis to be used within a

Inter-library loan

specific area. the final area in Public Services, is responsible




for obtaining loans of material from other libraries and checking out to other

university libraries material that is owned by the USU Library that the other

libraries wish to borrow.

A second division, Technical Services, includes those processes neces-

sary for the physical upkeep, cataloging, obtaining and controlling of books and

Like Public Services, Technical Services is also divided into

magazines.

distinct lesser departments. The Technical Services Division includes serials,

which deals with the periodicals, cataloging or control and organization of books

acquisitions for obtaining books and binding for repair and upkeep of these books.

The next three administrative concerns are quite different from the

services, in that they are separated by subject matter and not by process. The

Social Sciences, Science and Documents, and Humanities areas cover distinct

subject areas, each occupying a different floor of the library. The personnel
in these areas are responsible for upkeep, and physical handling of books, as
well as control of reference material in their respective areas. The main
function of the people located in these areas is to refer patrons to material and
help with their specific problems.

The Documents section is somewhat different, because it is a depository
for all government publications, and, as such, includes major services and
several subject areas. Because the Utah State University Library is the regional
federal depository, the number of volumes in documents is vast; almost one-
third of the library material is documents. Administratively, documents is

connected with the Science department with considerable over-lap of personnel.




Special collections, is also different from the other divisions. Where the
other divisions are set up to provide services quickly and directly to the student,
the average student would find it difficult to use the materials available in Special
Collections. The main responsibility of the Special Collection's librarian is to
obtain and store rare materials. Measured in dollar value, Special Collections
is probably the most richly endowed area in the library.

Each of these divisions is headed by a director who is given a great deal
of autonomy. It is important to note, however, that the obtainment of the goals
of the library necessitates librarians of the different divisions to work together
and co-ordinate their activities.

The University Librarian is responsible for the entire library and is
the immediate superior of all six division heads; he has the power to make and
enforce any decisions concerning the library. However, because he is a general-
ist and not a specialized librarian, most of his authority is in the financial and

management functions and not the actual library functions. A chart of the

library structure can be found on the following page.




FORMAL ADMINISTRATIVE STRUCTURE OF THE USU LIBRARY

MARCH 1970
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Figure 1.

Formal Administrative Structure of the USU Library




Orientation of the Research

Students of public administration often undertake studies of organiza-
tions financed by public funds. Such organizations often include government
agencies, hospitals, prisons, police forces, and city and state governments.
The study of libraries, with few exceptions, most often has been made by
library scientists. One of the central themes of this research is that public
administrator/political scientist orientation should have its place in library
administration, with the suggestion that the administration of libraries rightly
belongs as one of the most appropriate forms of public administration.

Precisely what the author means in this paper was stated by Ernest
R. DeProspo, Jr.:

There appears to be a growing recognition, albeit largely
verbal, that the library profession must generally seek the aid of
other disciplines. More specifically, library administrators, as
heads of public or semi-public institutions, cannot retreat behind
"insulated " walls, being either unconcerned or not involved in
problems besetting American society today. It is primarily based
on this assumption that this paper looks at the role, actual or
potential, which the political scientist and public administrator
may play in aiding the library administrator. 4
According to DeProspo, there is much that the political scientist/

public administrator can do to aid the library administrator. In fact, as

early as 1949, the American Library Association, through the Report of the

Public Library Inquiry, recognized the position of the library in the political

4
Neal Horlow, et al., Administration and Change: Continuing Edu-
cation in Library Administration (New Brunswick, New Jersey: Rutgers
University Press, 1969), p.
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process and acknowledged the role of such political processes as tax collec-

tion, budgeting and community relations in litrary administration. = The

research conducted on the USU Library suggests that public administration

is more than an aid to the library administrator but rather that "library ad-

ministration parallels public administration in a number of ways, and, in a

very real sense, library administration is only an extension of public adminis-

tration. 8

What seems apparent is that public administration and library ad-

ministration at certain levels are completely interchangeable.

At higher levels of administration particularly, the task of
the administrator must be viewed as largely a political one. It has
been estimated that as much as eighty percent of the time of the
public library administrator is spent on the library's political re-
lationships and we believe this would hold true - if to a somewhat
lesser extent or in less obvious ways - with library administrators
in other settings.

Yet it is characteristic of librarians to eschew discussion
if not active involvement in politics and things political, as if to
suggest that understanding of the political world in which the library
functions is to be equated with subscribing to the power motive. Such
a view is naive and can be disastrous. Libraries do not function alone;
they are dependent on agencies in their environment for support.

And for this reason, external factors are key determinants in shaping
their goals and influencing their success. Political sophistication
will become increasingly important for every type of library as

they enter more serious competition with alternative agencies and

=

*Oliver Garceau. et al., The Public Library in the Political Process: A
report of the Public Library Inquiry (New York: Columbia University Press,
1949), p. 255.

6
Paul Wasserman, ''Development of Administration in Library Ser-
vice: Current Status and Future Prospects, ' College and Research Libraries,
XIX (19 July, 1958), 288.
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as they plot out new service areas and seek to reach new clientele
in new ways. 1

An indication of the place of public administration in the library is

suggested by the fact that in one of the most recent publications on library

administration, 21 out of 40 contributors to the volume had obtained their

degrees either in public administration of its political science. This would

seem to indicate that currently, public administrators are beginning to realize

that they can contribute to the study of library administration. Slowly library

administrators are realizing that the fields of politics and administration are

becoming significant for the future development and progress of the science

of library administration.

In order to apply some of the concepts of public administration to the

library problem, the author undertook this study with the orientation of a

public administration to examine library services and procedures. It appeared
to this author that the place of the library in the political process required a
library administrator to perform functions that were more administrative
than purely of a library science nature.

An analysis of the functions performed in the Utah State University
Library indicated that there appears to be a distinction between the typical

staff functions of material acquisition, technical processing, reference and

‘Paul Wasserman and Mary Lee Bundy, Reader in Library Adminis-
tration (Washington, D.C.: Microcard Editions, 1968), p. 255.

8
Ibid.
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collection management and those of administrative duties. It is with these

administrative duties that this paper mainly deals.

In the Utah State University Library, the chief administrator per-

forms basic functions; budgeting, public relations, personnel administration,

Planning a budget requires two types of know-

goal setting, and reporting.

ledge; one is knowledge of internal library requirements, and the second is

an understanding of the political processes of legislative and executive appor-

tionments as well as knowledge of the numerous machinations involved in

establishing priorities among government-supported agencies. Knowing the

internal requirements of a library requires the same sort of information in-

herent in budgeting in any government agency and is therefore a form of pub-

lic administration. Understanding the political processes of ways to obtain
money is not usually known by librarians, and the subtle means available to
enhance a government subsidy are not utilized.

