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Accompanylng the widespr ead mtroduct on. of on- 1me b1b110graph1c .
~retrieval services has been a recognltlon of the need/for the1r carefut
- evaluatlon. Several approaches have been taken to thls problem including
prlcc-demand analyses (Cooper and DeWath 1977), organizational studles
(Wax, 1976), data-base evaluations (Lancaster, 1969), and end-users
- (Brickley and TI'OhOSkl, 1974). However, because these studles have talfen
v ~ relatively narrow persoectlves, they have fa1 led to assess the inter-.
relatlonshlps of various components of the services in ouestlon. . In order __
to fac111tate this type of analy51s, a comprehon51ve framework for the
- o evaluatlon ‘of on-line. vibliographic retrieval services:iis needed “The 7
purpz:; of this paper are to present one such framework and to prov:def:f;'_

an e

1eof1tsuse. S ., v CoL ~‘a.

L

A ~systems _approach was \used in de\}eloping the "framework,v incor;iora— .
tirigr the traditional categories of 'imput, process, Joutput, " and feedback.
In its. appllcatlon, partlcular emphasls is placed upon. assessmg the
relatlonshlps between varlables of interest at dlfferent stages, such as’
| u«lnput and output, whlle co@:rollmg for the effecfs of 1nterven1_ng T
variables. It is hoped that in'achieving a better understa:ndmg of such "_‘,‘:

v ’ - relationships, - those operatmg searth services can make more. ratlonal

vde 151ons about p011c1es and proce ures. - E _’

' o , ', Gystems Framework for Evaluatlon ,.
/ In the evaluatlon Lramework proposed here, ‘a systems appl;oach is
« "used to describe the cycle of activities that occur whenever an on-line
"bmbllographlc retrieval service responds to a user’'s Tequest. In do:mg
50, four basic questicns must be answered. What inputs are requ1red"

.What processes take place? What outputs are produced'? What feed ck
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occurs at each stage" A descr1ptlon of the sequence of events that -

_’ S occur durmg a search cycle prOV1des answers to these questlons. i

——

/ . The search cycle begms W1th the subxnlsslonJof a request by a user
o - .. to the: search a.nalyst, a spec1a11y tramed reference 11br'1rlan. They
0 e then' "negot1ate" the questlon, until it can be restated in a form that
© . .. the search analyst can employ. to develop a searrh strategy that can be
/ B used to retrleve relevant citations from approtr'late ‘data-bases. such as_ / _
“'the \Bducatlonal Resources  Information Center (ERIC) or the Ontarlo
Bducatlonal Research Information System (ONTERIS) files. “The analyst
then auerles the data-base(s) using a retr1eva1 system such as Lockheed .
Informatlon System (LIS)'s DIALCS, Systen Development Corporatlon S
- (SDC)'s ORBIT ‘or Umted Nations Educatlonal‘Sc1ent1f1c and Cultural
Organlzatlon (UNESCO) s CDS/ TSIS.. When combmatlons of terms are -

entered, the meber of relevant citations and a few sample citations

ot ~ are pr1nted If the citations are Judged to be relevant to the c11ent'
e questlon, the complete blbllography is pr1nted off11ne and mailed to N
T the requestor. o \ _ L I B
R e The user, on rece1pt of ‘the b1b1\1\ogranhy, reviews its contemts. and :

» makes a personai assessment of its'relévance amnd" thoroughness. As a
el Lt result a request for or1g1na1 documents may\be made. When these are P /
- e o.e11vered and read, the search cycle, as we def1ne 1t is complete. /

- Feedback may occur at almost any stage of the search r‘ycle. Durlng
questlon negot1atlon the\ search analystxn{es 1nqu1r1es and suggestlons !
about / the search top1c “and. the user resrond§ .\Durmg theu‘etrleval of

references a dlscovery that/ an excesswe number of\sltatlons have been |
1ocated _that citations are mot relevant to.the top1c, or that other
terms should be used, may cause negotlatlons to be- reopened and the search
str,ategy altered. ‘Even at the’ end of the entire cycle, feedback occurs
when an informed and satlsfled (or uninformed and dlssatlsfled) user -

returns an evaluation questionmaire.

