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A b stra c t  o f  th e  D is se r ta t io n  

COMPUTER-MEDIATED COMMUNICATION CHARACTERISTICS 

AND JOB TASKS IN WORK GROUPS 

by

Dinah B ird -W este rf ie ld  

The Claremont Graduate School 1990 

The purpose o f  t h i s  study i s  to  in v e s t ig a te  why some work 

groups use computer-mediated communication and some work groups do 

no t .  A lo g ic a l  theory  to  exp lo re  th ese  phenomena i s  in form ation  

p rocess ing  th eo ry . Computers have a l t e r e d  many a sp e c ts  o f  

o rg a n iz a t io n s ,  inc lud ing  ta sk  s t r u c tu r e .  Inform ation process ing  

theory  p o s i t s  t h a t  s t r u c tu r a l  v a r ia b le s  l i k e  job  ta sk s  a re  r e la te d  

to  o rg an iza tio n a l  inform ation  technology (G a lb ra i th ,  1977).

I p re d ic te d  t h a t  the  a p p l ic a t io n  o f  computer-mediated 

communication in  the  work group would be c o r r e la te d  with job  

ta sk s .  A job  ta sk  i s  defined  as  a s p e c i f i c  con tex tual 

c h a r a c t e r i s t i c  o f  work d u t i e s ,  f o r  example ta sk  ro u t in en e ss .  

Computer-mediated communication r e f e r s  to  the  exchange o f  f a c t s  o r  

in form ation  through a computer-based media (R ice, 1987). The work 

group lev e l was s e le c te d  f o r  a n a ly s is  f o r  conceptual and data  

c o l l e c t io n  reasons. The job  ta s k s  exp lored  in  t h i s  study a re  ta sk  

a n a ly z a b i l i t y ,  ta sk  ro u t in e n e s s ,  s k i l l  v a r i e ty ,  ta sk  s ig n i f ic a n c e ,  

co m p u te r-re la ted  autonomy, and co m p u te r- re la ted  feedback. The 

c h a r a c t e r i s t i c s  o f  computer-mediated communication in v e s t ig a te d  in 

t h i s  study include intracompany and extracompany communication, 

communication network c o n n e c t iv i ty ,  whether o r  not management
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re c e iv e s  communication feedback, s o c i a l - r e l a t e d  communication use, 

w o rk -re la ted  communication use , and s a t i s f a c t i o n  with 

communication. All 89 work groups inc luded  in  t h i s  resea rch  study 

were lo c a ted  in  th e  Los Angeles, C a l i fo rn ia  area  and 623 employees 

from th ese  work groups completed q u e s t io n n a ire s .

Major f in d in g s  from t h i s  study a re  t h a t  many work groups do 

n o t  use computer-mediated communication, b u t a re  s a t i s f i e d  with 

t h e i r  low lev e l  o f  computer-mediated communication c a p a b i l i t i e s .  

Work groups a re  more l i k e l y  to  communicate fo r  work reasons by 

computer than f o r  so c ia l  reasons . R esu lts  from t h i s  study 

dem onstrate  t h a t  computer-mediated communication v a r ie s  with job  

t a s k s .  Thus, work groups should co n s id e r  t h e i r  job ta sk s  when 

implementing computer-mediated communication systems. This study 

a l s o  in d ic a te s  the  computer-mediated communication i s  r e l a t e d  to  

o rg a n iz a t io n  s i z e ,  s t r u c tu r e ,  employee c h a r a c t e r i s t i c s ,  and o th e r  

v a r i a b le s .
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1
CHAPTER I 

INTRODUCTION 

Purpose o f  the  Study 

This d i s s e r t a t i o n  d e sc r ib e s  how work groups communicate by 

means o f  computers. There appear to  be s i g n i f i c a n t  r e l a t io n s h ip s  

between th e  a b i l i t y  to  communicate v ia  computer and th e  way jobs  

a re  s t ru c tu re d .  Thus t h i s  study adds to  our unders tanding  o f  

computer a p p l ic a t io n s  and communication networks in  th e  work 

p la c e .  This study i s  p a r t i c u l a r l y  r e le v a n t  today s ince  

o rg a n iz a t io n s  a re  employing computers fo r  communication more and 

more (Rice & Shook, 1983).