The library administrator, as a professional, should
candidly admit that if the library is to fulfill its historic mission
it will be his responsibility to assume active leadership in the
effort. He must recognize that he is best equipped by training and
purpose to define the goals, develop the role and protect the inter-
ests of the library. He must know his community, its organization,
its leadership, its processes, its opportunities as well as its con-
straints. He must have the professional self-confidence to do more
than respond to spontaneously expressed service demands from the
community; he must be willing to take risks by telling the commun-
ity what his professional judgement tells him the community needs.
He should not withdraw from the task of mobilizing support for his
programs and, when necessary, assist in creating demands for them

The task is obviously great. The political scientist/public
administrator can aid the library administrator in meeting the
challenge and taking advantage of these opportunities. But it must
be recognized that the library administrator must be willing to seek




his help; that it is indeed a two-way process; and, that the library
administrator must become an integral part of that process.*

The budgeting process is the most significant thing that sets public
administration apart from other forms of administration and establishes it
as a discipline in itself. The fact that an administrator must be informed
about and understand the interactions of the political process to effectively
operate is accepted in the field of public administration.

The second function of the library administrator, and one closely tied
to budgeting, is the establishment and continuation of public relations.

Today's library administrator must recognize and believe
that the library, as a public service which is supported in whole
or in part by public monies is involved in the political process,
however apolitical its nature intrinsically is. It is simply a fact
of life that the library cannot avoid being involved in the process
through which political decisions are made in respect to the distri-
bution of public monies. And it should be realized that the library
cannot maximize its chances of receiving a sufficient proportion
of these public monies - or justify what it has received - without

a political base of support.

In most cases this "base of support' is best obtained when the ad-
ministrator is schooled in the art of political science and understands the
nature and position of the political leaders.

Another aspect of public relations that the university library must

realize, is that the students wish to participate in the decision-making process.

The student community and the sociological-political processes of that

9
De Prospo, Administration and Change, p. 37.

10
Ihid. , p. 33.
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community are becoming more and more important in university administration

and in the operation of the university library, therefore, an appreciation and

understanding of the politics of student participation is essential to anyone

11
involved with a service to them. The evaluation of public opinion, and the

measurement of the effectiveness of public relations of the library are two

of the primary objects of this research.

A third area of library administration which involves the sort of

knowledge gleaned by a public administrator, is that of personnel administra-

tion. The supervision, classification, motivation and general control of per-

sonnel in the library is more closely associated with the government bureauc-

The characteristics of public organizations

racy than any other organization.

and the personnel administration of those organizations are different from any

b

other type of personnel administration. - The form of administration
appropriate in a government organization is one of the main aspects of the
public administration discipline.

A fourth function of a librarian is that of goal setting. This function,
performed usually at the top of the organization hierarchy lends itself to the
discipline of public administration. This goal setting is performed in relation

to the political environemnt, and usually is a reflection of the political setting

11
Ibid., p. 34.

12
For a discussion of these differences see Glenn O. Stahl, Public
Personnel Administration (4th ed. New York: Harper & Brothers, 1956),
pp. 8-11.
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of the library, an understanding of political problems, processes and pro-

cedures is very helpful to the library administrator if he is to set goals that

adequately reflect the position of the clientele whom he serves.

A library administrator is required to report his plans for the library,
and account for his past administrative actions. His reports usually serve as
a basis for evaluation by those groups which use and support the library. Most
often these groups are composed of elected individuals, political appointees or
some combination of the two. An understanding of those areas which most
interest and concern these people as well as an understanding of the intricacies
of the election process and the appointment process could serve as an aid to

the administrator in knowing that to emphasize and how to present the mater-

ial in his reports.

It is mainly these functions that the author was concerned with when
conducting and evaluating this research. He hoped that his research will
indicate how the public administration approach, using survey research as an
tool, can provide a service to the librarian and provide additionally needed
knowledge about the Utah State University Library and its functions in relation

to political processes.
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CHAPTER I

REVIEW OF LITERATURE

Any person who examines the bibliographical services for library
literature will soon be aware of the large number and kinds of library surveys
which are conducted annually in the United States, as well as in foreign coun-
tries. There are several major aspects of library service involved in these
studies, they include surveys of material in the library, surveys of pro-
cedures of many related libraries, surveys of the number and type of clientele
that do use the library or could use a proposed library as well as surveys of
clientele for the purpose of evaluating the type of material that is being used
by them. The term survey is also used to include the type of research in-
cluded in this paper where the clientele are asked to evaluate the services
and policy of a particular library.

The surveys which are directed towards library users for the purpose
of obtaining their views concerning library procedures and methods are by far
the least common of the different surveys. One reason for the limitation of
this type of survey is ''that there are many surveys, particularly those made

for organizations, business, industry, and government which are regarded as

internal administrative reports and are not reproduced for general circulation. 'l

1"I\1auricc F. Tauber, '"Survey Method in Approaching Library Prob -
lems, ' Library Trends, Vol. 13, 1964-65, p. 27.




The limited number of such surveys coupled with the restrictions on the publi-

cation of such material have limited the available material relating to this

type of survey.

The rationalization for the existence of the later type of library sur-

vey have been discussed by several authors, but most generally discuss the

particular problems associated with the specific institution of which they are

However, Louis Round Wilson and Maurice

concerned at the time of the study.

F. Tauber in their book, The University Library, published in 1956 provided

extensive discussion of the particular position of the university library in

attempting to evaluate its service and pointed out that

The university library, although it differs from a business
enterprise in that it is not required to show a profit, requires periodic
checks of its facilities and services for the purpose of measuring
efficiency. The annual report, while usetful as a check on the opera-
tions and services, may lack the perspective and breadth of a view
that are fr%‘guently found in a thorough review or survey of condi- —

tions . . .

A survey of the University of Columbia as well as surveys conducted
at McGill University and the University of Southern California by Professor
Tauber are discussed in his book, Library Surveys. This text is a summary
of the Conference on Library Surveys, held at Columbia University, June 14-
17, 1965 and sponsored by the Committee on Library Surveys of the Association

of College and Research Libraries of the American Library Association.

14 . . ; ; i
Louis R. Wilson and Maurice F. Tauber, The University Library:
Its Organization Administration and Functions. 2nd Ed.: Chicago, Illinois:
University of Chicago Press, 1956. 570 p.
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Included in this volume are articles dealing with all types of library surveys

previously discussed. One very appropriate article deals with ""The Library

Survey: Its Value, Effectiveness, and Use as an Instrument of Administration. """

This article discusses the varied ways that different universities have used

library surveys. E.W. Erickson in this article points out that

. of the 775 recommendations made in twelve library surveys
the librarians whose business it was to implement the survey
recommendations said that more than half of them had been car-
ried out completely or to a large degree. In only about 25 per-
cent of the cases was nothing accomplished. 16

In 1936, Edward A, Wight discussed ""Methods and Techniques of

Library Surveys. ' He found that public library surveys of 1936 made only a

limited contribution to the study of library problems because they were sub-

jective, and because they had limited distribution and frequently appeared only

in summary form. 17

Wilson prepared a statement on library surveys in 1947. He pointed
out that there were improvements in library surveys and that they had been
very influential in academic situations. He felt that they had aided in making

the library staff more aware of problems, helped the administrators to

15
)Maruico F. Tauber and Irlene Roemer Stephens, Library Surveys
(New York: Columbia University Press, 1967), p. 231.

