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Ten flexible responsive and ten mastery responsive

interviewers conducted informative and persuasive group

&

inteérviews under controlled conditions. Interviewees

. responded to satisfaction and commitment measures following

the interviews. It was found that'both satisfaction and

commitment are, in part, a function of interviewer

responsiveness. _ .
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INTERVIEWEE SATISFACTION AND COMMITMENT AS A I
FUNCTION OF INTERVIEWER COMMUNICATION

-RESPONSIVENESS

Interviewee satisfaction and, depending on the purpoge ' .
of the interView,kbehavioral commitment are two outcomes.often
sought by interviewers (Kahn & éannell, 1964; Richardson,
Dohrenwend, & Klein,.l965; Goyer, Redding, & Rickey, 1968;
Stewart & Cash, 1974; Stano §'Reinsch, 19825. This study
examined empirically how-th§Se two outcomes are reléted to the
» communication responsiveness of the‘interﬁiewer.

“Several years ago, Rogers‘and Rbethlisbergér (1952) typified

two common communicétion patterns répresenting different levels e
of communication respogs%veness. One pqttern, the flexible
respénsive-%attern, isjoriented towarh,producing satisfaction in
communicatiﬁp encéunters.. Communicators with this orientation
believe "Communication has failed when B does not fzel free to
express his feelingé to A because B fears they will not be = .
accepted by A.'r Communication is facilitated when on the part of
A or B or both thefq'is'a wiliingﬁéés to express énd accept - .
differences" (pp.-46:47). The other pattern, the mastery
rééponsiVe pattern} is oriented toward producing cdﬁmitment in-
communiba;ive.eﬁcpunte£s. éﬁmmunicators with this'orientation

believe communication "has failed when B does mnot ac@ept what A \ :

has to say as being fact, trﬁe, or valid; and the goal of
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_communication 1s to get B to agree to A's opinions, ideas,

facts, or information" (pp. 46-47).

The first purpose of this study was to discover if

'

. -3 .
individuals with these two communication patterns® could be

-~

identified using a self-report, paper and pencil test. Much

time and money is spent by organizations to(find and train

-~

.competent interviewers. If a simple péber and pencil test

A

couTd identify the level of communication responsiveness of

A

individuals, it would aid the organization in the selection and -

-

training/of their interviewers. 1In the selection process, the
self-report measure could supplement procedures‘ﬁsed in the
screen%ng of applicants; and traininé could be adapted more
épeéifically to the neeés of the individual én erviewer.

The second purpose was to see ifﬁan interviewer's self-

X

reported communication patterns are actually translated into

. measurable interviewer behavior. In other words, we wanted to
o . £

“discover if an interviewer's orientations toward satisfactjiom

. } . _ : .
and commitment actually produ&ed different interviewee reactions

in these twd areas. ‘We felt it was of theoretical import to

investigate the connection between a person's self-reported
1g P _ |Y

communication responsiveness and the- outcomes actually produced
$,

L]

in an interview.

.Festinger (1964) has questioned the relationship between.

a person's professed orientation toward action and his/her
\ )

-

actual behavior. He argued  that under some circumstances

5 ) \ .
self-reported intentions and behavior do not correlate with

.~ actual behavior. Consequently, we wanted to invéstigate the
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connection between the.self—reporté of interviewer communication
'behavior and the actual outcomes produced during the interview.
Overviewing the study, 'we used a paper and pencil test,

" the CSRI (Conversatiom Self—Repbrt Inventory), to identify the
satisfact&on—oriented and com@itment—oriented patterns of
interviewers. A summary detailing the dg%eiopment of the
inventor§ and research findings' concerning the inventory is
given by'{eesavan (1977). The CSRf measures the comﬁhnication
responsiveness, i.e., tﬂe sensitivity to verbal and nonverbal
messages, of individuals engaged in interpersonal communication
encounters. The test is constructed in such a way that a high
responsiveness' score is reflective of the satisfaction-oriented
pattern deséribed Gy Rogers and Roethlisbergef'and a low scére
is reflective of the commitment-oriented pattern. High scorers,
and low scorers on the CSRI conducgéd both‘infofmat%ve and
persuasive group interviews. Following the interviews{ thg\

interviewees responded to comunication satisfaction and

behavioral commitment measures.

a HYPOTHESES / »

Two central hypotheses, along with various subhypothéses,

were postulated. - ’
Tﬁe first central hypothesis and’subhypotheses‘were:
1H: Communicatjion satisfaction is, in paxt, a function
Jf communicétion responsiveness, regardless of
the purpose of the communicative encounter.