/ This cycle of :ctivities forms the system portrayed in Figure‘l.
At each stage, three "actors" are involved: the user, the search analyst
and the retr1eva,_ system. Each of the three is the referent for a number
of variables which deaCI'lbe the characterlstlcs of the search serv1ce 's

:mputs the nature of 3ts processes -and qua11t1es of ,1ts outputs. o \
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_ _ ~ This. systems framework _prov1des a temporaI sequence to events
o occurr:Lng durlng a search cycle » thereby allowing the, evaluator to make
o reasonable Jnferences about cause-and effect relatlonshlp., This is
" Jmportant smce pollcy makers must have a reallstlc-ldea oF tfe '
Ault:tmate effects of dlfferent declslons about 1nputs ‘and the organlza- .. s
tlon of process:mg activities. In addition, the framework suggests a
' categorlzatlon scheme for Varlables according to thelr roles. as measures
' of 1nputs processes, or outputs C .
.J;'. . ) 3 ,-'
Appllcatlon of Model ' | -

S The Jemalnder of this- ‘paper. descr1bes the evaluation of one aspect
of the Educational Infomatxon’ Systeil £or | Ontario (Auster and Lawton, I
. .1976; Lawton and Auster, 1979) usmg ‘the systems framework portrayed in ©
?Flgure 1. The purpose of this appllcatlon is 'to detemme to what
extent a client's personal and professmnal background is rela“ted to | —
. his or her satisfaction with EISO. This assessment should prov,:lde an R
' l.ndlcatlon of those 1dent1f1able sub-populatlons of - ‘users. vhose needs N

are not currently beirg satlsfled ‘as ful?zﬁose of others. .
B The populatlon for thls study is the universe of all 371 searches o :

_requésted/from EISO between May 1, 1976 and April 30, 1977. Though

' ' some.. data were avallable on all searches, the present analy51s was ' , -

restricted to those which had" been run on ERIC and for which the . -

requestor had returned an evaluation auestlormalre The total’ mmber . |

“‘was 148 (40% of all searches), but mlss:mg responses on some varlableS\»
.result in a smaller number bemg used for some analyses _ o «

V1rtually all searches were placed by users from the professmnal
educatlon comrmm1ty in Ontarlo, which EISO was designed to serve. JIn
general 40% of EISO's users were from school boards, 40% were from |

OISE, 10% from other universities ‘arid "'acultles of . educatlon, and lO° |
mlscellaneous Approx:mately 30° of the users reported that they were
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" . - Methodology YL T \ R
Path analy51s was selected to analyze the relatlonshlps among’ \ .
| mput process, .and’ output variabiles because it provides a method of o
- test g the va11d1ty», of causal inferences for pairs of variables waile - -
B controll:mg for’ the’ effects of other variables (Nle, 1975, pp. 383 3971 ‘
- In add1t1on, ‘path dragrams prov1de heurlstlc portrayals of systems
' e relatlonshJ.ps which are well sulted to thé systems framework used to

n

_____ . - Lo

—_— . . -

_ orgamzeg\uthe var1ables in

S

- The analytlc technlque used in thls inves tlvatlon follows the '

pract1ce§ advocated by Goldberger (1970) In paf’tlcular the path
coeff1c1ents presented here are the s‘tandard1zed regression coeff1c1ents e
-~ .resulting from regressmn of the depend/ nt var1able in quest1on on those'

: :';.'Q_ variables d1rectly affectmg ity and those alone: In céses whefe- there

o ' ‘Is but.qne predecessor var1able the path coeff1c1ent is. 1dent1cal to -

L . the zero-order correlatlon coeff1c1ent, 1n other cases it is eqmvalent » GRRY
' to the partlal correlat1on cocff1c1ent of 'the. dependent Vvariable on- the . 1
standard1zed predecessor variable controlling for other var1ables V c

d1rectly affectmg the dependent variable., . . o P
/‘ ; P . o
The amount’ of unexplame lance in any dependent var1able X

.is assumed to be ag’l-ltl"»’ed for by hypothetlcal "erroxr" variables denoted o
by es . The correlat1on between e; and X, is equal to J1 - R* where R?
S _ is the multlple correlatlon between X; and all the predecessor var;Lables"

/. d1rectly affectmg 1t ' . . o S i'

‘ Not all relatlonsh1ps for wh1ch no causal mferences are plau’51ble
may be ‘omitted. ’Second relatlonshlps between exoﬂenous var1ables L
(portrayed at the left of the path d1agram) are typ1ca11y unanalyzed
though they are sometimes controlled for if they are con: 1dered to
1nteract with one another. Fmally, correlatlons among the’ e are
assumed to be zero and remain unanalyzed \ '

;o RO

. Path analy51s requ1res three- pr1nc1pal aasumptlons wh1ch may or- may
not be valid. ‘Flrst, all relatlonsh1ps are. assumed to be lmear .second,
relatlonshlps ar assumed to:be add1t1ve and third,dt is assumed no . »
1nteractlons (i.e., mult1pl1cat1ve effects) exist-among variables. As o
well, some authors would hold that the variables are assumed to be/mea- L
o, sured on a ra‘tlo

-

- <

,-,_} 'nth some, fnxed unit of measure. o
I A > /




_ . \For the d1chotomous varlables, such as sex, and those measured in
/ o standard unlts of measure, such as the turn-around tJme, none “of the -