C ro ss-o rg an iza tio n a l  study o f  computer-mediated communication 

among work groups i s  r a t h e r  com plicated bu t f a s c in a t in g .  The 

purpose o f  t h i s  s tudy i s  to  understand why some work groups use 

computer-mediated communication and some work groups do n o t .  A 

lo g ic a l  theory  to  exp lo re  t h i s  phenomena i s  in form ation  p rocess ing  

th eo ry .  The in fo rm ation  p rocess ing  theory  o f  o rg a n iz a t io n  design , 

form ulated as  a contingency th eo ry ,  suggests  t h a t  an a p p ro p r ia te  

matching o f  co n tex tua l v a r ia b le s  (such as ta sk  demands) with 

o rg a n iz a t io n a l  arrangem ents (such as communication s t r u c tu r e s  and 

media) enhances o rg a n iz a t io n a l  performance (such as e f f e c t iv e n e s s  

and e f f ic ie n c y )  accord ing  to  R ice, H art,  Torobin, Shook, and T y ler  

(1989). The c u r r e n t  study p rov ides  an e v a lu a t io n  o f  inform ation  

p rocess ing  th eo ry .  S p e c i f i c a l ly ,  t h i s  study in v e s t ig a te d  th e  

r e l a t io n s h ip  o f  s p e c i f ic  con tex tual v a r ia b le s  o r  ta s k s  with
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o rg a n iz a t io n a l  arrangem ents such as computer-mediated 

communication.

G a lb ra i th  (1977) suggested t h a t  ta sk s  a re  o rg an iza tio n a l  

design  v a r ia b le s  t h a t  c r e a te  s t r u c tu r e  fo r  work r o le s .  A job  ta sk  

i s  defined  a s  a s p e c i f ic  con tex tua l c h a r a c t e r i s t i c  o f  work d u t ie s .  

Job dimensions examined in  t h i s  study inc luded  ta sk  a n a ly z a b i l i ty ,  

ta sk  ro u t in e n e ss ,  s k i l l  v a r i e ty ,  ta sk  s ig n i f ic a n c e ,  computer- 

r e l a t e d  autonomy, and co m pu te r-re la ted  feedback. Job ta s k s  may 

d r iv e  work groups to  adopt d i f f e r e n t  computer c o n f ig u ra t io n s .

Hence, the  impact o f  job  ta s k s  on computer use may ex p la in  some o f  

th e  v a r i a t io n s  in computer-mediated communication in  th e  work 

p la ce .

Research dem onstrates  t h a t  job  ta sk s  can a f f e c t  computer- 

m ediated communication. For example, ta sk  environments w ith  more 

ta sk  a n a ly z a b i l i ty  were a s s o c ia te d  with s ig n i f i c a n t l y  more o n - l in e  

da tabase  usage (Rice e t a l . ,  1989). Rice (1987) defined  

computer-mediated communication as  the  exchange o f  f a c t s  o r  

in fo rm ation  through a computer-based medium. Computer-mediated 

communication c h a r a c t e r i s t i c s  eva lu a ted  in  the  c u r r e n t  s tudy a re  

intracompany and extracompany communication, communication network 

c o n n e c t iv i ty ,  whether o r  no t management re c e iv e s  communication 

feedback, s o c i a l - r e l a t e d  communication use , w o rk -re la ted  

communication u se , and s a t i s f a c t i o n  with communication. The 

c u r r e n t  p r o j e c t  in v e s t ig a te d  s ix  hypotheses d e sc r ib in g  the  

p o s s ib le  r e l a t io n s h ip s  between job  ta sk s  and computer-mediated 

communication needs in  a broad sample o f  work groups.
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S ig n if ic an ce  o f  th e  Study