- 1H,: Flexible responsives produce gréater‘

. ’, L
. .
. - .
. ' . e
. : s



ﬁi&isf@ction than mastefy responsives in
ggzormative encounters. |
1H2s Flexible responsives produce greater
satisfaction than mastery responsives in
persuasive encounters.
In addition to Rogers and Roethlisberger (1952), the communi-
cation literature suggesté that some.communicative'patterns
produce satisfying communicative climatés, while othefs produce
unsatisfying climates: .Gibb's (1961) description of supportive
and defensive climates, along ﬁith Kahn and Caﬁnell's (1964)
c%aractérizaﬁ{on of intrinsic motivation, typify patterns of
flexible reSponsiveness'and més@efy responsiveness. On the one
‘hand, we have indiQiduals who accept others and their ideas;
on the ofﬁer hand, we have individuals who actfﬁely reject
others and their ideas. Werfelt that flexible responsives

would produce greater satisfaction regardless of the communi-

cative purpose of the encounter.

i -~

. \
The second central hypothesis and subhypotheses were:

2H: Behawioral commitment is, in part, a function

of communication responsiveness. |

o

2H1: Mastery responsives produce greater
behavioral commitment than flexible
responsives in informative encounters. | :

QHQ: Mastery responsives and flexible responsive

do not differ in terms of prodﬁcing

" behavioral commitment in persuasive

encounters, .

g




Because the mastery responsive believes communication has one
purpose and £hét that.pu;pose is influencing the other, we
believed that mastery reéponsives would gain greater commitment
regardless of the communicative purpose. Because the flexible
responsive believes comﬁunipation.has many purposes and that
understanding is the ultimgte goal, we felt that high sensitives
would not gain as much commitment in.the informative interv{Eh;

but when the purpose is to persuade, the flexible responsive

would secure as much commitment as the mastery responsive.

-

) .
- METHODOLOGY ' ’

The type of communicative encounter studied in the experi-
ment was the group interview where one party Wés designated és
the interviewer ahd,five subjects were designated as the intere'
viewees. Each interviewer conducted an informatiyé and
persuasive inﬁerview ﬁith two d;?ferent sets of %&ve interviewees.
A total of twenty interviewers, ten with flexible respbnsive
patterns and ten with mastery responsive patterns, conductég\a (
total of 40 interviews with a total of 200 shbjects acting as

interviewees. ' )

Independent Variables

-

Two independent variables were of main interest: communi-
. . _ p

- cation responsiveness and communicative purpose of the encounter,

° -

Communication responsiveness was operationalized in the
4 -

«

folléwing manner. The CSRI was administered to more than 300
, . "

undergraduate and graduate physical education majors. Males

-
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%ho scored in roughly the upper third and lower third were
solicited to partiédipate in the study. A total of twenty majors
voluﬁteered to acf\as interviewers in the stﬁdy, ten from.the.'
ubper third and ten from the lower third ofi the original pdbl.
None of the interviewers had had any fq?mal interviewing -

»training. Thus communication responsiveness was partitioned

into twd levels: flexible responsiv%ness and mastery
responsiveness. . ..

v b '
The validity and reliability of the version of the CSRI

used in this study is discussed by-Neal (1970). He reports

that the inventory has high content, concurrent, predictive, A

and construct validity. Neal 2197b) reports Kuder—Richardson—Zp-

reliability estimates ranging from .75 to..83 (p < .01), a

split-half correlationﬁof 4 = .73 (p < J01), and a test-retest . ';

correlation of r = .77 (p < .01). - '
Commun16;;;;e purpose was operationéliz;d by having the d

. -

interviewers ehgaéé in two different encounters with different.
sets of intervieweeé. In one ed@ounter; the inteYviewer was

' ]
instructed to conduct an information-gathering session. and to
gain the subjects' reactions to a proposed physical education

e ' !
course. In| another encounter, the interviewer was instructed
¢+

to coéduct persuasiﬁe‘eﬁcounter“éﬁd“tﬁghiﬁmﬁnﬁbmmifment'
from the su ﬁects'to sign-up for the proposed course. The
proposed course was fiéfitious. In a pilot study, it had been
determined that the course,."Spoft Spectating," h@d,neutral
appeal (X = 4.15, on'é nine—pdint scale with 5.00 being:

neutral).