S assumptlons would ‘be violated. Those™ measured on Likert" scales, such asﬁ)_

H satlsfactlon may V1olate asstmptions as to- lméarlty and unitary -

'":measurement. However, because- monoton1c, 1f not llnear, relatlons are
fexpected for al] relatlonshlps 1nvol‘\r1ng these ’Varlables V1olatlon of -
the f1rst assumption wcfuld at worst, cause the relatlonshlps to be

-

underestima*ed o . . ‘

A

) S Collectlon of Data o
S . .The IDS.JO"“SOLII‘CGS of data used /1n these evaluatlons werex a User ‘ g
o PR Evaluatlon Ouestlonnalre and a Data qheet completed by the search analyst. .
o > Im all 131 d;Lfferent vamabl es were regularly collected for each’ search
f_that was completed Selectlon of these 1tems was gulded by key concepts
“in. the dlsc1pl1nes of soc1ol ogy, psychology and ecouomlcs. Most were drawn .
N from the 11t==ratu.'re of preV1ous e\mluatlon studles but only ’those/ that were
‘jdeferxslble measures Ws sta us Imowledge, op:.nlon, cost, prlce or .
- 3 ;demand were 1ngluded. Where gaos aopeared addltlonal ‘items were deVeloped /

e - ) N i . . . 2

. . . i
. . 4 . B N . o

b\:, T Measurement of Varlables

) Descrlptlons of the items used to measure the varlables :mcluded in ,
© - the analy51s wirich focuses on the influence of the soc1olog1cal back- /
A 'ground of cllents on t'helr Level of sat\\wfact “n are llsted 1n Table 1.

..,

_ The flrst five varlables in Table 1 aFe’ anut varlables related to
o "the backgrounds of cllents. All are dlchotomles coded 1.0 0. . LOCATION- .
’ refers to the location ofvt—he orgam"atlon in whlch the user was employed
or enrolled as a student._ SEX’needs no' explanatlon. ORGANIZN is the ' _
_;organlzatlon in wh1ch the user was employed or enrolled as a student. )
The PURPOSE of the search refers to the use made of thé search, whether
it was for professlonal or academlc purposes. PROFROLE 1nd1cates the ’“
user was: ‘in an, adm:mlstratlve or non- admmlstratlve prc'fessmnal p051tlon.

L3

o
o -




TABLE 1 I. ‘_‘“A s ,_r,,,;..ﬁfﬁu_,‘ ‘

| VARIABLES_ USED IN-EVALUAT fON OF USER'S BACI\GROUND
S AND LEVEL OF SATISFACTIO\I

"?Vériablé* B ,'_' Item Descrlptlon and Codxng

. Nﬁmber : q'.“;Némev o Description =~ .'.“ Lodxng e

_,1"" o LOCATiON : Métrcnollfan Toronto Z 1 ,

| ' . Out’51de Metro Toronto N Y
2 SX. . Female IR 1

B Male ‘ 0

'3 . -, CORGANIIN - Student or staff of OISE
| Non-OISB |

o =

'-4xsi o fPURPOSE j . PUIpose of search: - o T
| e ) o : w '«g'_‘Noﬁ-academic “ T T e A
e Academic ERETEEN 0 T
s f PROFROLE~ J ) Professionaliroie:‘ . TR -
| | - '!u\ | Adrm'hist}ative'" o ) \
| ' 7\on adnunistratlve

' ,_”i 6 SYSTEM ,. | ~ Search system Used:
C ~ SDC ORBIT.
' LIS DIALOG

' . RIS o e

7 s SATISG? " Overa‘ll satlsfactlon

i/, : 8 i.A ‘SATIS1 _ A Satlsfactlon with ApUb11C1ty . _
'/\ : S o S - materials and dhxectlons - } _‘  L
"y 'L9 s SATiSZ-: | _ Satlsfactlon W1th conveplence ''''''''
SRR e . ‘ /_ —and” helpfl,lness ) ‘1-\

10 SATIS3 Sat1=fact10n with leellneas : L
AR o , of service - - - R ¢

_ 11 >K' _SATIS@ “' _ Satlsfactlon with quallty of
RN ‘ S \~ SN ~technelogy . -~ , y/

12 ' SATIS$\ L Satlsfactlon Wlth value of // ,/// =/
o \ S A - b:hllography - & ‘///