16
"bid. , p. 233.

17

IEdw:n‘d A. Wight, Methods and Techniques of Libary Surveys, "
in Library Trends ed. by Louis R. Wilson (Chicago, Illinois: University
of Chicago Press, 1937), pp. 344-360.

ag
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develop clearly stated codes and policies, helped to orient the administration

of the university and library of the purposes of the library and its role in the
educative process, and that the survey had helped to open channels of com-
munications of information concerning the library.

Marion Milczewshi, is critical of the concentration on tabular pre-
sentations, and suggests that they
. led the author both to give a misleading appearance of precision
in the results so carefully tabulated, and to understate the values of

social and political pressures which lead to correction of deficiencies
to which surveys are intended to call attention. 19

Milczewski, felt that the surveys should have been analyzed in relation to the

inspired the surveys and was involved in their con-

"animating spirit'' which

ception and development. 20

A complete review of all surveys conducted by libraries would be
nearly impossible for this paper. E. Walfred Erickson summarized the

published surveys between 1938-1952 in his book, College and University

Library Surveys 1938-1952, and developed an extensive book for that time

8
Louis R. Wilson, '""The University Library Survey: Its Results,"
College and Research Libraries, VIII, pp. 368-375.

19
Marion Milczewski, (Review of) College and University Library
Surveys by E. W, Erickson, College and Research Libraries, XXIII, p. 357.

20
Ibid.
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time period alone. Perhaps the major findings from his book would delimit

Erickson

the necessity of further development of particular library surveys.

found that during this time period "the major purposes of general university

library surveys vary only slightly from survey to survey. " 21 He summarizes

these purposes in eight general statements which he felt covered all the rea-

The following were those purposes:

sons for the conducting of library surveys.

To make a careful and comprehensive study of the entire library
situation.

2. To submit recommendations for long-range plan of development.
To set the library in the perspective of the history of the uni-
versity, state, and region.

4. To discover ways and means of enabling the library to improve

its organization and administration.

To indicate means by which the library resources of the uni-

versity may be effectively related to and intergrated with the

libraries of the state, and region, the nation.

6. To discover the limitations which are at present retarding
the effective operation of the library.

7. To contribute to an increased understanding of the library's
needs, problems, and role both on the campus and through-
out the state.

8. To determine the present effectiveness of the library in pla_vin}e,‘9
its proper role in support of stated objectives of the university.”

w

2

Judging from the surveys that this author has been able to obtain and
study,this serves as a very adequate summary of the surveys that have been
conducted since 1952 in addition to those conducted between 1938 and 1952,

Since any summary of all those surveys conducted by libraries would necessarily

1
Walfred E. Erickson, College and University Library Surveys
1938-1952. (Chicago, Illinois: American Library Association, 1961), p. 115.




be very redundant because of this fact the author has selected six individual

surveys; the first, and second, to indicate an example of the general type of

library surveys that are conducted by libraries and the last four because of

their similarity and relevance to the research that the author conducted.

One of the first most extensive surveys of this type was conducted

by Columbia University during the 1956's. This survey contained 53 questions

directed to the faculty of that University. Most of these questions were related

to the type and amount of material used by the specific faculty member and

his recommendations concerning future acquisitions of the library. In ad-

dition there were some questions relating to the facilities and policies of the

09
different Columbia University Libraries.” This survey conducted by the

best known authority on library surveys, Maurice F. Tauber was intended

as an aid in planning, expansion, and revision of the libraries of Columbia

University.

During 1959 the University of California, Los Angeles Library con-
ducted a survey under the supervision of the College Librarian, aided by a
committee of library staff members. This is an excellent example of surveys
that are conducted by the staff of the library for that library. This survey
used questionnaires designed to aide the librarians in understanding what type
of material was being used by the students of the university. The results of

the questionnaire gave the librarians specific information concerning use and

23
"Tauber and Stephens, p. 16.




understanding of such things as the card catalog, reserve areas and specific

library areas. The idea was to provide a basis for expansion of the library

service at UCLA including physical lecilitics,24

A survey very similar to the author's was conducted on the E1 Camino

College Library, El Camino, California. The students of the college, faculty

members and staff of the library were administered questionnaires designed

"to evaluate the relationship of the library and the instruction program at El

25
3 29 PO - 3 <
Camino. " The organization, government and administration of the library

were covered in the questionnaires, along with questions on specific functions

such as circulation, arrangement of the library and other questions related

The committee in charge of the study recom-

to the adequacy of the library.

mend

. a number of steps for expanding this aspect of the library role
at the college and, as a major suggestion, purposed the unification
of the administration and operation of the library and the audiovisual
services under a Dean of Instructional Resources. 26

Also, during 1966 the Ohio State University conducted a similar sur-

vey on its libraries. A questionnaire was administered to students and faculty

24

Norah E. Jones, Books are Being Read: Summary of a Question-
naire on the Use of the University of California, Los Angeles.(Los Angeles,
California: University of California Press, 1959), 46 p.

25 - .

- )Andrew H. Horn, Report of a Brief Survey of the E1 Camino Col-
lege Library (Bethseda, Maryland: Educational Resources, Information
Center, 1966), p. 2.

g6 .
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members as they entered the library on one specific Tuesday afternoon. The

intention was to determine ''(1) the characteristics of library users, (2) the

way which users avail themselves of the facilities, (3) the users opinions of

: : ; 27" 7 ;
the library and its services. " The results of this survey are also very

similar to the author's especially concerning the number of users which use

the library only for study purposes (55 percent in this case) and the fact that

the questionnaire is "effective for measurement of library-campus relations. "

Shortly before the research on the Utah State University Library,

the Brigham Young University Library conducted similar research with their

students and faculty. This research, used survey research to determine

attitudes of BYU students and faculty members toward the BYU Library.

The BYU study was interested in determining general and specific attitudes
toward the library as well as recommendations for improvement and informa-
tion related to the type and amount of use the library was receiving. Except
for the inclusion of library staff as a part of the survey, and reference to
specific problems of each library these two surveys are very similar. It
would seem interesting to note that several of the findings were also similar .
Like the Ohio State and Utah State surveys the BYU survey indicated that 'by

far the greater number of the students came to the library to study from their

2
“7Or1ando Behling, and Kermit Cudd, "A Library Looks at Itself,"
College and Research Libraries, XXVIII (1967), p. 417.