~ B
« In order to account for~expected individual differences
dmong the various interviewers, a third variable was intro-
.duced into the Tesearch design. ‘Each interviewer was ‘treated

as a level of a variable labeled, "Interviewer_Differences."-

s

Dependent Varihbles

Two measures were used to estimate the outcomes of the:
7 Y

~
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interview encounters: a satisfaction measure and a commitment .

\ .
’ \
measure. ‘ x ) A
v . : T T
: Communication satisfaction was measured by a linear rating
t . i -
scale. The scale asked: /.
 How satisfied were you by the way the interviewer ’
. conducted the interview? )
-~

The\ppints on the scele ranged from 1.(extremely satisfied) w
'through 5 (neutral response) te 9 (ext;emely unsatisfied). ,
The scele was adapted from speaker effectiveness scales used
by-Fdster {1969) and Hughey (1966). Test-retest reliability
for tﬂe scale was r = .83 (p < .01). ‘ , "
Commitment was ;easured using a-Thurgtone—type instrument
that had proven reliable and.valid in preyious studies (Foster,
1969;'Hﬁg£ey, 1966).. The scale veleee for the instrument are
— .7 TTthe saﬁe as the item number. The scale is reproduced below:
| , WHA?-ISYOUR.REACTION TO THE NEW P. E. COURSEi
1. I understand by checking this number\ that I have
egreed to ee;ofl i; the'course and that the:;egistrar /

will send me/a bill for the preregistration fee of

$10.00.




2. I definitely will sign up for the course and pay =
the $10.00 preregistration fee, but T will go to
the registrar's office myself within the next two .

v weeks to complete the registration forms and pay

>

the fee.

3. I will enroll in the course, iFd I will pay the

’ ES

course fee at registration.

- , )

4. I am not sure about the course; I would like to talk

to someone further about it. -

é. I am apathetic or indifferent about the whole course.

6. I doubt if I'll enroll)in thé’course e )
&

7. The course may be a gobg 1dea, but it is definitely -

not for me.
8. I don t think the course is a good idea, and it is

. definitely not for me. : =
9. I don't think the course is a good ides, and I will .

tell my friends not to enroll in it. - w

“

The test-retest reliability fbr thé scale was r %'.98 (p < .01;

Y

Foster, 1969).

A b

Interviewee Sample

~

Two hundred interviewees were randomly selected from the

required physical education classes forrmales only at the T

4

_ﬁ!_ . . Interviewees were selected onrtheibasis
.of a table of random numbers from the class Jldistings for the

1 courses am} randomiy assigned to an interviewing session

i3




Administrative Prdcedures

_Prior to the interviews, the interviewers were briefly

» <

instructed on the informative and persuasive encounters. The

rationale, given the interviewers for the twé sessions was'to_
aid the researcher in gaining information congerning the
congrﬁency of ‘perceptions betweep‘proféssional physicalledur - PR
cation people and non-grofessionals under informative and

persuésive cqqditiohs.' The 6rder of the_intérvie% sessioné was

randomly.deterhihed. Each of the five interviewees was involved
ﬂ ’ - - . . . . . ‘l
“1n only one interview. Each interview lasted approximately 20 .