According to  Danziger (1985), the  computer has been 

i d e n t i f i e d  a s  the  key techno log ica l device producing the  t h i r d  

g r e a t  re v o lu t io n  in  human h i s to r y .  The plow was th e  key device 

f o r  th e  a g r i c u l tu r a l  re v o lu t io n  and the  machine was the  key device 

f o r  the  in d u s t r i a l  r e v o lu t io n .  The impact o f  computer technology 

on s o c ie ty  i s  an e x t r a o r d in a r i ly  im portan t a rea  f o r  soc ia l  science 

re sea rch  (Danziger, 1985; Gutek, Bikson, & Mankin, 1984). For 

in s ta n c e ,  computers make a major d i f f e r e n c e  in  the  way c l i e n t s  and 

custom ers a re  served and how o rg a n iz a t io n s  a re  designed , and 

managed (Robey, 1982). Computer technology has re v o lu t io n iz e d  the  

job  and transform ed soc ia l  p a t t e r n s  in th e  work p lace  (Kling,

1984). As an example, computerized bank t e l l i n g  a llow s customers 

to  complete banking t r a n s a c t io n s  w ithou t d i r e c t  personal c o n ta c t  

f a c e - to - f a c e  with banking p e rso n n e l .  S im i la r ly ,  computerized 

inven to ry  con tro l  a llow s sa le speop le  to  make r e t a i l  o rd e rs  w ithout 

t a lk in g  with p roduct d i s t r i b u t i o n  p e rsonnel.  In o rd e r  fo r  

o rg a n iz a t io n s  to  use t h e i r  computer systems most e f f i c i e n t l y ,  

so c ia l  work p a t te r n s  and communication p a t t e r n s  must be considered  

(G a lb ra i th ,  1974).

In g e n e ra l ,  communication i s  one o f  the  most im portan t 

p ro cesses  in  o rg a n iz a t io n s  because communication enab les  workers 

to  c o o r ie n t  and co o rd in a te  t h e i r  a c t i v i t i e s  towards accomplishing 

the  o rg a n iz a t io n s  goal (Katz & Kahn, 1978). However, in  th e  p a s t ,  

re sea rch  examining the  r e la t io n s h ip  between technology and 

communication was o f te n  neg lec ted  (P o r te r  & R oberts , 1976).
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D espite  the  ra p id ly  growing body o f  knowledge in  th e  area  o f  

computer a p p l i c a t io n ,  a review o f  the  c u r r e n t  re sea rch  l i t e r a t u r e  

shows t h a t  technology and communication s t i l l  tend  to  be 

n eg lec ted .  Technology does in  f a c t  in f lu en ce  communication 

p a t t e r n s  and p ro cesses  in  im portan t ways (Klauss & Bass, 1982).

In complex tech n o lo g ica l  environments spec ia l  communication ro le s  

and needs f re q u e n t ly  emerge to  compensate fo r  and deal with 

in c re a s in g  ta s k  u n c e r ta in ty  o r  lack  o f  p r e d i c t a b i l i t y  o f  the  work 

(Klauss & Bass, 1982). Yet, l i t t l e  re sea rch  e x i s t s  on the  

r e l a t io n s h ip  between job  ta s k s  and computer-mediated 

communication. In response to  t h i s  lack  o f  r e s e a rc h ,  several 

hypotheses on the  r e l a t io n s h ip  between job  ta s k s  and computer- 

mediated communication c h a r a c t e r i s t i c s  were developed fo r  the  

c u r r e n t  s tudy . A goal was to  suggest p o l i c i e s  and g u id e l in e s  fo r  

computer communication s t r a t e g i e s  t h a t  a re  com patib le  with the  

ta sk  s t r u c tu r e  o f  work groups.

Contingency O rganization  Theory 

According to  contingency o rg an iza tio n  th e o ry ,  the  

r e l a t io n s h ip  between o rg a n iz a t io n a l  s t r u c tu r e  and e f f e c t iv e n e s s  i s  

co n t in g e n t  on moderating v a r ia b le s  both in s id e  the  o rg an iza t io n  

and in  th e  o u ts id e  environment. Lawrence and Lorsch (1967) 

in d ic a te d  th re e  b as ic  prem ises o f  contingency th eo ry :  (1) There

i s  no "one b e s t  way" to  design  an o rg a n iz a t io n ;  (2) The more 

successfu l o rg a n iz a t io n  an d /o r  i t s  subsystems " f i t "  environmental 

demands; (3) When the  o rg a n iz a t io n  i s  p ro p e r ly  designed th e  needs 

o f  the  o rg a n iz a t io n a l  members a re  b e t t e r  s a t i s f i e d .



www.manaraa.com

5

The p ioneer ing  work o f  Joan Woodward (1965) was the  s t a r t i n g  

p o in t  fo r  contingency theory  (Luthans, 1985). In the  work p la c e ,  

Woodward (1965) a s s e r te d  t h a t  technology p lays  a ro le  equal to ,  i f  

n o t more im portan t th an ,  th e  ro le s  o f  s t r u c tu r e  and p rocesses . 

