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Directional queries, 13-14, 56, 74, 75, 99,
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Encydlopedia of Associations, 48
Enoch Pratt Public Library, 40-41
““Escalator questions,” 48
Evaluation of services, 157—158. See also
Reference service evaluation; Research
on reference service; Research on
reference service (Saxton’s study)
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Fee-based information services, 6

Feedback in reference transactions, 24, 25, 26,
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of reference process, 104, 106, 109, 111
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ACCURATE model, 91-94, 98
assumptions and threats to validity, 5455
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conditional models, 84
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SATISFY model, 88-92, 97
in Saxton's study, 13, 54-72, 84-93
unconditional model, 83-84
as univariate procedure, 56, 83
USEFUL model, 87-89, 97
HLM. See Hierarchical linear modeling (HLM)
Hours of service, 113, 148—-149
Hutchins, Margaret, 20-21, 23, 56
Hyers, Faith, 34
Hypothesis of Saxton’s study, 8-11, 15
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Immediacy behavior, 41

Imposed queries, 28
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Information needs, 27, 28

Information theory, 24, 26

Input-process-output-feedback (IPOF) model,
22

Inquirers. See Users

In-service training. See Staff training and
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Instructional queries, 112

INTEREST independent variable, 60, 67, 79,
80, 128

Interlibrary loan (ILL), 19, 112

Intermediation, 21~22, 29-30, 114

Internal constraints, 112

Internal events, 105

Internal Work Motivation scale, 44

Interpersonal component of reference
transactions, 10, 29, 41, 43, 60-61, 101,
182-185. See also Reference librarians;
Reference transactions; Users

Interrater reliability, 80

Interviews as research tool, 43

Intraclass correlation, 5, 7

IPOF (input-process-output-feedback) model,
22
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Jahoda, Genald, 22, 26, 27, 47-48

Jennerich, Edward, 42

Jennerich, Elaine, 41-42

Jirjees, Jassim M., 134, 141, 143, 148, 150, 152,
160, 161, 166, 167, 175, 176, 180, 181
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Job descriptions
for panel of judges, 126
for reference staff, 154
Job satisfaction of reference librarians, 8-9, 10,
64, 82, 90~91, 93, 119
Judges. See Panel of judges
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Katz, William A., 14
King, Geraldine, 110
Kinnucan, 130
Knowledge
client’s subject knowledge, 178-179
expert knowledge of reference librarians, 28,
178
needed knowledge in reference transactions,
23, 34, 48
Kroeger, Alice Bertha, 18-21
Kronus, Carol, 47
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Lancaster, F. Wilfred, 189
Learned, William S,, 19, 20
Librarian Profile Instrument, 69, 119-121
Librarians. See Academic libraries and
librarians; Library staff; Reference
librarians; Special librarians; and headings
beginning with Reference
LIBRARIAN'S DISTRESS independent
variable, 64, 80, 82, 90-91, 93, 127, 129
LIBRARIAN’S EDUCATION LEVEL
independent variable, 63—64, 80, 82,
90-91, 93, 98, 100, 127, 129
LIBRARIAN'S EXPERIENCE independent
variable, 63, 67, 80, 82, 90-91, 93, 98,
100, 127, 129
LIBRARIAN'S MOTIVATION independent
variable, 64, 80, 82, 90-91, 93, 127, 129