3 .\ \../ ‘

e +Varlables 1 1hrou0h 4 and 6 are 1ecorded by search an lyst-on data - T
.. sheets. VVarlaoles 5 and:7 throuOh 12 1nd1cated'by c ent on User Evalua*.';”ﬁﬁ
_flon QUGSthﬂH&lTe v R

e

foQee Table 2 | for\complete 115t of 51t1sfact10n j
_of subscales LN T -

o ) : : % - S e e e
o R R _ AN

ems andZCOnstruction
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v The f:mal mput var1able, QYSTPM refers to, the computer search / ” »
ol { é.erV1ce hat was used in execut:lng ‘the search /- SIZ“ ORBIUr LIS DIALOG S

o Althou thls var1able ds. a. system rather than user input, 1t was J_nclu-'
ol ded in t'he analysls becau dlfferences between the two" mfluenced the =
:-selectlon of the system used: in. conductlng searches._ In partlcular, the‘
LT k di mall service prOV1ded by SDC,: wthh‘ allows the computer-proouced
S b1bliog‘raphy‘ to be sent d1rect1v to the. c11ent from SDC, meant that this - /

.serV1ce m1ght be ; preferred for users located some dlstance from Toronto. / o

¥ User satlsfactlon with various aspeets of the, Search service were

) measured by flve subscales (SATISl to SATISS) con51st‘1ng of scales that ;

) | mcluded satlsfactlon w1th publlclty materlals and d1rectz.ons (SA'lI“l), e
v ©_with conven1ence and helpfulness (SATISZ Js with t:unelmess of. serv1ce SR

(SATISS), }11:}1 the quaﬁty of the: b1b110g1:aphy (SATI §\) {_,'

es
s

ST /» fnd1v1dual items used in constructmg, subscales are repor ued in’
% Tabl 2 and J_nclude those used in the: scale used to measure overall T
T (l S satlsfactlon (SATISG) The latter scale used vae 1tems se1 ected ~from

N ar)

‘ the subscales; not all 1tems were 1nc- ded beC' lse mamy clflents had not
A been exposed to all aspects of the serv_‘ce anc‘l, therefore/had failéd to -
' "espond to some’ 1tems. ; Instead only t se 1tems referrngg to matters. -

. to! Wthh al] c11ents had been exposed 2“*9 mcluded 1n the s.cale., :

_ Rellablllty coeff1c1ents for the six scales were .80, .62, .78, .2, >
.79 -and 80 respectlvely Overall these coef11c1ents are suff1c1ent1y
: H h for the scales to be used in assessing the satlsfactlon ?EI

. : L 7-“, .o . ‘\
-users .r1th the serV1ce. L \ ) Y - ;
:.,\

', ‘ S ‘,"‘. The +'act that all 1nput variables are. d1chotom1es callzs/ for spec1r—.l

L0y care in mtqrpretlng correlatton or path coeff1c1ents be veen theése -and -

; - \ : ‘other varlables._ For example, a p0511 ive correlatlon be 'cween locatlon .
N and organ zatlon would :unply that use 's from. Metro To}; nto (coded. 1) tend h

~ to. be assoc1ated with OISE (also coded l) whereas ’ohose from. outsme

FToronto (coded 0) tend to -be assoc1a1ed with ot }{.nstrtutlons (also

Sl coded 0).. Where the second var1ab1e is contgueus, as in the case of ,

=S satlsfactlon, " positive’ co*telatlon (ynphes high satlsfactlgn is_ assoc1a-

ted Wlth the t;alt coded - an satlsfactlon w1th the trait- coded 0.

In the cdse of the rel t,mrishlp between, say, 1ocatflon and satlsfactlon, ;

‘a posltlve co:'rt | ﬁon would imply that users from Metro Toronto (coded
1) were more satl'sfled than those from outslde Toronto (coded 0)

R
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S ,‘&sfj.fr o TABLL 2 '_ .
S e ITEMS USED IN SIX SATISTACTION SUBSCALEq

6 .
. L v" * . »

lQueéfion. Please 1nd1cate your satxsfactlon Wlth the {6110w1ng‘e1ements

3 . : . . S
- .. s, . -,

of you; EISO search e . : . S , e

SATISl - Pub11C1tX;M§$ and Dlrectlons o . ~'.[:.{'_‘“.'

° ’ﬂc. ‘a Convenlence of- arrangements ‘and adequacy of. dlrectlons N .
’ .?b Accuracy and comprehenslveness of pub11c1ty materlals o
."&. Adequacy of d1rect1ons 1ur orderlng materJals L 'j

s . '-.‘ ! e .
P ) . ) . L A . .
B . i R

| "\.SNTISZ.- Convenlencexapd Helpfulness S ' ' {7 L G

|
. W . ters” :dz | y ;.:;} )
= NSRS E R L

* SATISS - Value of‘BlblloGraphy and Materlals S ,{Q%;\ﬁq e

i

= a. Convenlence of-arrangements and adequacy of dlrectlon 3
b Helpfulneso of ‘search analyst v o ,/ e

N - . 4 .
- . : - R 7 . . . -
ey . . i - . .

| SATIS3 - Timeliness of Service, .~ . .. . o7 a

“a;' Time taken.to de11ver blb)looraphy \
- b. Time takén to dellver materlals from\EQRSc;
G Time" taken ?o dellver ‘materials- from EISO'

i .