28
Ibid., p. 421.




own books and notes. " = Also similar between the two surveys was the
emphasis of students on physical aspects of the library such as temperature
and noise. Also similar was the emphasis of the faculty on the collection of
materials relating to their field of study. 30

The Alabama Polytechnic (Auburn) during November of 1948 con-
ducted a survey of library at the request of the President of the Institute.
The objectives of the survey were to consider the role of the library of the
institute as a service agency in the support and development of instruction
and research, to formulate plans for the improvement and to establish means
of increasing the library effectiveness in the aid of teaching research and ex-
tension work. A questionnaire was used in conjunction with extended inter-
views of selected students and faculty members, as well as interviews with
library staff and Institute administrators. The committee conducting the sur-
vey summarized from their survey a list of 90 recommendations concerning
funding, organization, public relations and policy of the library. These recom-
mentations varied from very general recommendations related to the place of

the library in the Institution to specific recommendation relating to an individual

29
Robert Downs, A Study of the Brigham Young University Libraries,
1968, p. 144.

Q
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on the library staff. In all this was probably one of the most comprehensive

1

2
of all the surveys conducted. °

31

" Louis Round Wilson and Robert W. Orr, Report of the Libraries
of the Alabama Polytechnic Institute (Auburn, Alabama: Alabama Polytechnic
Institute, November 1948-March, 1949)




CHAPTER III

METHOD AND PROCEDURE

Hypothesis

There are three general hypothesis that this research tests. Although

they are related in some respects, they are divergent enough to be considered

All three illustrate the problem of attitude differences

separate entities.

among three groups of individuals, library staff, students, and faculty mem-

bers but each hypothesis indicates a different aspect of the attitude.

The first hypothesis tested illustrated that the attitudes of the students,

library staff, and university faculty vary significantly concerning the general

purpose of the library functions. (The idea behind this hypothesis is that the
functions which the library exists to serve are viewed differently by all three
groups.) The purpose here was to reason overall attitude. What this hypo-
thesis suggests is not a dichotomous view of the purpose for the existence
of the library, but rather, it suggests a different emphasis on the functions
performed by the existence of the library organization.

The next purpose of this research was to test the hypothesis, that,
the perceived quality of the services provided by the library will vary between
the library staff, university faculty and students. Perhaps a word of expla-

nation of what is meant in this hypothesis by the term services would be




apropos at this point. The term service could include the availability of

study areas, materials available, and technical services as well as a melange

In this hypothesis the term is limited

of other library associated activities.

to include (1) the reference and other consultative help provided by the library

staff; (2) a general rating of the overall library; (3) an overall rating of the

different areas in the library; (4) the length of time the library services are

available; and (5) the method of organization of the materials in the library.

In general, the analysis of this hypothesis will entail the measuring of atti-

tude of the three groups to these ''services'' and the comparison of these atti-

tudes.

The third purpose of this research is to test the hypothesis that:

attitudes as to the adequacy of the material found in the Utah State Univer-

sity Library will vary significantly between the Library staff, students and
university faculty. In connection with this hypothesis one could assume that
no university library with a limited budget could ever be completely adequate.
The problem is, assuming a limited budget, how do the different groups con-
nected with the library view the adequacy in relation to adaptation to the uni-
versity programs and the relative effectiveness of allocations of the limited
funds.

It might be noticed that all three of these hypothesis might be grouped
together under the general hypothesis that, the attitudes of the library staff,
university faculty and students toward the library varies significantly. While

this does cover the hypothesis it was felt that it was so broad in scope that it




totally escapes the possibility of developing any part of conclusions without

the enumeration of voluminous qualifications on any statement made.

Research Methodology

A major objective of this research was to apply survey research to the

peculiar problem of administration of structures like the USU Library that have

a limited ability to ascertain their perceived effectiveness serving their

clientele. For this reason the methodology used was one of the major aspects

of this research and so will be developed at some length here.

Other libraries faced with the same problem that USU faced have con-

ducted research by administering straw polls to library patrons while they were

One in particular (BYU) placed copies of questionnaires at the

in the library.

entrance to the library and allowed interested students to fill out those question-

naires. The author rejected this type of sampling because he felt it automati-
cally excluded those people who were so dissatisfied with the library that they
refused to use it.

The author contacted Dr. Dan E. Jones, and with his aid developed a
sample that was based on scientifically obtained area formula. This formula
produced selected areas that were intended to provide a cross section of the dif-
ferent groups on campus. These areas included such places as the entrance to
the University Center, the entrance to the library, outside the engineering com-
plex and many other areas that were selected because of the type of individual
that would normally be found in that area. In order to eliminate any duplication

of persons interviewed the pollsters were instructed to poll these areas at the
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same time of day and on the same day. After the pollster reached his assigned

area he was instructed to randomly select every third person that passed by his

area, thereby providing a random sample within these areas. (For a discussion

of this sampling technique see Charles H. Backstrom and Gerald D. Hursh, Sur-

vey Research, Northwestern University Press, 1963).

Student questionnaire

The questionnaire was designed with two type of questions, the ''closed

end' questions, requiring only that the respondent check one of the predeter-

mined series of specific responses, such as sex, age and class rank. The

"open end'' questions permitting the respondent to write as he wished about in-

formation of more general character.

The first 18 questions, excluding No. 14 were intended to gather
information about library users, to determine the type of person who partici-
pated in relationship to the answers he gave and to establish variables that
might influence the answer to a particular question. Some of these questions
served a dual role. For example, question C-11 (Do you live (1) on campus,
(2) off campus within Logan City limits, and (3) outside Logan City?) not
only provided control information, but also provided analytical information,
when compared with other questions. This is true also of question C-12
(Where outside the library do you usually study?), which provided information
on how many people would prefer to study in places other than their apartments
or dormitories, and of question C-13 (Would you say your study area outside

the library is (1) conducive to study, (2) sufficient for studying, and (3) not




conducive to study?), which provided information on how people felt about

Question C-14 (Do you

study atmospheres in apartments or dormitories.

feel there is a need for university study areas outside the library?), provided

information on what type of and how many students desire university study

areas other than those provided by the library.

The same dual role was performed by questions C-15 (For what

reason do you usually go to the library?), C-16 (In what area in the library

do you usually study ?), and C-17 (On the average, approximately how many

hours per week do you spend in the library?) which not only provided statistics

on the amount and type of library usage, but also indicated how specific types

of library user felt towards the USU library. The answers to these questions

showed (among other things) what percentage of students use the library to

study from their own books, and how they view the library.

Beginning with question C-18 (If less than 5 ask: Could you tell me
why you don't use the library more often), the inquiries were of a purely
analytical type. These questions were designed to illicit critical comments.
Most of the complimentary responses were of an unsolicited nature and com-
pletely unexpected. The main purpose of these questions was to give a better
understanding of problem areas in the library and to gain a more exacting
and dependable understanding of library problems.