Libraries. See Academic libraries and librarians;
Public libraries
Library environment. See also Academic
libraries and librarians; Public libraries;
Special librarians
arrangement of service points, 156—157
assessment instrument on, 69, 117-118
circulation, 146, 150-152
collection size and adequacy, 9, 10-11,
64-65, 83, 86, 98, 134-137, 171-172
evaluation of services, 157-158
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expenditures, 38, 142—147
fluctuation in collection, 152—153
hours of service, 113, 148—-149
income, 147-148
independent variables on, 131, 134-159
paraprofessionals at reference desk, 158—159
reference statistics, 159
referral service, 154-156
service orientation, 153-154
size of professional and nonprofessional staff,
138-142
size of service population, 149-150
staff availability, 154
Library Environment Assessment Instrument,
69, 117-118
service points within, 157
Library Primer (Dana), 18
Library science education. See Education
Library staff. See also Academic libraries and
librarians; Reference librarians; Special
librarians
age of librarians, 175~176
availability of, 154
expenditures for, 143—144, 145, 146, 147
in-service training for paraprofessionals,
166-167
nonprofessional staff size, 138, 141-142
paraprofessionals at reference desk, 158—159
professional staff size, 138—141
salaries for beginning librarian with MLS,
147
salaries for reference staff, 147
sex of librarians, 176-177
size of, 138~142
staff meetings with reference personnel,
153-154
training and development for, 4, 5, 99,
166—-167
LIBRARY USAGE independent variable, 61,
67,79, 80, 81-82, 129
Library users. See User satisfaction; Users
Likert scales, 41, 44, 57—-67
Linear programming approach to reference
transactions, 114
Log of reference queries and responses, 104,
110, 111, 112, 113
Logic diagrams. See Flowcharting
Long-term satisfaction. See User satisfaction
Long-term utility. See Utility
Lopato, Cynthia, 59
Lopez, 189
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Los Angeles County public libraries, 55-56,
68-70
Los Angeles Public Library, 34
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Malpractice, 113
MANOVA (multivariate analysis of variance),
6
Markham, Marilyn J., 42
Maryland public libraries, 49
Master’s degree. See Education
Matrix transformations, 114
McClure, Charles R.., 39
MCLS. See Metropolitan Cooperative Library
System (MCLS)
Mediation. See Intermediation
Memory requirement in systems analysis, 104,
111
Methodology of Saxton’s study. See Research
on reference service (Saxton’s study)
Metropolitan Cooperative Library System
(MCLS), 6870
Michell, Gillian, 43
Michigan Organizational Assessment
Questionnaire, 44
Microcounseling skills, 28
Minimum Standards for Public Library Systems
(Public Library Association), 36
Minsky, 27
Minneapolis area public libraries, 36
Minors, reference queries from, 76, 77, 78
Mission statements of reference departments,
106
Models. See also Hierarchical linear modeling
(HLM)
ACCURATE model, 91-94, 98
apprenticeship model of reference
transactions, xv
COMPLETE model, 84-87, 96
conditional models, 84
performance model of reference service,
11
of reference transactions, 22—26, 28—29
SATISFY model, 88-92, 97
in Saxton’s study, 83—-94
unconditional model, 83-84
USEFUL model, 87-89, 97
Monitoring. See Feedback in reference
transactions
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Motivation of librarian. See LIBRARIAN’S
MOTIVATION independent variable