V.

] \l\ . . A
LN

.%HM~thWOfkmhhw"\.d; ",/fw ;T@ _fﬂ\'Qf

o oas I@nOth of 1b1100raphy . _
. Readablll y of microfiche cop1es ,
T . C. Avallaplyaty oﬁ m1cr0f1che rcaders“

,a.' Blbllocraphy itself -

Lo

Materlals 1ocated via b1b1106raphy -;~'7“‘~

SATiSG - Oye;aii Satisfdction - = . o }*7 | - L v S

1a,’%b, 3, 43, 52 .

\

X e L . : o T

) < . . o . &

'the: Scale scores were. adJusted r the mirber’ of»ifems"by‘diyidiﬁgd, R

-, total scale, scores by the n.mber oE 1tems. Scale: Low =.1;
. e medlum =23 hloh o I SRS e

'1
4




B « . Who are E"SO's users’ and how does the1r 1dcnt1ty affe.ct thelr "levels .
| " of sat1sfact1on Wlth the scr\r1ce‘? As suggested above, these\ are: nm rtant,"‘-"_'
RO _ questlons wh1ch geflect the success of 'the serv1ce Tin ach1ev1ng its oals.

By Jmpl1cat1on“ 1,. one k:md of cllent is \less sat1°f1ed than another, i

. . / ) RTEE - )
o of satlsfactlon, Y I ,_;' S /'\ "“r "_

RN i

- \ X - The questlon as to the users 1dent1t1es is answered here 1n terms "
X B of the two. soc1olog1cal con,cepts noted earl1er, Iole and(status., We v1ew .

AN . these as. characterlstlgs that cllents bring with them to ‘their encounter S

. ” w1th the search serv1c‘e, and’ as- such répresent 1n]3uts ‘to the, system- “Si
: «status is Jtself F.n large’ part' an attr1bute assoc1ated w:Lth a g1ven role,

\

..o ._j""'f , 1t is dlfflrult to Teasure these two “aspects’ “se a:rately. Mos‘t of the o

varmbles we ha\f selected reflect, to. on‘e’ degree\ another s both‘ he"

: '._" R . \ ‘_ : P ~_. FEARN. _ .,,.‘ . . S
Descr1pt1on of 'MOdel ».\‘ R : R ERETIEN
‘.‘" v _Ii ’rh.e ]_]n.age gu1de the Selectlon of smlologlcal arlab’les to CharaC"

S " : k_.Q role and sta*us\ °f the 1nd1v1dual cllent;' LN

"q, -

e ter1ze‘T.ISO"‘ ‘users was. that of a professmnal edu ator worklng ‘OF

" '_';,“ o studymg atrsome locatlon in Ontaric. ~The ‘user" 5/ geograph1c locatlon
l.'.?"_ (LOCATION) and sex (SEX). were viewed as two background var1ables of RN

° poss1ble Jmportance. I_ocatlon is a factor of cons1derable pollcy mpor-"" )

LA
v

e
VR

P ‘tance smce one of EIS()'s maJor purposes 'i's to mal'e the resourcespof a:

j - maJor\ resea,rch 11brary available to educators ‘throughout the\p’rgr;mce. v
‘ To be . sme,%urrent 11m1tatlons of automated retrleval systems make thlS
eval of ‘both references and or1g1nal L

-

’ o a distant goal, yet the: quick ret

L documents in RIE, CIJE\and 'ONTERIS\ does prov1de access to a,,‘large and

. _ Jmportant br)dy of. knowledge. While the sex of a client is not\;n and of .
to ‘the ”

role. of profess;onal educators, in par cular, relat1v y few women / _

e

itself, of I')rimary Jmportance, it is factor ]cnown/t be relat

lcurrently hold admmlstratwe positions »{1thm Ontar1o S educat1ona1

| system. 'I'hus, Sex was V1ewed as: a bacl\g'rbund vari ahle that\ should be

controlled ; . LN '__”‘ S R R
- . R ﬁ‘z‘ - Y

L A cli nt's organ1zation (ORGANIZN) prc>5 ssional role céROFROLE) S
‘ and purpose J_n conductmg the search (PURPOSF) were viewed as thé maJor ‘_ B

P




. characterlstlcs def1n1ng nls or her role. Though the oocling scheme
,( . ‘"".“‘uaed in’this analysis. greatly simplifies the original categorlzatlon '
- ‘scheme, “we orlglnally determined whether or not a user, was in auy onge
of 29 dlfferent types of grganizations or units; e. ge> preschool,
publlc school board, separate schouol board, pr1vate school, College of _
t Applled Arts and Technologv, faculty of education, etc. Professlonal s
g roles were classified into 14 categor1es e.g., administration or
super\rlslon, teachmg, pupil personnel, : ser\rlces research etc.