N

minutes. QAfter {%e inteerew, the interviewer asked the. inter-

, -and he left.- The researcher then

3

viewees to stay in the roo

entered and distributed the instruments to the interviewees. L

Ll -

' 4

The Research Design

Fl

‘ . . - . ’ .
The, study used a posttest only; experimental design.
Communicative purpose was the only variable actively manipu-

lated in the experiment, with the communication responsiveness

\

factor and interviewer factor being attribute variables. . B

(i: A partial hiergrchiéal ANOVA model was’used in the statis- -
S . .

tical analysis (Winer, 1962). In the 2 x 10 x 2 model, Factor L

. o ' f

A was communication responsiveness df the interviewer, with

level Aq being flexible responsiveness and 2 being mastery

responsiveness interviewers.. Factor B, interviewers, was

considered to be_nésted in Faé;or A. TFactor B(A) was treated »

-

in this manner in order to account- for the expected differences
" ) - v . " ’ ) s . 4 . -~
among the individual interviewers. Because of the nesting,

-
d, -
ALY *

. - - "" . " .
A M : ' 1 - ' : ) C
B B R D - S J Y : : Y
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- Factor B(A) had 10 1eye1s assctiated with it; these levels

corresponded to the number of interviewers nested in level Aq
and the number in 1l&vel A,. Factor C was communicative purpose

of'the interview session with‘lével Ci being the informative

1nterview and C2 being the” persua31ve.1nterview Each cell in

‘_the mod&l had f1ve SUbJeCtS, w1th a total N of 200

ouxr expectatlons that 1nd1v1dual dlfferences other than

2

Ty T w o

Prlor to the éXperlment, 1nd1vidua1 comparisons of the

approprlate AC cell tOtalsﬁwere planned in order to test the

S % 4

'subhypotheses c1ted edrller (Wlner 1962).

i s I : ) ' - . ’ ..‘ S

H Al . A 1

A - .RE%ULTS A
., o, S,

ey . T

The flrst hypothe31s stated that communicatlon satlsfactlon

[

is, in part,:'a functlon of cbmmqn1¢ation responslveness regard-

- - less of the.purpose oﬁ-the encounter. The results are snmmarized

AN

in Table 1I. jThisjcentral hypzihzsis was confirmed (p < .01).

. . _ ' .
Tn addition, the significance of Factor B(A) (p <..01) conflrmed

responslveness play a role in communlcation satlsfactlon. .

‘Furthermore, an unhypotheslzed relatlonshlp benween communjcation

satlsfactlon and communlcatlve purpose was found generally

speaklng, informative encounters-produced/éore satlsfactlon than

<

L R . R [

persuasive encounters (p < .03).

« . - 1

*

<A s . . .t
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Our two subhypotheses were:

' - 1Hy: Fléxible responsives‘produée greater sggisfaction
- thén mastery respénsi&es in infqrmativé encounteré,

lﬁ : Flekibléyresponsives produce greater satisfaction

than maﬁtery résponsives in pefﬁpasive enco&nters.
Table II presents.the results of the individual comparisons of

L}

the appropriate AC totals. Both subhypotheses were confirmed

(p < .01).

—

— e e e e e e e e e b e e = e - ——

v Insert Table II about here

e e v e a e e wm —  p  e E— e— wm WE W — e —

The second central hypothesis stated that behavioral
commitment is, in part, a function of communication responsive-

ness. The results summarized infTable 11T confifm this

hypothesis.

Both communication responsiveness (p < .05) and individual
differences (p < .01) piayed a role in securing commitment
from others. Hoﬁever, there was no support for the role of
communicative purpose. The reason for this seemingly para-
doxical finding is made evident by an éxqmination of the

results pertaining to the two subﬁzfotheses.

The two subhypotheses were:

.




TN T T Ty
P

&y

S s | : o o | , )
quteryﬁrespéﬁs%&es produce greater behavipfal
coémitment than flexible responsives in informa-
ti@e'encounters. | .

M, : Masqéiy reépqnsiyeé and‘flexible responsives do

not differ in terms of producing behavioral Y

commitment in persuasive encounters. : -

Table IV presents the results of the individual comparisons of

.

the appropriate AC totals. Subhypothesis 2H, was confirmed

(p < .01), and ?_H2 was not ;ejected. The resuits suggest that
mastery responsives did not alter their persuasive goals in'

i
informative situations. The mastery responsives secured
virtually the same amount of commitment regardless of communi-

cative purpose. éonsequently, Factor C in the ANOVA tabie was
nonsigﬁifiéant.iTﬂé"flé;iﬁiénfééponsivgésécﬁ;édm;é mﬁéh“mm‘m----m“
commitment as the low Bensitive in persuasive encounters but
significaﬁtly less in informative enéGhnters. It appears that

high scorers on the CSRI were more sensitive to communicative .

purpose than low scorers.