Mudge, Isadore Gilbert, 20, 21, 23

Multilevel modeling. See Hierarchical linear
modeling (HLM)

Multilevel structure of reference service, 5-6,
15

Multiple regression, 12, 13, 39, 42, 44, 47

Multivariate analysis, 5-6, 44, 47

Multivariate analysis of variance (MANOVA),
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Murfin, Magorie E., 47

Myers, Marcia, 134, 135, 137, 141, 143,
147-150, 153-159, 166, 168, 170-172,
179, 181, 186, 188
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National Center for Education Statistics, 55

Negative closure of reference transactions, 49

Neill, S. D., 111

Neutral questions, 27-28

New Jersey public libraries, 38

New York public libraries, 48

Nonbook items, 136

Nonfunctional requirements, 105, 106, 113

Nonprofessional staff. See Library staff

Nonverbal behavior of librarians, 29, 41, 44,
49
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Object-oriented approach to reference
transactions, 114
Objectives. See also Goals
performance objectives of public libraries, 11
of Saxton’s study, 6—7
Objectivity, 38
Observation, 46, 188
Obtrusive observation, 46, 188
Open-ended questions, 27-28, 109-110
Operational definitions, 3
Orange County public libraries, 55-56, 68—70
Ordinal scales, 13

)

Panel of judges
in Saxton’s study, 69-70, 80, 125-126
systems analysis of reference process and,
111
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Parallel processing approach to reference
transactions, 114
Paraprofessionals
in-service training for, 166—167
reference work by, 158—159
Pearson’s product moment correlation, 40
Performance model of reference service, 11
Performance objectives of public libraries,
11
Periodicals, 135-136, 144, 174-175
Perry, James W., 23-24
Persistence in reference process, 110
Pertinence, 25
“Pilot” or “exploratory” studies, 4, 15
Policies
improvement of service policies, 5
for public library reference service, 9
10-11, 66-67, 83, 86, 98
Population served by libraries, 149-150
Powell, Ronald R., 33, 39, 134, 135, 137,
141, 143, 147, 148, 159-162, 164, 165,
167-168, 171, 174-176, 187188
Privacy. See Confidentiality
Problem solving or resolving, 104, 115n6
Professional education. See Education
Professional staff. See Academic libraries and
librarians; Library staff; Reference
librarians; Special libradians
Public libraries. See also headings beginning
with Reference; and specific public
libraries
assessment instrument on, in Saxton’s study,
69, 117-118
budget of, 38, 39
independent variables on, in Saxton’s study,
64-67, 83, 96~98, 127, 129
mission of, 19
performance objectives of, 11
reference service levels in, 6566, 86—87, 96
reference service statistics in, 55
service policies of, 5, 9, 10-11, 66-67, 83,
86, 98
size of library collection in, 9, 10-11,
64-65, 83, 86, 98, 134-137
standards for, 36
types of reference questions in, 33~35
user’s familiarity with, 8, 10, 61-62, 81-82,
85-90, 92, 96, 97, 124, 127, 129
Public Library Association, 36
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Quality control in reference transactions,
25-26

Queries. See Reference queries; Reference
transactions

QUERY CURRENCY independent variable,
60, 67, 80, 81, 127

QUERY DIFFICULTY independent variable,
59-60, 67, 76, 77, 78, 80, 81, 85, 87, 90,
92-94, 98, 127

Query formulation. See Reference transactions

Query negotiation, 105, 107, 108, 109-110.
See also Reference queries; Reference
transactions

Query resolution, 105, 107, 108, 110-112
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Radford, Marie, 29
Random sampling, 4, 45, 74
Ranganathan, Shiyali Ramamrita, 20, 21,
36
Raudenbush, Stephen, 8
Reader’s advisory queries, 13, 14
READINESS independent variable, 60, 67,
79, 80, 128
Ready-reference queries, 13, 14, 35-36, 38,
56, 59, 75-76, 98-99, 112, 159
Record of reference queries, 104, 110, 111
Rees, Alan M., 21, 24-25, 103, 112
Reference and Adult Services Division (ALA),
27
Reference and User Services Association
(RUSA), 6, 60, 82, 96-97, 99, 100
Reference Books Bulletin Manual, 115023
Reference collection
criteria for sources in, 111, 115n23
expenditures on, 147
failure of reference service and, 47—48
inadequacies of, 47-48
location of, 156
as obligatory data source, 111
reference books used in answering queries,
34
selection of sources for, 174
size of, 39, 137
sources used in answering questions,
179-181
types of sources in, 111
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Reference librarians. See also Reference
service; Reference transactions

age of, 175-176

behavioral guidelines for, 6, 60, 82, 96—97,
99, 100

communication skills of, 10, 29, 41, 43,
60-61, 182—-183

duties of, 20, 167—-168, 174

education of, 8-9, 10, 37, 39, 63-64, 82,
90-91, 93, 98, 100, 121, 127, 129,
162-166, 173-174

efficiency of, 37

experience of, 8-9, 10, 37, 39, 62-63, 82,
90-91, 93, 98, 100, 120, 127, 129,
159-161