' I'mally, the purpose cf.the search, which-we saw as. ai obJectlve in
large part de*'ermmed by the 1nc11v1dual's organlzatlon and 1ole/ was
initially p ‘aced in one of eleven categories; €.g., keepmg abreast of

f>' " the field, class asslo'mnent preparatlon of a b1bllography, curriculum
” .development etc.

- To 1llustrate the connectlon among PRQEI‘OLE ORGANIZN; and PURPOSF
con51der two typical users One might be a full-time. graduate student
at'a’ faculty of education conduct ing a llterature search for a class

. assigmment; the other might be a senlor admmlstrator in a pabllc
school board" seekmg mformatlon ‘about currlculum guldelmes.

o Another input varlable related to the service's: act1V1t1es is the _
N partlcular search system used (ST)C‘s or LIS‘s) While not a soc1010g1cal

L varlable, this characterlstlc (SYSTRM) is included as a factor of
-possible Jmportance because. one of the systems SnC, offers the capablllty

" of mallmg blbllographlc output directly to the cllent For those cllents
in remote locations, therefore, SDC may‘be a preferred ser\rlce in temms

of "their satisfactioft with the ser\rlce 5 \turnaround time.~
‘ F:Lnally, the ot‘:tput Vc riable of 1nterest 1s sat*lsfactlon‘ ‘which was T
measured by 12 items. relatlve to five distinct asoects of ‘the semce i
o pub11c1ty materlals and dlrec\:tlons (S’\TISl), convenience and helpfulness
T (SATISZ),_tJmelmess of service (SATIS3), quallty of technologv (SATIS4), -
and value of the bibliography (SATISS) ~ A subscale of SlX 1tems was also

.derlved to measure overall satlsfactlon (SATIS6)

" Organizing the var1ables descr\l ed above mto a formal path model = -
N results in the diagram pictured in :”&Q 2. LOCATION and SEX are back- -
~~  ground variables whose relationship to one another remains wnanalyzed,
\’Xr d. Location may affect

T but whxosel effects on- other variables are consid

11
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satlsfactlon both dlrectly and mdlrectly * One :mdlrect-path— is throuzh
1ts 1uence on the system used. The second effect is via its 1nf1uence
on the type of organization from which the c11ent comes. Sex, too, may "
‘affect °atlsfactlon both d1rect1y and indirectly. The indirec* effects ‘
may be through the tzpe of organ12atlon or the :|.nd1V1dua1's professlonal s .’.
role, - ' : _ : ,

-
-~

Organlzatlon stands as a key intervening variable betwetn the back-v/
ground variables and satisfaction, on vhich it may- have a direct effect.v
However, 1t may also have indirect effects v1a ‘the” 1nd1V1dua1's profes- ‘
sional role and the purpose of the search Similarly, professional role

IR

.- may affect satlsfactlon d1rect1y or through the purpose of the search,

wh11e the 1atter var1ab1e is postulated to have only direct effects.

' It may be noted that other paths than those noted are p0551b1e,
however, we are including only those which seem logical given known
relatlonshlps and t}le meaning of the variables. ’I‘hus,/for example we
ha’Ve omltted paths/ connectlng, say SEX and SYSTH\i It should also be
noted that where d1rect effects are suggested these effects are ‘residual

" to the effects through other variables. Thus the path connect:mg

organlzatlon and satlsfactlon represents the effect on satisfaction of

o the “individual's organlzatlonal status after the effects “of the person

professional. role and purpose in conduct;mg the séarch- have been rremoved o
A1l residual variation wluch is not accounted for by any of the var1ab1es \
in the model is assumed to be caused by external variables, represented \
by the e; 's. '

. 'Ihe problem for this paIt1cu1arana1y51s, then, is to. test the _

va11d1ty of the inferences about cause and effect’ re1at10nsh1ps sugges-
ted by the path analysis model-depicted in. Flgure 2. Whlle confirmation _ \_ :
of the relationships descrlbed by the model does ndt prove the’ ex1stence -
of the implied causal relatlonshlps, it would provide ev1dence supportlng 2

their plausibility. = -~ = - : / _
» . e l ‘t‘ - T
- ; / o .- —_—
; . \4
AN
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PATH DIAGRAM FOR SOCIOLOGICAL INPUT MODEL