Woodward's (1965) i n i t i a l  study encompassed about 100 B r i t i s h  

f irm s which were c l a s s i f i e d  under one o f  the  th re e  following 

d i s t i n c t  types o f  p roduc tive  techno log ica l  environments: (1) u n i t

o r  small ba tch , (2) la rg e  batch and mass, and (3) p rocess .

A f te r  c l a s s i f y in g  th e  firm s accord ing  to  the  type o f  

technology employed, Woodward examined the  in te rn a l  v a r ia b le s  o f  

s t r u c tu r e ,  human r e l a t i o n s ,  and s t a t u s .  Woodward concluded t h a t  

among the  o rg a n iza tio n a l  c h a r a c t e r i s t i c s  showing a d i r e c t  

r e l a t io n s h ip  with te ch n ica l  advance were the  leng th  o f  th e  l i n e  o f  

command, the  span o f  co n tro l  o f  the  c h i e f  ex ec u t iv e ,  the  

percen tage  o f  t o t a l  tu rn o v e r  a l lo c a te d  to  the  payment o f  wages and 

s a l a r i e s ,  and th e  r a t i o s  o f  managers to  t o ta l  pe rsonnel.  

Furthermore, Woodward (1965) emphasized t h a t  technology, a lthough 

no t the  only v a r ia b le  a f f e c t in g  o rg a n iz a t io n s ,  was one t h a t  could 

be i s o la t e d  fo r  study w ithou t too much d i f f i c u l t y .

B urn 's  and S t a l k e r ' s  study o f  20 B r i t i s h  firm s has a lso  

c o n tr ib u te d  to  em pirica l evidence supporting  contingency 

o rg a n iz a t io n  th eo ry .  Burns and S ta lk e r  (1961) de fined  m echanis tic  

o rg a n iz a t io n s  as  h igh ly  s p e c ia l iz e d  and c e n t r a l i z e d  firm s which 

encouraged lo y a l ty  and obedience, in  c o n t r a s t  to  organic  

o rg a n iz a t io n s  which were v e r t i c a l l y  c o o rd in a ted ,  had u n s tru c tu red  

job  d e f in i t i o n s ,  and u t i l i z e d  communication based on advice r a th e r
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than commands. Hence, m echanistic  o rg a n iz a t io n s  were e f f e c t i v e  in 

s ta b le  environm ents, while organic  o rg a n iz a t io n s  were e f f e c t iv e  in 

dynamic environments.

Lawrence and Lorsch (1967) analyzed th e  in te rn a l  environment 

o f  o rg a n iz a t io n s  accord ing  to  the  dimensions o f  d i f f e r e n t i a t i o n  

and in te g r a t io n .  They defined  d i f f e r e n t i a t i o n  a s  d i f f e r e n t  

c o g n i t iv e  and emotional o r i e n ta t io n s  among members o f  d i f f e r e n t  

u n i t s  and th e  d i f f e r e n c e  in  formal s t r u c tu r e  among the  u n i t s  l i k e  

time o r i e n t a t i o n ,  goal o r i e n t a t i o n ,  fo rm a li ty  o f  s t r u c tu r e ,  and 

in te rp e rso n a l  o r i e n t a t i o n .  In te g ra t io n  was defined  as the  q u a l i ty  

o f  the  s t a t e  o f  c o l la b o ra t io n  t h a t  e x i s t s  among departm ents t h a t  

a re  req u ired  to  achieve u n ity  o f  e f f o r t  by the  demands o f  the  

environment l i k e  reward s t r u c tu r e  and c o n f l i c t  r e s o lu t io n  modes. 

They found t h a t  th e  in te rn a l  o rg a n iz a t io n  d i f f e r e n t i a t i o n  and 

in te g r a t io n  v a r ia b le s  were i n t e r r e l a t e d  with one an o th er  and with 

ex te rna l environmental v a r ia b le s .