There were nine multiple choice questions in this section. Of these
nine questions eight of them were designed to provided exacting, quantitative

information about library services and service areas. All of these questions




were useful in providing analytical and comparative statistics on student atti-

tude toward specific library services and the areas from which they receive

these services. These statistics were valuable not only as attitude indices,

but also in that they lent themselves to comparisons of different areas and

provided information on what type of student liked or disliked a certain ser-

vice or area.

Question C-19 (In general, do you find the library services (1) good,

(2) satisfactory, or (3) unsatisfactory?) was used as a general question that

was useful in obtaining an indication of general student attitude towards the

Although this particular question does not indicate reasons con-

library.

nected with feelings toward the library, it does indicate what percentage of

the student body feels that the library does a good, satisfactory, or unsatis-

factory job of disseminating information to them.

There were six "'open end' questions used in this section. Of these
six questions, five of them were used to obtain specific comments or sug -
gestions from those students who expressed some sort of criticism of the
library. Not only were these questions intended to provide a better under-
standing of the reasons for student discontent, but they were also intended
to provoke suggestions that would help remedy problems that might exist.

The last question of the survey, No. C-32 (Do you have any other
problem, comments or suggestions concerning the USU Library?), had a
very specific intent. The author realized that because of his connection

with the library he himself, even though he was at the time a student, might




be extremely staff oriented. This, of course, would mean that he would

recognize problems mainly from a librarian's point of view. For this reason,

question C-32 was designed to include those things which the author had left

out.

A total of 450 questionnaires were completed, of these 446 were

in usable form. These questionnaires were then tabulated using IBM 360

computer.

The summary of the answers provided by the computer to the '"close

end'' questions is listed in the section ""Question Totals', Appendix A, page 77.

There is summarized how each question was answered. It provides

in the first column the number of students who responded to each of the

questions followed by what percentage this is of the 446 total responding

students. Also included in this section is a comparison of this survey's
percentages with those of the university in areas of information that the
records office could provide.

The computer program also provided a breakdown of all "closed
end" questions from C-19 through C-30. This breakdown consisted of a
summary of the number of each control category that had an answer to this
series of questions. For example, this provided demographic information
on such matters as how many males or females and class rank, of those
responding who felt the library was satisfactory or unsatisfactory, etc.

This breakdown provided knowledge of what type of person had eval-

It also provided information that allowed

uated the library in a specific way.




analysis of possible variables that might tend to influence the respondents.

Perhaps the best example of this would be represented by question C-22 (Is

there any area listed on this card that you find particularly useful?). If a per-

son chose the third floor as the area that he found particularly useful and if

the analysis showed he usually studied on the third floor and was majoring

in sociology, then this obviously would seem to explain the reason for his

response to the question.

After the tabulation of the closed end question was completed by the

computer, the author prepared a summary of those questions. '"The Sum-

mary of the Open-End Questions' contains all the answers and comments

provided in the six open end questions, as well as a summary of the countries

represented and other universities that the respondents had attended (see

Appendix A, page 71 ).

The summaries are prefixed by the question involved and any ques-
tions that were instrumental in leading up to the answer. We have attempted
to group these questions by area or service considered; but because we did
not want to break up a particular student's response our first concern was to
keep his responses separate; we have done this by double spacing between
different student responses.

The breakdown of answers by major field of study were compiled by
hand and therefore required a slightly different form. They were summarized
on sheets that have the major or university listed along the left-hand side

with the question listed across two pages because of limited space (see

Appendix A, page 71).




The listing of majors is followed by a summary of results according
to the floor on which books dealing with these majors are kept. Materials
for some majors are divided among the floors, so an attempt was made to
ascertain where most material was stored and also where the preponderance
of time was spent by these particular students. This still required a some-
what arbitrary classification, but one that seems relatively representative.

This information may be found on page 71 in Appendix A,

Methodology--library staff survey

Because of the limited number of staff members compared to that of
student body it was decided to attempt a 100 percent sample of staff population.
Therefore the only sampling that was done was to obtain a list of all full-time
contract and non-contract personnel in the library. A perfect 100 percent
sample was not obtained, however, because the actual interviewing was limited
to one afternoon, and three members of the staff were not present at that
time. Since it was decided that a discussion between the missing staff mem-
bers and those who had participated in the poll might tend to bias the sample,
the missing staff members were excluded from the sample, and a 91 percent
sample was finally settled upon. It was felt that the absence of these persons
would tend to be fairly random and no apparent bias seemed to exist.

Another significant difference in the staff questionnaire was that the
ballots were taken by a graduate student under the premise that the question-
naire was actually part of the assisting graduate students research. This

was done because the author felt that there was a small possibility of prejudice




present if he, as a library employee for the previous four years, was to be

This is not to indicate that the author

associated with the questionnaire.

thought the library employees would purposely bias the results, but rather

that he felt a subconscious desire to please the pollster might occur in some

of the responses.

The questionnaire itself was designed along the same lines as the

student questionnaire. It also contained closed, and open-ended questions,

most of which were intended for comparison with those questions on the stu-

dent questionnaire. There were a few additional questions and also a few

questions which this researcher did not feel had any relevance to the staff.

Questions 1, 11, 12, 13, 14, 15, were added to the staff questionnaire.

Question 1 was added because of the trend the author had noted among the

students to emphasize the study atmosphere aspect of the library. Question

1 was an attempt to determine whether the staff also shared this emphasis
or whether some other aspect was more important to them. Questions C-11
through C-15 were intended for much the same purpose with the exception
that the objective here was to measure to what degree, if any, the students
and faculty had communicated to the library staff those issues which they
felt were the most important.

Questions 17 thru 21 were additions intended to measure what effect
if any, amount and type of education, as well as work experience and type of

work had on the student's expressed attitude toward the library.
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The information obtained from these questionnaires was processed

using the university's newly acquired Statistical Package for the Social

Sciences. Using the option available in this library of computer programs,

the author analyzed the data by using a cross-tabulation (see Appendix B,

page 119 and Kendall Tau (see Appendix B, page 119 to find any correla-

tion between the independent variables, such as amount of education, type of

education, and the dependent variables such as the rating of library services

or amount of noise.