- ———— e e e G S v e e — —  —

- v Em v v Gem e GEm e T e T s T e M . e S e e e

DISCUSSION

1

The.finding that commun}cation responsiveness is related
to communication satisfactigg is consistent with theories of

inte}petsonal-éommuhication (Steinberg & Miller, 1975). The
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flexible responsive, as an "un§%rstander” or empathizer concerned
witn communication as an exchange of feelings, produces a
favorable communicgtive climate. The‘rastery responsive, as a
"controller”'of manipulator concerned with influence rathgr than .

' understanding, creates an atmosphere that fosters less than
satisfying communicative outcomes. Within the framework
suggésted by Johannesegy(1971) nnd Poulakos (1974), the fiexible
reséonsive engages in a dialogical mode of discourse whereas the
low sensitive~pu¥sues a monological mode. Kahn and Cannell

» ‘ .
(1964) used the term '"intrinsic motivation' to describe the
. : -

3

satisfying psychological climate created by a communicator who

accepts others and their ideas. Gibb (1961) contrasts the
satisfaction derived from supportiveness and the discomfort .

.
derived from defensiveness in a relationship.

The unhypothesized finding that informative encounters are g
generally more satisfying than persuasive encounters is con-
sistent with theory. An accepted tenet of persuasion is that
change in behavior is preceded by need arousal, a dissatis-
faction with the status quo, or an uncomfortable tension
(Simons, 1976).. Often, after a commitment is made, post-

~ ,
decisional dissonance occurs: (Cox, 1961; Brehm & Colen, 1962).

TTTTT Ut geems reasonable that there would be more residual’
dissonance,jor.uncomfortable tension, in a persuasive encounter
than in an informative encounter and tnnt this would be reflected
on a communication satisfaction scale.

However, it appears that flexible responsives are better

able to reduce this'di§§qngnce than low sensitives. 1In both

.\‘.‘: Q ‘ . . . . 15




ity

the informative and persuasive,encounters, the flexible
; ; o
responsivés produced more satisfagtion than the mastery"

responsives. This finding is consistenﬁ‘with Hart and Burks'

+(1972) notion that ‘the| rhetorically sénsitive individual tries

-

to accept role-taking as a part of the human cbndition and is

'

wiiLing to undergo the strain of adaptation. By empathizing - ..
with and‘adapting to the needs of the other in the persuasive. L
encounter, the flexible reSponsive’should be adept at helping
others to work through the tensi®ns associated with accéptihg

-

a new behivior.

<

But this is not to say that the mastery responsive hag-
any trouble in getting people to””sign on the aotted line."
As controllers concerned with influence rather than'under-
standing, low scorers on the CSRI produced greater commitment
in their interviewees than High:scorefs. Regardless of the
specifiedfpurpose“of the encounter, the mastery respon§ives
influenced others. On the other hand; high scorers seemed to
be more sensitive to communicative purpose. When their goal ]

was pérsuasion,'they produced as much commitment as low scorers,
but when the high' scorers had an informative purpose, they
produced significantly less commitment than low scorers. fhese
o findings are consistent with the notion that high scorers are
more flexible and adaptable, Wi;hin the framewq;k developed
by Rogers and Roethlisberger (1952), the high scorer views
é commuﬁiqatidn as having many purposes with an exchange of
points of view being the ultimate.criterion of\effectiveness;
the low scorer regards successful ¢ommunication as gettiné a

2’

view adopted by the other.

6 g




As-was expected factors other:thaﬁ ggmmunicatidn sensi-
ti%ity influenceysatisfaction and commitment . This was
reflected by the.iqdiv{dual differences factor included in the
ANOVA's . .In each cdse this ‘factor was sign%ficanf (p < .01):
- This study supporgs that the CSRI can be used to idenfify
> - interviewers possessing different communication patterns and

that  these self-reported patterns are indicétive of actual
"intefviewing'behavibi. Our work with the CSRI in our own
classes héé reinforced this conclusion. Moredver, we. have
‘foﬁnd that.identifyiﬂg,the patterns of,commuﬁicatioﬁ‘éarly in -
a course'pefmifs ;s to tailor the instruction in interpersonal -

communication to the student. Particularly in our interviewing

courses, the use of the CSRI aliows us to focus more precisely

>
3

on the needs and professional objectives of éhe student.