> SYSTEN
.o XG

LOCATION
X




Findiﬁgs ' “a
In f:hls section, we shall proceed from the generdl to the speclflc,
A\ _ presentmg first the findings for the path analysis in which overall
satlsfactlon (SATI‘S6) is the dependent or output variable, and. then the B
Sl ‘resu]ts for the five- satlsfactlon subscales. Table 3 lists the correla—"
} - tion coefficients, means, and standard deV1at10ns for the seven varlables
/ : ‘that appear in-the path diagram in Flgure 2. The means for the sociolo-- |
| - ;glcal backg‘round variables need some 1nterpretat10n smce the varlables
themselves are dichotomies. '

-

-
i
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_TABLE 3

. ! CORRELATIO\I MATRIX, MEANS AND STANDARD DEV IATIO\IS
S . FOR VARIABLES IN SOCIOLOGICAL INPUT “MODEL- EXPLAINING -
/' - - OVERALL SATISFACTIGN WITH SERVICE T o

. I o o Xy X2 X3 Xy ‘-XS/"-'-T - Xg L Xy
~ X;  LOCATION o T

ty . ' . - .
S X, SEX ! .95 o Ty

N

ORGANIZN.  .511F  .087
PURPOSE  -.4307 -.1977 - .434"
'PROFROLE  -.135% -.300% -.3487 = .204%

CSYSTEM <. 1093~ .004  .007 . -.059  .030

. < X SATIS&  -.050 ,-.024 ~ (053 +.035 *-.081  .094
Mean L5317 .34 .32 469 .327 154 2.50
: Standard i gae T egs  am ey i
- peviation 01483 479 S0L 471 .32 0.37
N = 162 ’
g ;-
[ : 14 ‘xli.l' _/;/
AL g




v sample wer/e from Metro Toronto ;.nd conversely, hat 47/ were from out-' '
SRR : ' '51de Tor nto. Similarly, the means foi SEX, O'IGANIZN PURPOSF PROFROL ,

s and SYSTRM.can be 1nterpreted in terms of percentages - 36% were stude'lt
‘ “or stﬁf at OISE: 47% of all searches were for nrofesslonal as ‘opposed to -
_%  académic ‘purposes; and 15% of all searches were conducted usmg SDC.  The
' mea of 2. 59 (on a scale from 1 to 3) for overall satlsfactlon 1nd1cates S
the average user was h1gh1v 5a usfled o 3 S —

- The -zero- order correlatla.s among the five soclolog1ca1 baclcground h / -
- aria 1es are seen, for ‘the most part, to be statlstlcarly 51gn1f1cant.
In’ contrast, ne1ther SYST'B1 nor SATIS6, overall satlsfactlon, have any .
' statlstlcally slgn1+'1cant relatlonshlps W1th the other var1ab1es inc 1uded
mthe 1y51s. o Ve o e ' s

+

The path ana1y51s in FlgU"‘O 2 shows that the pattern of correlatlons ~

'-exhlblted in the correlatlon matrix are present even when 11 of the -
background variables are entered e ' )

) ]mATIO has a very. weak 1r'lon—51gn1f1cant p051t1ve correlatlon W1th
SYSTEMf indica 1ng that - SC was- not»used more often for’ cllents dlstant
from Toronto. Given the codmg svstem, a negatlvc relatlonshlp would.

'have been 1nd1cated .Location-has a non- 51gmf1rant negat1ve correlatlon e
with sat:Lsfactlon., I:"’wt sllght re1at10nsh1p there is would suggest ‘
E . greater satlsfactlon among . those users outside‘the nmnedlate metropolitan
 area where EISO is located. F1na11y, Jlocation does ‘have. a strong p051t1ve
correlation mth organlzatlon, ¢onfirming "that most of OISE's staff’ ‘and
students who use. the ‘system are associated with the’'main campus in S
Toronto rather ‘than one of 1ts nme f 1e1d centres.

L
N

SEX, the other prior var1ab1e contamed 1nvthe path model m Flgure
W 2 ‘exhibits only one 51gnlf1cant re1at10nsh1'p, that w1th PROFROLE. \'I‘hls g
 relationship implies that EISO's women clients tend to hold non- admmlstra-

. ‘u .
RE /1.

‘tive posltlons, and ‘that its male c11ents tend to hold adm:nlstratlve -

p051t10ns., e ' T L S ;
At the next stage of analysls ORGANIZN is seen to have 51gn1f1cant

relatlonshlps with both the purﬁoi of the search . (the negatlve path

, coeff1c1ent 1mp11es those\out51de ISE are more. 11Le1y to request searche

. for professmnal rather than academic purposes) and the- professmnal role
&N of the n‘d1V1dua1 (the negatlve re1at10nsh1p 1mp11es that OISE users tend

T
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not .to be admm15+ ators, whale professmnal cl 1ents tend to hold .'" AL
adm1nlstrat1ve p051t10ns).¢ Fmally, ORGANIZN has a- resldual p051t1ve C
: effect on satlsfactlon, after the removal ‘of effects due to SEX, -