expert knowledge of, 28, 178

ideal characteristics of, 42

inadequacies of, 48

independent variables on, 132, 159-177

independent variables on, in Saxton’s study,
60-64, 82, 96-98, 127, 128, 129

interest of, 60, 128

job satisfaction of, 8-9, 10, 64, 82, 90-91,
93, 119

knowledge needed by, 23, 34, 48

memberships in associations and committees,
141, 175

negative closure of reference transactions by,
49

number of, 141

profile instruments on, in Saxton’s study, 69,
119-121

qualifications of, 19

readiness of, 60, 128

reading done by, 174-175

referrals by, 48—49, 59, 112, 154-156, 158,
188

search strategies of, 28

service orientation of, 169-171, 177-178

sex of, 176-177

suspicions of, toward research, 4

in systems analysis of reference process, 106

teaching role, 43

time performance of, 111-112, 113

time spent with users by, 182, 184, 185

type of assistance provided by, 184—185

understanding of, 60, 128

users’ willingness to retum to, 42-43, 44

verbal and nonverbal behavior of, 8, 10, 29,
41, 44, 49, 101

verification by, 61, 128
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Reference process. See also Reference
transactions
acceptable responses in, 112
answers for all questions and, 109
closed-ended questions in, 110
complete, accurate responses in, 111
confidentiality of users in, 113
constraints on, 113
criteria for sources in, 111, 115n23
data flow diagrams of, 104, 107-109, 113
definitions of, 21, 102
events in, 106—113
feedback in, 110, 112
goal of, 104, 106, 109, 111
hours of service and, 113
log of queries and responses in, 110
nonfunctional requirements in, 105, 106,
113
obligatory data sources in, 111, 113
open-ended questions in, 109-110
persistence of system, 110
query negotiation in, 105, 107, 108,
109-110
query resolution in, 105, 107, 108, 110-112
question answering context diagram, 106,
107
referrals in, 112
requirements in, 104, 108—113
requirements of, 104, 106, 108-113
satisfaction assessment in, 105, 107-109,
112-113
standard or normative practice in, 113
systems analysis of, 22, 102-114
timely responses in, 111-112, 113
types of sources in, 111
Reference queries. See also Accuracy;
Reference transactions; User satisfaction;
Utility
checklist on questions as answerable, 26
currency of, 60, 80, 81, 127
definition of, 14—15
difficulty of, 8, 9, 59-60, 76, 77, 78, 80, 81,
85, 87, 90, 92-94, 98, 127
directional queries, 13—14, 56, 74, 75, 99,
112, 158, 159
frequently asked questions (FAQ), 56,
68-69, 75-76, 78, 79-80, 99, 122
identification of user’s need, 1-2
imposed queries, 28
independent variables on, 59-60, 132,
178-181
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instructional queries, 112

librarian’s responses to, 1-2

librarans’ time spent on, 36, 112, 182, 184,
185

log of, 104, 110, 111, 112, 113

from minors, 76, 77, 78

paraprofessionals and, 158-159

reader’s advisory queries, 13, 14

ready-reference queries, 13, 14, 35~36, 38,
56, 59, 75-76, 98-99, 112, 159

reasons for unanswered questions, 47—48

research reference queries, 14, 56, 75-76,
99, 112

satisfaction of user’s need, 2

search queries, 13, 14

sources used in answering, 179-181

specific search queries, 14

statistics on, 55, 103, 159, 167-168

subject content of, 109

telephone queries, 71-72, 76, 77, 78, 99,
155, 189

timeliness of response to, 111-12, 113

types of, 13—14, 23, 33-35, 112, 181

unconscious information need and, 14-15

user’s information needs and, 27, 28

Reference service. See also Accuracy;

Reference librarians; Reference queries;
Reference service evaluation; Reference
transactions; Research on reference
service; User satisfaction; Utility

computer-generated reports on, 5

definition of good reference service, 1—2,

29-30

definitions of, 18-22, 36

definitions of desirable outcomes of, 2

expenditures on, 147

goals of, 18

hours of service, 113, 149

implications of Saxton's study for, 99

levels of, 20, 26, 65-66, 86—87, 96,

153-154

mission statements for, 106

multilevel structure of, 5-6, 15

performance model of, 11

personal nature of, 18, 19, 20, 21

policies on, 5, 9, 10-11, 66-67, 83, 86, 98

problems in research on, 3-5

reference work versus, 21

standards for, 6, 60

teaching and leaming paradigm of, 28

techniques of, 18
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theory on, 26-30

user’s familiarity with, 8, 10, 61—-62, 8182,

85-90, 92, 96, 97, 124, 127, 129

virtual or remote reference services, 99, 103,

114
Reference service evaluation. See also
Accuracy; Research on reference service;
Research on reference service (Saxton's
study); User satisfaction; Utility
benefits of and need for, 4-5
comparison of Saxton's study to previous
studies, 98—99
definition of good reference service, 1-2,
29-30
definitions of desirable outcomes, 2
failure analysis of reference service, 47-49

hierarchical linear modeling (HLM) in, 5-6,

7,13, 54-72, 83-94
implications of Saxton’s study for, 99—-101
as independent variable, 158
largest samples in, 45-46
multilevel structure of reference service,
5-6, 15
obtrusive versus unobtrusive observation in,
46, 188
problems in research on, 3-5
reliability in, 7-8, 12, 36, 44, 70, 80
review of studies, 33—-49
sampling problems in, 3, 4, 41, 42, 45-46
tests of accuracy, 35-40
tests of satisfaction, 40—44
types of reference questions, 33—35
validity in, 36, 42, 46, 54-55
variables in research on, 12, 130-189
Reference service failure analysis, 4749
Reference service outcomes. See Accuracy;
User satisfaction; Ultility
Reference service performance model, 11
REFERENCE SERVICE USAGE
independent variable, 61-62, 67, 79, 80,
129
Reference sources, 34, 111, 115n23. See also
Reference collection
Reference Transaction Assessment Instrument,
69
Reference transactions. See also Accuracy;
Reference librarians; Reference process;