Other c o n t r ib u t io n s  to  contingency o rg a n iz a t io n  theory  

inc lude  Thompson's (1967) work which suggested t h a t  the  

o rg a n iz a t io n s  genera te  v a rio u s  mechanisms to  reduce environmental 

u n c e r ta in ty .  For example, o rg a n iz a t io n s  develop s lack  re so u rces  

to  cope with unexpected em ergencies. Perrow 's  (1970) model o f  

contingency theory  r e l a t e s  the  p rob lem 's  a n a ly z a b i l i ty  to  

techno log ica l  environment. More r e c e n t ly ,  re s e a rc h e r s  have been 

devoted to  o p e ra t io n a l iz in g  the  r e l a t io n s h ip  between s t r u c tu r a l  

v a r ia b le s  and the  environment by way o f  q u a n t i t a t iv e  modeling 

te ch n iq u es ,  e . g . ,  Sang, Luthans, and Olson, 1982.
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However, no t a l l  re sea rch  has been c o n s i s t e n t ly  supportive  o f  

contingency th eo ry .  For example, Hickson, Pugh, and Pheysey 

(1969) p o in t  o u t  t h a t  small o rg a n iz a t io n s  a re  more a f f e c te d  by 

technology than l a r g e r  o rg a n iz a t io n s .  P o r te r ,  Lawler, and Hackman 

(1975) r e p o r t  t h a t  i t  i s  p a r t i c u l a r l y  d i f f i c u l t  to  e s t im a te  how 

many s t r u c tu r a l  f e a tu r e s  have been caused by technology, how much 

technology has been th e  e f f e c t  o f  s t r u c tu r e ,  and e s p e c ia l l y ,  how 

much o th e r  f e a tu re s  have a f f e c te d  o r  caused both th e  n a tu re  o f  

technology and the  design  o f  o rg a n iz a t io n s .  Furthermore, i t  i s  

d i f f i c u l t  to  summarize re sea rch  on contingency o rg a n iz a t io n  theory  

because concep ts  l i k e  technology and f i t  a re  n o t c l e a r ly  defined  

and a re  measured in  d i f f e r e n t  ways in  va rious  em pirica l s tu d ie s  

(Gutek, 1989).

Inform ation Processing  Theory

Besides the  now c l a s s i c  s tu d ie s ,  more re c e n t  c o n t r ib u t io n s  to  

contingency o rg a n iz a t io n  theo ry  inc lude  G a lb r a i th 's  (1974) 

development o f  in form ation  p rocess ing  th eo ry . G a lb ra ith  t i e d  

Lawrence and L o rsc h 's  (1967) work on d i f f e r e n t i a t i o n  and 

in te g r a t io n  to  an in fo rm ation  p rocess ing  p e rs p e c t iv e .  According 

to  G a lb ra i th ,  an o rg a n iz a t io n  needs to  balance d i f f e r e n t i a t i o n  

with in te g r a t io n .  That i s ,  th e  d i f f e r e n c e  in  c o g n i t iv e  and 

emotional o r i e n t a t i o n  among managers in  d i f f e r e n t  func tiona l 

departm ents needed to  be balanced with in te g ra t io n  o r  the  q u a l i ty  

o f  the  s t a t e  o f  c o l la b o ra t io n  t h a t  e x i s t s  among departm ents so 

t h a t  the  u n i ty  o f  e f f o r t  can be achieved to  meet th e  demands o f  

the  environment.



www.manaraa.com

8

For example, G a lb ra i th  suggested t h a t  as an o rg a n iz a t io n  

grows and a t tem p ts  to  cope with environmental complexity and 

u n c e r ta in ty ,  i t  tends to  become more d i f f e r e n t i a t e d  by adding 

d iv e rse  su b u n i ts .  This in c reased  d i f f e r e n t i a t i o n  w ill  then  cause 

an imbalance with the  e x i s t in g  in te g r a t in g  mechanisms and a 

breakdown in  the  necessary  in form ation  p rocess ing  t h a t  i s  requ ired  

f o r  successfu l performance. Hence, a b as ic  p ro p o s i t io n  i s  t h a t  

the  g r e a te r  the  u n c e r ta in ty  o f  the  ta s k ,  th e  g r e a t e r  the  amount o f  

in form ation  t h a t  has to  be processed  between d ec is io n  makers 

during the  execu tion  o f  the  ta sk  (G a lb ra i th ,  1974).