Faculty survey

The faculty survey used still another type of survey research. In-

stead of a scientifically determined sample, like that used in the student sur-

vey, or a total sample, like that used in the staff survey, the faculty members
were sampled by use of a mail-in questionnaire that was sent out to all per-

s ons who were listed on teaching or research contracts by the personnel
office at Utah State University. These questionnaires were completely anony-
mous but required the initiative of the faculty member to fill it out and send

it back. The questionnaires were sent out accompanied by a cover letter
from Dr. Abrams indicating his interest in the results and the use that would
be made of them. The number of responses returned was large, possibly due
to Dr. Abram's letter, indicating that this research was more than just aca-
demic curiousity, but that it would actually be used by the library administra-
tion. Of the 764 questionnaires mailed, 405 were returned with 102 of the

respondents indicating that their assignments did not require use of the




library and that, therefore, they were returning the questionnaire without

completing them. If it is assumed that those faculty members who did send

them back were randomly motivated to do so and that this proportion was

the same as that that existed in the university as a whole, then that would

mean only 572 actual faculty members are employed in some manner that

necessitates interchange with the library and the sample which was obtained

would amount to 53 percent of these faculty members. This 53 percent is

significantly large to constitute a representative sample. The fact that this

sample is large enough, is demonstrated by contract information obtained

from the personnel office, indicating that the proportion of persons who

responded varied less than 2 percent from the number of persons in each

group of contract classes of instructor, associate professor, assistant

The number of lecturers, however, varied

professor, and professor.
significantly, but, since this is the general classification for non-teaching
staff it would fit into the sampling bias of non-library associated persons very
well. This information from the personnel office also indicated that the sample
was representative of the different colleges, with the exception of the College
of Agriculture, which was under sampled for some reason which only specula-
tion could provide,

The faculty questionnaire, designed like the other two questionnaires,
eliminated questions not applicable to the faculty and included several additional
questions intended to measure the faculty's opinion of the effect the library

holdings had on their teaching and research. These questions included question




C-9 through C-17 all of which were intended to explicitely measure the

adequacy of holdings and the use of library material. Additional independent

variables were included to allow individual faculty members to compare dif-
ferent colleges and departments, as well as variables that would allow com-
parison on academic degree, academic rank, length of time at Utah State
University, experience at other universities, amount of time spent in re-
search, and amount of usage of the library. A complete breakdown of
these statistics is available in the library special collections area.

The same methods of analysis were used to compile the informa-

tion on these questionnaires as were used to analyze the staff responses




CHAPTER IV

ANALYSIS OF DATA

Overall View

The way individuals view a typical organization differs significantly

relative to the use made of that organization. A library may be used for

some are planned by the administrators of the library,

many functions:

others are unplanned but develop because of the central position of the library

in the academic community. This is especially true in this instance, for it

was found that different groups considered the library a different sort of tool

relative to the position it played in their academic and social lives.
The measurement of the different populations' views as to actual
use of the library was an ex post facto consideration in this research, which
in actuality initiated after the research findings of the student questionnaire
were compiled, and it was found that, although there were no direct attempts
to measure general view of the library, many of the questions on the question-
naires pointed to some very interesting conclusions in this area
The best indication of emphasis of different functions of the library
is in the area of the questionnaires that allowed the respondent to voice any
opinion that he wished at the end of the questionnaire. The responses in this

area differed so significantly that it became obvious that there were different




emphasis on the minds of persons in the different groups when they were

responding to that question.

The students provided some of the most unusual and surprising

responses. The biggest surprise was the fact that the students were most

commonly concerned about the physical aspects of the library. By a major-

ity of four to one they emphasized such aspects of the library as physical

arrangement, lack of clocks, slowness of checkout procedures, and most

common of all,lack of a place to get a snack or smoke. The students ex-

pressed very little concern over library holdings or other aspects of the

In fact, only 19 of the 447 student inter-

academic quality of the library.

viewed expressed concern about the academic quality of the library.

Another question which indicates the attitude of the students toward

the library was question C-15 which asked, ""For what reason do you usually
go to the library ?'" The interpolation of the results of this question is com-
plicated by the fact that although the question was intended to measure the
most common reason for going to visit the library, the author realized that
it was totally possible to have more than one major reason for coming to the
library. The pollsters therefore were willing to accept more than one re-
sponse to this question. In order to reflect the actual relationship among
these responses the total number of responses were added, then the relative

percentages were obtained by dividing the number of persons choosing each

response by the total responses of all students.




41

The resulting answers to this question were very interesting and re-

flect the use made of the library by the students. The most common reason

for a student to come to the library was to study from his own books: nearly

38 percent of all students in the library are utilizing the library not for its

collection but rather for its study atmosphere. Another 24 percent were us-

ing the library reference books and 17 percent were trying to find material

Perhaps the most interesting fact is that only 11

for class assignments.

percent of the students came to the library to borrow or return library books.

All of this seems to indicate that the students most often use the library for its

atmosphere or physical facilities.

It would only seem logical, on reflection, that most of the students

would have little interest in library holdings and be more interested in how

the library is equipped for study purposes. To most students their assign-

ments are predicted on what the library contains. Since their grades are
determined relative to other students, and since all students face the same
restrictions concerning library holdings, it would be of little interest what
the library does not have but rather what the library does have. Another
explanation for this phenomenon would possibly be that most of the lower
division classes are textbook oriented, and usually the students are interested
only in the text itself. This point is well substantiated by the fact that in con-
trast to the general student body, the main reason for graduate students to

go to the library is to borrow or return books. Nearly 41 percent of the

graduate students come to the library to borrow or return books; that is
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nearly four times as high as the general student body. In contrast, 70 per-

cent of the freshman students listed studying from their own books as the

major reason for their using the library. This indicates that the use of

library material seems to increase with the amount of education, which is
not surprising, but the point seems to be that with the larger number of
underclassman, the library has more students using the library only for its

study facilities and not for the use of the stored knowledge that is often

thought to be the main value of libraries.
In order to ascertain what use the staff felt was most prevelant

among the students in the library, the questionnaire given to them contained

the question (C-3): ''For what reason do you feel students usually come to

the library ?"" The answers to this question indicate a near dichotomy between

why the students actually come to the library and why the library staff feels

they are there.

In contrast to the 38 percent of the students that are actually in the
library studying from their own books, the staff felt that only 12. 8 percent
of the students come to the library to study from their own books. Conversly
41 percent of the staff felt that the main reason for coming to the library was
to find material for class assignments; yet only 17 percent of the students
are usually engaged in this practice at the library. The accompanying chart
shows the contrasting nature of the answers to this question.

A further point of contrast between the library staff and students can

be made by comparing the answers of the last question on the student




questionnaire with question C-22 of the staff questionnaire.

That question

reads, ''Do you have any other comments or suggestions?" It is interesting

to note that only one person on the library staff mentioned anything concern

ing the physical facilities of the library as compared to the majority of the

students who commented on this aspect of the library services. The staff

members (95 percent of them) were more concerned with the policies that

governed the use or acquisitions of library material. Consider question C-11:

""What do you feel is the major problem facing the library?'" The majority

of the staff, 66 percent, felt the lack of finances or other money related

items causes the greatest concern. The students, although not directly asked

this question, were given several chances to comment on problems facing

the library; only one student, however, com mented on the lack of money for

library acquisitions and administration.