Reference queries; Research on reference

service (Saxton’s study); User satisfaction;
Utility
apprenticeship model of, xv
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background noise in, 26

barriers in, 25

checklist on questions as answerable, 26

clarification step of, 23-26

classification of, 13—-14

classification step of, 23

closed, open and neutral questions in,
15-16, 27-28, 109-110, 112

communication during, 10, 29, 41, 43,
60-61, 182-185

conclusion of, 25-26, 49

cost of, 40

counseling approach to, 28, 41-42

definitions of; 13, 21, 38

failure in, 47-49

feedback in, 24, 25, 26, 44, 110, 112, 158,
177

“filters” in, 24, 27

flowcharting of, 22, 103

follow-up questions in, 25-26, 49

“given'’ versus “wanted” information in,
26

identification of reference query in, 1-2

with imposed queries, 28

independent variables on, 59-62, 132,
178-185

instruments on, in Saxton’s study, 69, 123,
125

interpersonal component of, 29, 101

knowledge needed in, 23, 34, 48

librarian’s responses to reference query, 1-2

librarians’ time spent on, 36, 112, 182, 184,
185

linear programming approach to, 114

log of, 104, 110, 111, 112, 113

models of, 22-26, 28-29

negative closure of, 49

object-oriented approach to, 114

parallel processing approach to, 114

paraprofessionals and, 158-159

pattern-matching process in, 27

quality control in, 25-26

query formulation in, 23~24

question negotiation process in, 14-15,
23-26

reasons for unanswered questions, 47-48

referrals and, 48-49, 59, 112, 154-156,
158, 188

in Saxton’s study, 8, 10, 13-14, 15, 55-56,
74-82

searching component of, 28
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Reference transactions. (continued)
sources used in answering question,
179-181
statistics on, 55, 103, 159, 167-168
steps/stages in, 22—26
systems analysis of, 102—-114
theory on, 26—30
types of reference queries in, 13—-14, 23,
33-35, 112, 181
as unit of analysis, 13—14, 15, 21
Reference work, 20, 21. See also Reference
service
Referrals, 48-49, 59, 112, 154—156, 158, 188
Regression models, 4, 186—-188
Relevance, 25, 58. See also Utility
Reliability
of reference process, 111
of research, 7-8,12, 36, 44, 70, 80
Remote or virtual reference services, 99,
103
Repetition of research studies, 3, 12
Requirements
in reference process, 104, 108—-113
in systems analysis, 105, 106
Research on reference service. See also
Reference service evaluation; Research
on reference service (Saxton’s study);
Statistical procedures
benefits of and need for, 4-5
bias in, 3, 45, 46, 75, 77
comparison of Saxton’s study to previous
studies, 98—99
disadvantages of quantitative methods,
15-16
“exploratory” or “pilot” studies, 4, 15
failure analysis of reference service, 47—49
hierarchical linear modeling (HLM), 5-6, 7,
13, 54-72, 83-94
implications of Saxton’s study for, 99-101
interviews as research tool, 43
largest samples in, 45—46
Likert scales in, 41, 44, 57-67
objectivity in, 38
obtrusive versus unobtrusive observation in,
46
operational definitions in, 3
ordinal scales in, 13
practical applications of, 5
problems in, 3-5