To c r e a te  a balance between d i f f e r e n t i a t i o n  and in te g r a t io n ,  

G a lb ra i th  suggested t h a t  an o rg a n iz a t io n  must reduce i t s  need to  

p rocess  in form ation  by adding more s lack  re so u rces  o r  c r e a te  

s e l f -c o n ta in e d  ta s k s .  A lso, an o rg a n iz a t io n  has th e  op tion  o f  

in c re a s in g  i t s  c ap a c i ty  to  p rocess  inform ation  systems o r  c r e a t in g  

l a t e r a l  r e l a t io n s h ip s  t h a t  c u t  ac ro ss  l i n e s  o f  a u th o r i ty .

G a lb ra i th  (1974), consequen tly , c o n cep tu a lly  l in k e d  ta sk s  with 

in form ation  technology. Moreover, G a lb ra i th  suggested t h a t  

e f f e c t iv e  o rg a n iz a t io n s  would s e l e c t  in form ation  te ch n o lo g ies  t h a t  

were a p p ro p r ia te  fo r  th e  o rg an iz a t io n a l  ta sk .  E f fe c t iv e  

o rg a n iz a t io n s ,  hence, c r e a te  a c o r r e c t  f i t  between inform ation  

technology and ta sk s .

G a lb ra i th  (1977) framed inform ation  p rocess ing  theory  w ith in  

the  o rg a n iz a t io n  design p resen ted  in  Figure 1. His o rg an iza t io n a l  

design  in c lu d es  i n t e r r e l a t e d  c h o ic e s : t a s k ,  s t r u c tu r e ,

in fo rm ation  technology, peop le , and reward systems. G a lb ra ith
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Figure 1 . G a lb r a i th 's  O rgan ization  Design. This model p rov ides  

a framework f o r  in form ation  p rocess ing  th eo ry .
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s t r e s s e s  t h a t  the  basic  p ro p o s i t io n  o f  the  o rg an iz a t io n a l  design 

theo ry  i s  ch o ice ;  t h a t  i s ,  th e  o r g a n iz a t io n 's  d ec is io n  makers have 

th e  c ap a c i ty  to  make cho ices  w ith in  each o f  th e  f iv e  a re a s .  To 

i l l u s t r a t e ,  i f  a ta sk  becomes in c re a s in g ly  u n c e r ta in ,  then a 

g r e a te r  amount o f  inform ation  has to  be p rocessed  between 

o rg a n iz a t io n a l  d ec is io n  makers during th e  execu tion  o f  the  ta sk s .  

T h e re fo re ,  to  in c re ase  inform ation  p rocess ing  a d ec is io n  maker can 

in v e s t  in  in c re a s in g  v e r t i c a l  in form ation  systems such as 

in c re a s in g  computer-mediated communication.

Through in form ation  p rocess ing  th e o ry ,  G a lb ra i th  makes a 

c o n t r ib u t io n  to  contingency o rg an iz a t io n  th eo ry ;  however, a 

problem w ith G a lb r a i th 's  model o f  contingency r e l a t io n s h ip s  i s  a 

la ck  o f  em pirica l  support (Luthans, 1985). R ecen tly , re sea rch  in 

th e  a rea  o f  computer-mediated communication has supported some 

a sp e c ts  o f  in form ation  p rocess ing  th eo ry .  S p e c i f i c a l ly ,  

a n a ly z a b i l i ty  has been shown to  be r e l a t e d  to  v a r io u s  types  o f  

computer-mediated communication channels  (Rice e t  a l . ,  1989; Rice 

& Shook, 1989). The c u r r e n t  study sought to  e v a lu a te  the  

r e l a t io n s h ip  between ta sk  and inform ation  technology t h a t  i s  

hypothesized  by inform ation  process ing  th eo ry .  This study 

examined i f  va rious  job  ta sk s  a re  r e l a t e d  to  d i f f e r e n t  in form ation  

technology c h a r a c t e r i s t i c s ,  s p e c i f i c a l l y  computer-mediated 

communication c h a r a c t e r i s t i c s .