LOCATION, HJRPOSE AND PROFROLE

. ok The 1ast stage of the pa..h d:ao gram mvolves/SYSTH\i PURPNSE, _
. et ":4_ ang: PROFROLE. SYSTH1 is séen to hiave no stat15t1ca11>r 51gn1f1cant o
e i \\effect bn satn,sfaétlon. Sl_mllar conclus:Lon.> hold ro;, PUP”OSF -~ ". -
academlc and non-acad,em1c users “are equally satxsfled --'anc’ PROFR OLE
e - admlnlstrators and non- admmlstrators are/ equarly sathflect. '
P T : .
v SR 'I‘urpmg now to the path analyses “for the::atlsfactlcsn subscale 3
e ‘-reported in Table 4, we note that that pattern of path coefflx_lentc is .
. . s " e Very smllar to that observed for overall satlsfactlon. ln fact, all
SRR coefficients’ not mvolvmg a satlsfactlon subscale are 1n fact D
'estlmates of the san/ coeff1c1ents ;e qrted under the precedmg ‘ana1y51s._’_'-; -
"~ They dlffer only /because of the dlfferent sizes of the vsubsamples for

S whlch complete c’lata wére avallable /. T - R

b , . ’i
, B : ) ,

U

Concentratmg on the’ satlsfactﬁou subsca1 es, ‘we note two 51gr11f1— S
cant correlatlons. Since, amcng the 36 path coeffv'lents 2 would )
- '.exper‘t al )out thlS' number to be, statlstlcally 51gn1f1cant at the .05 1eve1 .
. by cha,nce alone even when there ‘were no rea1 relat10nsh1ps, we should

S i not placefv much veight upon them. ’I’he two paths we refer tc~ are between . e
ST PlRPOSE and SATIS1, satlsfacthn w1th pub11c1ty mater1als anu d1rect10ns. e
S '._ThlS relatlonshlp would imply sllghtly g;reater satlsfactlon mth these o
‘”‘"-'--..among users req.1est1n,g searches for non‘academic purposes ..’ “The second - S
o 51gnlf1cant re1at10nsh1p~ between LOCATIO\J ‘and \$ATISS,, satisfaction w1th
TEt U the. value Of the bibliography and materlals, 1s\1egat1ve. This would
R _:unply that users from out51ae are more. satlsfled w1th the end result of
e _searches than are those from 1n51de Toronto. ; A

\ . ¥ "\.\\4 ‘, . : ‘~.' ‘; .




| Conclu,1on . N
Th‘lS path anlllys1s shows that EISO has sat1sf1ed both of its X
maJor markets with ,qual eFfect1veness. ‘One of these markets “the

\ profess1onal market is composed espec1ally of male adm1n1strator§ \

, located throughout«Ortano. The ¢ ther, academ1c market is composed\,

1;, of students ansL academ1c1ans. 'I'h1s growp: has ,a hlgher percentage of ‘\

R ‘ women than “he other, and. 1s concentrated in “Toronto,’ espec1ally at :

: ST .! ‘ C : .

The fact that the SOClOl’ g1cal 1nput model falls to explam
:11fferent levels of cllent sat1sfact1on can ‘be taken as mark of EISO'
succes’s’.\.‘ Housed as it 1s in an academlc 11brary at OISF in Toronto, .
~one would expect a tendency for it to serve-its Jmmedlate const1tuencyk~~~~ =X
\‘\_ best. _The very lack of such a relatlonshlp 1nd1cates it has been .
| successful in satlsfylng the needs of professmnal educators with equal
3 effectlveness. _ R '

b It shotld be emphas ized that EISO is effectlve. 'I'he mean ‘sco're -
R for the clients' overall satlslactlon was l.6 on a three-pomt scale .. Co
" The subscale means in ‘Table 4 show that us\ers are also highly sa isfied"
o ,.'\ with EISO's pub11c1ty mater1als and d1rect1ons (SATISl), /1t/conven1ence k
o :,\ and helpfulness (SATISZ)\andMallty of 1ts technolo%v (SATIS4) o
c '\The users reported a moderately high level of sat1sfact1on on the .
” L .' remalnlng two subscales, t:Lme11ness of- ser\r1ce ($ATISS) and the Nalue |
of the b1bl1ogra nhy and materlals (SATISS) " Given that the tJmellness
of ser\r1ce was ir part dependent on- de11very of materlals from EDRS :n
t.‘:e U.S., we can even dlscount,\ to 'some extent one of these two.-. )

R The fact that the soclologlcal mput model has falled to explam "
~ d1fferent levels\of -satisfaction does not mean\the small varlatlon e
observed -in, these var1ables cannot be expla:med, there may be other’

e

e

' models that ar'e more effect1ve at this. task.. _,‘//_.-\///

\ & : . ;\ \- u X - /j/
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