It is possible to compare student attitudes to the responses of the
faculty on the questionnaire. Probably most apropos is the final question on
the survey schedule, which reads '"Do you have any other comments or sug-

gestions concerning the Utah State University Library or its improvements? "
(The most common faculty response to this question involved concern over
such things as acquisitions policy and periodical check-out policy.) Seven
and three-tenths percent of the faculty members were concerned with these
and other such policies. Conversely only three and six-tenths percent were
concerned with the physical facilities of the library. Most of the faculty

(11. 2 per cent) were concerned with specific holdings or the limited opportunities
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It would be safe to assume that the library to the faculty is

of the library.

an extension of their programs, and they view it as a basic necessity for the

intellectual pursuit in which they are involved.

In all actuality the faculty views the importance of the library very

similarly to that of the library staff, with one very significant difference:

the individual faculty member most often views the library in relation to the

specific area in which he is engaged. The library staff, on the other hand,

would like to see the overall collection of the library enlarged and the general

reference services enlarged. The faculty member is generally more inter-

ested in specific deficiencies relative to his area of interest. The students,

however, accept the library holding for what they are, realizing that most

faculty members base their classes and assignments on what is held by the

library and that few if any professors would require the student to use mate-

rial not available in the library.

All of this material provides provides some very interesting informa-
tion for the library administrator. First of all, it tells him that many stu-
dents generally use the library for a study hall rather than a place to obtain
stored information. This will allow him to take any one of a number of
actions. He may accept the fact that many students are here using their own
books and so design his physical surroundings to provide the best possible
atmosphere for students. An example of this type of action would possibly
be to separate the library material from the study areas so that the people
studying would not be disturbed by people walking up and down the aisles

looking for books.
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Undoubtedly the most interesting information gleaned from the testing
of this hypothesis was the fact that the students so differ from the staff and
faculty in their overall view of what the library really is. While it is
apparent that any administrator would realize that the students are different
from their professors in what they view as the purpose of the library, it is
doubtful that many would realize that they are dealing with two such diverse
groups. What this means to the typical administrator is that in their public
relations as well as in their everyday administration of the library they must
realize that they are dealing with two very different groups.

Suppose the library were given 20,000 dollars by a benefactor who
gave no restriction of how the money was to be used, but required that it be
used only for purposes in the library. The administrator faced with the re-
sults of this survey could do one of two things. First, he could use the money
to expand the library collection and help satisfy the faculty, or second, if he
wanted to do what would most satisfy the students, he could build an area
that would be used for relaxation and a snack room.

The central point of this hypothesis is that survey research through
the use of a specially designed questionnaire can be used as a feedback to help
the administrator of a government organization which is a monopoly, determine
how his clientele views the organization's overall purpose, and what should

be the main function of his organization.




View of General Services

The major purpose of the survey questionnaires that were distributed
to students, library staff, and the faculty, was to measure the expressed atti-
tude of these persons toward library services. While nearly all of the questions
asked could be developed under this hypothesis, the author will limit this dis-
cussion to those questions which indicate a general view of the library and
exclude those questions which were directed toward specific areas or services
provided by the library. While those questions excluded would be advantageous
to an administrator, it would take volumes of books to discuss each individual
area and the specific attitudes expressed about these areas.

The reserve area of the library serves as an excellent example of
how survey research can be applied by the administrator. The reserve at
the time of this research was a large expanse on the first floor of the library
that allowed each user to enter, find and obtain the material for which he

was searching and use it within this area. Although this area represented

a very small portion of the library services, 15. 2 percent of the faculty

found this to be the most unsatisfactory division of the library. Only the
technical processing area which orders and processes all of the library's
material, surpassed the reserve area as unsatisfactory. The probable rea-
son for this was that many students abused this area, surreptiously hiding
material that the instructor had required the entire class to study. Or in
some cases, students were able to carry out library material and even some

of the professors personnal materials. This of course required many
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Being aware of the rampant

instructors to alter testing or lecturing plans.

dissatisfaction among the professors for this area, the administrator would

be able to place this problem high on his priorities of concern. This example

it appears would indicate how the administrator could use survey research to

help make decisions on specific problems. The rest of this paper will be

devoted more to general problems and overall views of library services.

Common to all three surveys were certain measures of the respond-

ents perceptions of library service. Included in the poll was the primary

question "In general do you find the library services (1) good, (2) satisfac-

tory, (3) unsatisfactory?'' The purpose of this question was to get an over-

all view of the library as perceived by the different groups. It was felt that

often the total view of the library might be hidden by the intensity of a view

centered on specific programs. A person might view the library as very ade-
quate but complain vociferously about some miner function and thereby con-
vey the impression of total antagonism to the entire organization.

It might be noted that the responses to that question are covered in
general terms. There are no measures of extreme intensity such as excep-
tionally good or terribly bad. The response to this question are as follows
in Table 1.

The results of this question is analgeous to the politician who know
that he has won an election but that some areas were stronly pro and others
opposed to him. This kind of information is necessary, but if he desires to

remain in office he must find out, further, why people like or dislike him and




Table 1. Response to general satisfaction of library

Good Satisfactory Unsatisfactory
(%) (%) (%)

Students

N

Library Staff
N

Faculty

N

what it is that they like or dislike about him. That is what the rest of the re-

search attempted to do in relation to the library.
One of the most fundamental of all library services is that function
performed by the reference librarians, in fact, nearly all those employed
by the library are at this time performing the function of reference librarians.
In order to determine the adequacy of this service at the USU Library, the
question was asked of students, 'Do you find consultations with librarians
usually (1) helpful, (2) unsatisfactory.' Of those students questioned, 78
percent felt that those consultations were helpful, 17 percent indicated dis-
satisfaction with the help of the library staff, with 2. 6 percent having never
talked to the library staff. The library staff was asked, in comparison to

this question C-8, 'Do you feel your consultations with students are
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(1) helpful to students, (2) unsatisfactory to students, (3) my job does not

"

involve consultations with students.' Only one of those persons, whose jobs
involved consultation, felt that those meetings had been unsatisfactory; the

rest felt that they were generally helpful.

Table 2. Summary of responses of faculty, students and library staff on
satisfaction with reference help

Helpful
(%)

Unsatisfactory No Answer

Students
N
Faculty
N
Staff 97 3

N

This set of questions is particularly difficult to compare with the
staff included, because that one person who felt that the patrons had gone
away without being adequately helped could easily have been responsible
for the dissatisfaction expressed by 17 percent of the students and 10. 8 per-
cent of the faculty. Although this is highly unlikely, possibly even bordering

on the impossible, the fact remains that the possibility clouds any possible




discussion of the relationship of the staff answers to this question and makes

any discussion of the relationship between the staff and the other two groups

The comparison of the faculty responses with the stu-

purely speculation.

dent responses, however, is easily carried out and adds to the discussion of

this hypothesis as well as providing much valuable information that the ad-

ministrator could easily use.

Using a chi square test for contingency 32 these statistics point out

satisfied than are the students with the

that the faculty are generally more

help they receive from the library reference staff. There could be many

reasons for this fact; the most likely can be identified by taking notice of the

responses to question C-14, 'Do you feel faculty members should get pre-

ferential treatment? ' Although only 30. 3 percent of the library staff felt

that professors should receive preferential treatment, this is a significantly

large number to explain the apparent difference in how the faculty and stu-
dents view library reference service.