Index

question negotiation process as future focus
of, 15

questions in, 7-8

regression models, 4, 186-188

reliability of, 7-8, 12, 36, 44, 70, 80

repetition of studies, 3, 12

sampling problems in, 3, 4, 41, 42, 45-46

statistical procedures in, 3

survey research, 15-16, 35, 40-41, 45-46

tests of accuracy, 35—-40

tests of satisfaction, 40—44

theory and, 3

two-by-two factorial design, 41

Type 1 error in, 46

Type Il error in, 44, 46

types of reference questions, 33-35, 181

utility as outcome measure for future
research, 99~100

validity of, 36, 42, 46, 54—55

variables in, 12, 130-189

video of staged reference transaction for, 43

Research on reference service (Saxton's study)

accuracy measured in, 8, 9, 12, 76, 77, 78,
80, 81, 127, 128

ACCURATE model in, 91-94, 98

advantages and disadvantages of theoretical
structure of, 15-16

boundaries of; 12

comparison to previous studies, 98—99

COMPLETE model in, 84-87, 96

conduct of study, 68~70

confidentiality and anonymity for
participants in, 71

correlation matrices from, 128~129

data collection in, 55-56

data input in, 79

data screening in, 78—80

definition of reference queries in, 14—15

dependent variables in, 57-59, 67

descriptive statistics from, 80-83, 127

first-level data in, 77, 80

first-level independent variables in, 9-10,
59-62, 67, 80

general observations on, 95

hierarchical linear modeling (HLM) in, 13,
54-72, 83-94

hypothesis of, 8~11, 15

implications of, for education, 101

implications of, for practice, 99

implications of, for research, 99-101
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independent variables in, 9~11, 5967,
80-81, 96-98

instruments used in, 69-70, 117126

interrater reliability in, 80

Likert scales used in, 57-67

limitations of methodology of, 71~72

missing observations in, 79-80

model-building in, 83-94

objectives of, 6=7
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Sampling

largest samples in reference service
evaluation, 45~46

preferred size of sample, 45

problems in, 3, 4, 41, 42, 45-46

random sampling, 4, 45, 74

in Saxton’s study, 55-56, 74-78

orientation of participating librarians, 6869
panel of judges for accuracy assessment in,
69-70, 80, 125-126
pilot study for, 68
plan of operation for, 70-71
population of, 55, 68
prediction equations in, 8=9
queries from minors in, 76, 77, 78
questions of, 7—8
rate of return for user surveys, 76—=77
reference service performance model in, 11
reference transactions as unit of analysis in, reference service (Saxton’s study)
8, 10, 13—-14, 15, 55-56, 74~80 Saxton, Matthew L., 33
sampling and sample size in, 55-56, 74—-78  Scales
SATISFY model in, 88-92, 97 Likert scales, 41, 44, 5767
second-level data in, 77, 80 ordinal scales, 13
second-level independent varables in, 10, Science and technical reference librarians, 26
62-64, 80 Science libraries, 47—48
subdividing the sample in, 77-78 Search queries, 13, 14
telephone queries in, 71~72, 76, 77, 78, 99 Searching component of reference transactions,
theoretical framework of, 11-16 28
third-level data in, 77, 81 Self-disclosure, 42
third-level independent variables in, 10-11, Self-selection bias, 45, 46, 75, 77
64-67, 81 SEM (structural equation modeling), 6
unrecorded transactions in, 74—-75 SERVICE LEVEL independent variable,
USEFUL model in, 87-89, 97 65-66, 67, 81, 83, 86—87, 96, 127, 129
user satisfaction measured in, 8, 9, 12, 58, Service orientation, 20, 26, 65—-66, 86—87, 96,
67, 79, 80, 81, 127, 128 153-154, 169-171, 177~178
utility measured in, 8, 9, 12, 57-58, 67, 80, Service points, arrangement of, 156—157
81, 127, 128 SERVICE POLICY independent variable, 66,
variables in, 9-11, 57-67, 80-81, 96-98 81, 83, 86, 98, 127, 129. See also Policies
Research reference queries, 14, 56, 75-76, 99,  Serward, Lillie, 49
112 Sex of librarians, 176~177
Rettig, James, 26—27, 115n23 Shannon—-Weaver communication model, 22
Richardson, John V., Jr., 28-29, 33 Shannon’s Theory of Information, 24, 26
Roberts, Brian, 44, 47 Shera, Jesse, 25, 103
Rodger, Eleanor Jo, 45 Shores, Louis, 20, 21
Ross, Catherine Sheldrick, 44, 49 Short-term satisfaction, See User satisfaction
Rothstein, Samuel, 13-14, 21, 26, 33 Short-term utility. See Utility
Rubacher, 189 Size
RUSA. See Reference and User Services
Association (RUSA)