U nit o f  A nalysis

O rgan iza tions  can be s tud ied  on severa l l e v e l s  such as micro, 

( th e  in d iv id u a l l e v e l ) ,  o r  macro, ( the  e n t i r e  o rg an iz a t io n a l
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l e v e l )  (Huse & Bowditch, 1977). In th e  c u r r e n t  p r o j e c t ,  the  work 

group was s e le c te d  fo r  the  lev e l o f  a n a ly s i s  fo r  several reasons:

(1) r e se a rc h e rs  have found the  work group lev e l  usefu l when 

co n ce p tu a liz in g  o rg a n iza tio n a l  i s su e s  (Fry & Slocum, 1984); (2) 

p rev ious resea rch  has exp lored  the  impact computers have on work 

groups (Gutek, Bikson, & Mankin, 1984); (3) i t  i s  e a s i e r  fo r  an 

in d iv id u a l to  speak knowledgeably about s p e c i f ic  a sp ec ts  o f  the  

work group o f  approxim ately  4 to  20 people than about a whole 

o rg a n iz a t io n  (Gutek, 1987); (4) a cq u ir in g  in form ation  about 

computers a v a i la b le  to  a work group i s  e a s i e r  than f o r  the  whole 

o rg a n iz a t io n  (Gutek, 1987); (5) computers a re  d i s t r i b u t e d  unevenly 

throughout the  o rg a n iz a t io n  and although the  same i s  t ru e  o f  work 

groups, the  v a r ia t io n  i s  probably  l e s s  (Gutek, 1987), and (6) i t  

i s  e a s i e r  and more economical to  o b ta in  a la rg e  sample o f  work 

groups than o rg a n iz a t io n s  (Gutek, 1987).

A work group i s  defined  as  the  sm a l le s t  formal group o f  

personnel w ith in  an o rg an iz a t io n  and re p re s e n ts  a r e l a t i v e l y  

permanent arrangement o f  people and equipment (Fry & Slocum,

1984). In the  p re se n t  s tudy , a work group was o p e ra t io n a l iz e d  as 

a group o f  4 to  30 peop le , in  a t  l e a s t  two le v e l s  o f  

o rg an iz a t io n a l  h ie ra rc h y ,  engaged in some common ta sk s  o r  p ro cess .

By using two le v e l s  o f  h ie ra rc h y  in  data  c o l l e c t i o n ,  a r i c h e r  

in form ation  base i s  c r e a te d .

Job Tasks

G a lb ra i th  (1977) a rgues t h a t  o rg an iz a t io n a l  d ec is ion  makers 

have the  op tion  o f  choosing job  ta s k s .  Contingency o rg an iza tio n
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th e o ry ,  in form ation  p rocess ing  th eo ry ,  and job  design  l i t e r a t u r e  

were reviewed in  o rd e r  to  e v a lu a te  job  ta sk  measures.

T r a d i t io n a l l y ,  contingency theo ry  and inform ation  process ing  

theo ry  has inc luded  ta sk  a n a ly z a b i l i ty  and ta sk  ro u t in en e ss  as 

v a r i a b le s .  Task a n a ly z a b i l i ty  r e f e r s  to  th e  way t h a t  in d iv id u a ls  

respond to  problems t h a t  a r i s e  in  th e  p rocess  o f  ta sk  com pletion, 

and ta sk  ro u t in en e ss  r e f e r s  to  the  frequency o f  unexpected even ts  

t h a t  occur in  the  p rocess  o f  ta sk  completion (Rice e t  a ! . ,  1989).

In the  a rea  o f  job  d es ig n ,  Hackman and Oldham's (1976) model 

has dominated job  design re sea rch  (Luthans, 1985). According to  

t h i s  model, c e r t a in  c h a r a c t e r i s t i c s  c o n t r ib u te  to  c e r t a in  

psychological s t a t e s  and th e  s t re n g th  o f  em ployee's  need fo r  

growth has an im portant moderating e f f e c t .  The co re  job 

dimensions in  Hackman and Oldham's model a re :

1. V arie ty  o f  s k i l l  r e f e r s  to  the  degree to  which the  job 

re q u ire s  the  person to  perform d i f f e r e n t  ta s k s  and 

invo lves  the  use o f  a number o f  d i f f e r e n t  s k i l l s ,  

a b i l i t i e s ,  and t a l e n t s .