At this point it should be noted that even though this series of questions
thoroughly substantiates the hypothesis that the faculty and students will view
the quality of library service differently, the actual aid this hypothesis
would give to the administrator of an organization involved in survey research

for administrative purposes would necessitate a much more in-depthdiscussion

321701" an explanation of the test the author used see Hubert M.

Blalock, Jr., Social Statistics, McGraw-Hill Book Company, 1960,
Chapter 15.




of areas of unsatisfactory services and what particular subjects were less

than adequate. For example, in this particular research the results indicated

that the area of greatest dissatisfaction, that is the area with the highest pro-

portion of the people studying that field that indicated that they had been gen-
erally unsatisfied with the reference help provided, was in the area of educa-
tion. This type of information would be of particular interest to the person

in charge of this area and help him develop a better equipped reference staff.
A continual problem with any library is maintaining an atmosphere

of quiet, conducive to library usage. As with most college campuses this

problem is compounded at USU with the fact that the library is considered
the place to socialize and meet people at night after most other facilities of

the university are closed. Because nearly all problems associated with noise

occurred at night and during week-ends, it was felt that asking the faculty
to comment on this problem would in actuality not reflect the same cross-
section of time during which the impressions were obtained. Therefore,
only the staff and students were asked: ''Do you think the noise level in the
library is: (1) extremely high, (2) high, (3) average, (4) low or (5) quite
low.

The results of this question found in the preceding table indicate
that the library staff feels that they are accomplishing the task of keeping
the noise down better than the students perceive that they are succeeding in
doing. Interestingly enough, there were also more students then staff on the

other end of the spectrum who felt the noise level in the library was low or




Table 3. Summary of responses of students and library staff on questions
dealing with the noise level of the USU Library

Ex. High High Average Low Quite Low

Students

Staff

or quite low. It seems quite probable that the comment one student made on

the questionnaire regarding this question might be indicative of the reason

that the opinions of the students are so polarized. That student commented

that "the level of noise depended, to a large degree, on the time of day and

day of the week that a student was in the library.
An even further variation between staff and student was evidenced
by the related question following the inquiry concerning the noise level in the
library. In that question the student or staff member who indicated that he
felt the noise in the library was high, or very high, was asked "What do you
think could be done to improve the noise problem in the library?' The stu-
dents were more authoritarian than their library staff counterparts, with
60 percent indicating that they felt disciplinary action should be used on the
students who were causing any disturbance. Only 27 percent of the library
staff felt that this was the answer to the noise problem. To the staff, a
better physical arrangement seemed to be the necessary requirement for a

quieter library, while only 25 percent of the students felt that this would be




an adequate answer. Other respondents, not accounted for in the above, felt

that this phenomenon was a part of the college library and there was very

little that could actually be done short of a basic change in the nature of stu-

dents using the library.

An interesting aspect of these responses was the fact that many of

the library staff members stated that they felt the students would not support

any further punitive type actions in order to maintain the calm of the library.

With the information supplied by the student questionnaire, however, it would

appear that the students could be used as an effective leverage to establish

stricter enforcement of a policy to control unruly students who misuse the

library. The converse of this might be true also. The administrator might

realize that his staff is somewhat leary of punitive measures toward students

and decide that they would be more willing to alter the physical arrangement
of their work areas instead of trying to discipline the students. In either
case two things are clear from this research. First, that there is a differ-
ence of opinion as to the perception of the degree of intensity of the noise
problem in the library between the staff of the library and the student users.
Second, it is apparent that there is a difference of opinion as to how the prob-
lem should be handled.

A much debated and often discussed area of library administration
at USU is how long the library should provide services for the patrons, that
is, how long at night and on week-ends the library should remain open. In

order to obtain student, faculty and library staff opinion on this issue, the




question was asked to all three groups, Do you think the library hours:

(1) should be increased, (2) should remain the same, (3) should be de-

creased?' The students, as might be expected, were most interested in

having the library hours extended with 30 percent advocating additional hours,

compared to 19, 5 percent of the faculty advocating such an extension, and

only 9 percent of the library staff in favor of increased hours. The responses

indicating a desire to decrease the number of hours were the converse of

this with 24. 2 percent of the library staff desiring less hours, 2 percent of

the faculty and only 0.7 percent of the student body. It is apparent from

these figures that the vast majority of all three groups were in favor of

maintaining the present schedule of hours.

An interesting aspect of the answers to this particular question,

was that 25 (percent) of the students who wanted longer hours, expressed a
desire for the library to extend its hours to include times that it was already
open, an indication that these responses might very well have been based on
a conjecture of when this group of students might be able to use the library
at some future date. There were also 20 (percent) faculty members who
wanted additional hours that were not actually new hours, as the library was

already remaining open at these specified times.

Adequacy of Library Holdings

Nearly everyone who studies library science is told that the major

purpose of libraries is to store and disseminate information. In hypothesis




Table 4. Summary of responses of students, staff, and faculty indicating
desire regarding the number of hours that the USU Library

remains open

Decrease

(%)

Remain

(%)

Increased

(%)

Students 68

Staff

Faculty

one it was pointed out that this 'library school' definition is viewed differently

by the students than by the faculty. In this hypothesis the attention is focused

on how adequate the Utah State University Library's ''storage' of information

is. The purpose of this hypothesis is to show how differently the three groups

of people view the holdings of the library.

Unfortunately the adequacy of the library holdings were directly
involved only in one question on the student and library staff questionnaires,
while the faculty were involved in nine total questions involving the adequacy
of the library holdings. This developed mainly because of the view that the
faculty is better equipped to evaluate what material is necessary for their
programs. In fact, the acquisition function of the USU Library, and most
small university libraries, is based on faculty requests which are then eval-
uated by the library staff. In some libraries the faculty have complete con-

trol over what the library purchases. What this means for this research is

that, in order to evaluate the responses fairly, the author will limit the




number of questions on the faculty questionnaire used for this paper to those

necessary for comparison with the student and staff responses.

The students surveyed were asked in question C-29, '"Have you gen-

erally found adequate material for your research and assignments?'" A

total of 23 percent indicated that they had not been able to find adequate

material., With the exception of juniors, the percentages of each class rank

increases as that rank increases, with 20 percent of the freshmen, 22 per-

cent of the sophomores, 17 percent of the juniors, 27 percent of the seniors

and 47 percent of the graduate students responding negatively. By computa-

tion Person Partial Correlation Coefficient, it is possible to say with 95 per-

cent certainty that the adequacy of material at Utah State University Library

decreases with increased class rank. It is doubtful whether the previous state-

to anyone, but the main point is that the stu-

ment is particularly surprising
dents by a 70 percent margin, in total, feel that there is adequate material
available in the li