Santiago Library System (SLS), 68—70

Saracevic, Tefko, 24-25, 103, 112

Satisfaction assessment and systems analysis,
105, 107-109, 112-113

SATISFACTION dependent variable, 58, 67,
79, 80, 81, 83, 127, 128. See also User
satisfaction

Satisfaction of librarians. See Job satisfaction of
reference librarians

SATISFY model, 88-92, 97

Saxton, Matthew, L., 33, See also Research on

collection size as independent variable,
134-137, 152153, 171-172
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Size (continvied)
collection size as independent variable in
Saxton's study, 6566, 67, 81, 83, 86,
98, 127, 129
of public library collections, 9, 10-11,
64-65, 83, 86, 98
of reference collection, 39, 137
of reference staff, 141
of service population, 149-150
of staff, 138-142
SLS. See Santiago Library System (SLS)
Smith, Nathan M., 42, 44, 47
Special librarians, 24
Specific search queries, 14
Staff. See Library staff; Reference librarians
Staff meetings, 153-154
Staff training and development, 4, 5, 99,
166—167. See also Education
Stafford, Brian, 59
Standards
behavioral guidelines for reference librarians,
6, 60, 82, 96-97, 99, 100
for public libraries, 36
for question-answering services, 103
and reference process, 113
Statistical procedures
analysis of variance (ANOVA), 41, 43, 47
chi-square test of significance, 40
cluster analysis, 47
descriptive statistics from Saxton’s study,
80-83, 127
factor analysis, 47, 64
hierarchical linear modeling (HLM), 5-6, 7,
13, 54-72, 83-94
multiple regression, 12, 13, 39, 42, 44, 47
multivariate analysis, 5-6, 44, 47
multivariate analysis of variance
(MANOVA), 6
Pearson’s product moment correlation, 40
regression models, 4, 186—188
simplistic statistical procedures, 3
structural equation modeling (SEM), 6
symbols and abbreviations for, 133~134
Wilcoxon rank order coefficient, 37
Steps in reference transactions, 22-26
Stirling, Keith H., 42
Structural equation modeling (SEM), 6
Stych, F. S., 103
Subject knowledge. See Knowledge
Survey research, 15-16, 35, 40-41, 45-46
System, definition of, 104
Systems analysis

Index

constraints upon system, 113

data flow diagrams and, 104, 107-109, 113

definition of system, 104

events in, 105

events of reference process, 106—-113

goal of reference process, 104, 106, 109, 111

need for, 102-104

nonfunctional requirements in, 105, 106,
113

query negotiation and, 105, 107, 108,
109-110

query resolution and, 105, 107, 108,
110-112

question answering context diagram, 106,
107

of reference process, 22, 102—-114

requirements in, 105, 106

requirements of reference process, 104,
108-113

satisfaction assessment and, 105, 107~109,
113-114

theoretical framework of, 104—105

users in reference process, 106113

T

Tax support, 147-148
Taylor, Fred W., 114n4
Taylor, Robert S., 14-15, 22, 24~28
Teaching and leaming paradigm of reference
service, 28
Telephone queries, 71-72, 76, 77, 78, 99,
155, 189
Temporal events, 105
Tests
of accuracy, 35-40
of satisfaction, 40-44
Theory
artificial intelligence theory, 27
communication theory, 22, 28, 29, 41
decision theory, 25
lack of attention to, 3
reference theory, 26-30
in Saxton’s research on reference service,
11-16
Shannon's Theory of Information, 24, 26
in systems analysis, 104—-105
Timeliness of response, 36, 111-12, 113
Training. See Education; Staff training and
development
Transaction Accuracy Assessment Instrument,
69-~70, 125 '
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Transaction Record Instrument, 123
Transactions. See Reference transactions
Two-by-two factorial design, 41

Type I error, 46

Type Il error, 44, 46

u

Unconditional model, 83-84
Unconscious information need, 14-~15
UNDERSTANDING independent variable,
60, 67, 79, 80, 128
United States Govenment Manual, 48
University of Western Ontario, 44
Unobtrusive observation, 46, 188
USEFUL model, 87-89, 97
USEFULNESS dependent variable, 57-58,
67, 79, 80, 81, 83, 95, 127, 128. See also
Utility
User Response Instrument, 69, 76~77, 124
User satisfaction
assessment of, in systems analysis, 105,
107-109, 112-113
definition of, 2
definition of reference queries and, 15

as dependent variable in Saxton’s study, 8, 9,

12, 57, 58, 67, 80, 81, 83, 127, 128
dependent variables on generally, 131
follow-up questions on, 25-26, 49
immediacy behavior and, 41
with neutral questioning by librarians, 28
nonverbal behavior of librarians and, 29, 41,