Students with high flexible responsive patterns are introduced

to materials and experiences that allow the re{inement of their
* réSponse repertoire;. Those with mastery responsive patterns

‘are introduced to alternative modes of Yesponding that produce

interviewee satisfactioh as well as behavioral commitment.
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TABLE

I

18

THE_ELFECTS OF COMMUNICATION RESPONSIVENESS
 + ON COMMUNICATION SATISFACTION

***The p0351b1e range was 1-9, w1th 1

9 = Low satisfaction.

20

Source of ~ Communication:-
Variation df SS MS F Satisfaction
: Means***
A Communication < 1 34 .45 34.45 16 708*
Responsiveness y C C
: ;| 2
B(A) Interviewer * 18 107 .81 5.99 2.95% _
Differences A1 2,14 2.56
C Communication 1 8.41 8.41 4,14%
Purpose L A, 2.98 3.38
Ax C | 0.00 0.00 0.00 :
"B(A) x C 18 43.69 2.43 1.20
Within cell 160 324 .60 2.03
*p < .05
**p < .01 -

= High satisfaction and

S estM
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’ TABLE 11 « N

A COMPARISON OF THE COMMUNICATION SATISFACTION
PRODUCED BY FLEXIBLE RESPONSIVES AND
MASTERY-RESPONSIVES IN INFORMATIVE

AND PERSUASIVE ENCOUNTERS ‘! o
~ ' . : A . ;
-Tyﬁe of ) Cell* . D2
" Encounter ’\\\ Totals D df Erroy - F
. V . .
AY - ‘3 ‘ -
Informative . _ v

Flexible Responsives

-

(A,Cq) 107

vs- o 421,160 &R0 570k
Mastery Responsives ‘
(A7Cq) | 149

_ \
Persuasive

Flexible Responsives
(A4Cy) 128

vs i1 1, 160 AP0 g pgwk

Mastery Responsives
(A2C2) o - 169

*A Jlow total = High satisfaction, a high total = Low satisfaction.

**p < .01

21




TABLE III

+ THE EFFECTS OF COMMUNICATION RESPONSIVENESS " »
ON BEHAVIORAL COMMITMENT . .

~

Source of ’ Behavioral
Variation df SS MS F Commitment
Means**¥*
I - N .
A . Communication- | 15.13 15.13 5.43%
Responsiveness C c.
. 1 2
B(A) Interviewer 18 « 142.97 7.94 2 _85%%
Differences : A1 5 86 5.28
* € Communication 1 - 1.13 1,13 0.40 | |
Purpose | A, 4.86 5.16
A x C ' S, 1 9.25 9.25 3.32
B B(A) x C . 18  83.53  4.64 1.67
Within cell 160 445.60  2.79
»
*p < .05
*’kp < .01 \ . ;

***The possible range was 1-9, with 1 = High commitment and
9° = Low commitment. .

¥

N
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TABLE 1V

A COMPARISON OF THE BEHAVIORAL COMMITMENT
PRODUCED BY FLEXIBLE RESPONSIVES AND

MASTERY RESPONSIVES IN INFORMATIVE
AND PERSUASIVE ENCOUNTERS '
/7 ! ;.
R 7
Type of Cell* D
Encounter Totals D ~df - Error F
Informative ' ¢

\‘J

Flexible Responsive

(A1C9) 293
vs | ' 50 1, 160 2000 8 ggwx
Mastery Resfoﬁéiﬁe |
(AyCq) 243 7
. 1
Persuasive
Flexible Responsives - -
§A1C2) R 264
vs | ) 6 1,160 S 0.13
" Mastery:Responsives
(A,Ch) 258

*A low total = High commitment, a high total = Low commitment.

**p-< .01 ‘ ‘
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