44, 49
research on genenally, 3, 35, 177-178, 189
SATISFY model and, 88-92, 97
in Saxton's study, 8, 9, 12, 57, 58
self-disclosure and, 42
short-term versus long-term satisfaction,

100-101, 112-113
survey research on, 35, 40-41, 45-46,

76-77,124
tests of, 40—44
timeliness of response and, 111-12, 113
as uncorrelated with accuracy, 15
users’ willingness to return to reference

librarians and, 42-43, 44

Users. Sce also Reference queries; Reference
transactions; User satisfaction
of academic libraries, 29
communication skills of, 183-184
confidentiality for, 113
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educational attainment of, 8, 9-10, 62, 81,
85, 87-90, 92, 97, 124, 127, 129

familiarity of, with libraries, 8, 10, 61-62,
81, 8182, 85-90, 92, 96, 97, 124,
127,129

frequency of library use by, 61, 81-82, 96,
124, 129

frequency of reference service use by,
61-62, 8182, 96, 124, 129

with imposed queries, 28

independent variables on, 132, 177-178

independent variables on, in Saxton’s study,
61-62, 81-82, 96-98, 127, 129

information needs of, 1-2, 14-15, 27, 28

negative closure of reference transactions
and, 49

research on, 29-30

response instrument on, in Saxton’s study,
69, 76-77, 124

subject knowledge of, 178-179

in systems analysis of reference process,
106-113

time spent with reference librarians by, 182,
184, 185

type of assistance provided by reference
librarians to, 184—185

types of public library users, 6

unconscious information needs of, 14-15

willingness of, to return to reference
librarians, 42—-43, 44

USER'S EDUCATION LEVEL independent

variable, 62, 67, 79, 80, 81, 85, 87-90,
92,97, 127, 129

Utility

COMPLETE model and, 84-87, 96

definition of, 2

as dependent variables in Saxton’s study, 8,
9, 12, 57-58, 67, 80, 81, 83, 95, 127,
128

as outcome measure for future research,
99~100

short-term versus long-term utility, 57-58,
72, 100

systems analysis of reference process and, 111

USEFUL model and, 87-89, 97

Validity

assumptions and threats to, 54—55
construct validity, 8, 42
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Validity (continued)
content validity, 42, 46
in reference service evaluation, 36, 42, 46
Valuation of real and personal properties,
146147
Van Hoesen, Florence, 35, 181
Van House, Nancy, 40
Variables
dependent variables in reference service
evaluation, 130-131
dependent variables in Saxton’s study,
57-59, 67
first-level independent variables in Saxton’s
study, 9-10, 59-62, 67, 80
independent variables in reference service
evaluation, 131-189
independent variables in Saxton’s study,
9-11, 59-67, 8081, 96-98
in reference service evaluation, 12, 130-189
second-level independent variables in
Saxton’s study, 10, 62-64, 80
third-level independent variables in Saxton’s
study, 10-11, 64-67, 81
Verbal behaviors of reference librarians, 10, 29,
41, 43, 60-61, 101, 182—-185

Index

VERIFICATION independent variable, 61,
67, 79, 80, 128

Video of staged reference transaction, 43

Virtual or remote reference services, 99, 103,
114

Virtual Reference Desk, 103

Volunteers, 142

w

‘Walsh, Sandna, 42

‘Warmth, 41, 43, 44

Web sites, 99

Weech, Terry, 4, 46, 188

‘White, Marilyn, 27, 112

Whitlatch, Jo Bell, 8, 43—44, 58, 62, 64, 82,
169-171, 177-179, 182-185

Wilcoxon rank order coefficient, 37

Wisconsin— Ohio Reference Evaluation
Program, 45—-46

Wise, Peter, 48

Wittgenstein, Ludwig J. J., 115n7

Wryer, James I., 19-20, 21, 26, 36, 65

Y

Youth. See Minors
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