2. Id e n t i ty  o f  ta sk  invo lves  a complete module o f  work.

That i s ,  the  person can do the  job  from beginning to  end 

with a v i s ib l e  outcome.

3. S ig n if ic an ce  o f  ta sk  i s  concerned with the  importance 

o f  the  jo b .  Does the  job  have a s i g n i f i c a n t  impact on 

o th e r s  -  both in te rn a l  and ex te rn a l  to  the  o rg an iza tio n ?
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4 . Autonomy r e f e r s  to  the  amount o f  freedom, independence, 

and d i s c r e t io n  the  person has in  a re a s  such as  scheduling 

th e  work, making d e c is io n s ,  and determ ining  how to  do the 

jo b .

5. Feedback invo lves  th e  degree to  which th e  job  prov ides  

th e  person with c l e a r  and d i r e c t  in form ation  about job 

outcomes and performance.

A h o s t  o f  r e s e a rc h e r s  (Dunham, 1977; Rousseau, 1977;

Rousseau, 1978, Wanous, 1974) have exp lored  the  va rious  ta sk  

c h a r a c t e r i s t i c s  o f  job  design  in  the  work p lace  with f a c to r  

a n a ly s i s ,  c o r r e l a t i o n s ,  and o th e r  s t a t i s t i c a l  methods. D espite  

re sea rch  su p p o rt ,  Hackman and Oldham's model o f  ta sk  

c h a r a c t e r i s t i c  job  design  has rece ived  much c r i t i c i s m .  Roberts 

and Glick (1981) p o in t  o u t  problems with the  resea rch  on ta sk  

c h a r a c t e r i s t i c s  job  design : th e o re t ic a l  s ta tem en ts  o f  the  model

a re  vague and too  g e n e ra l ,  s i tu a t io n a l  e f f e c t s  have been ignored , 

and adequate types  o f  ins trum en ts  have not been developed to  

a s s e s s  the  m odel 's  c o n s t r u c t s .  Often job  ta sk  measures were 

designed f o r  b lue  c o l l a r  work s e t t i n g s ,  and do n o t  t r a n s l a t e  very 

well to  w hite  c o l l a r  work s e t t in g s  o r  in form ation  technology work 

environm ents.

In a d d i t io n ,  Roberts and Glick (1981) expressed  a major 

concern about the  core  ta sk  c h a r a c t e r i s t i c s  o f  Hackman and 

Oldham's model, v a r i e ty ,  autonomy, i d e n t i t y ,  feedback, and ta sk  

s ig n i f ic a n c e ,  s ince  th ese  c h a r a c t e r i s t i c s  were based on job  

c l a s s i f i c a t i o n s  from o rg a n iz a t io n a l  documents having unknown
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v a l i d i t y .  Hackman and Oldham, moreover, reduced t h e i r  co re  ta sk  

c h a r a c t e r i s t i c s  in to  a s in g le  M otivating P o te n t ia l  Score (MPS) 

t h a t  cou ld  be r e l a t i v e l y  high d e sp i te  low p o s i t iv e  va lues  on one 

o r  more o f  th e  f iv e  job  dimensions (Roberts & G lick , 1981). To 

f u r t h e r  com plicate  the  problem, Hackman and Oldham used only the  

top and bottom t h i r d  o f  t h e i r  data  sample f o r  v a r ious  s t a t i s t i c a l  

a n a ly s i s  on a l l  jo b  c h a r a c t e r i s t i c  measures. The e l im in a t io n  o f  

da ta  i s  a p p ro p r ia te  f o r  ex p lo ra to ry  a n a ly s is  b u t  may reduce the  

a b i l i t y  to  g e n e ra l iz e  f in d in g s  and the  a b i l i t y  to  r e p l i c a t e  

f in d in g s  in  fu tu re  s tu d ie s  (Roberts & G lick , 1981).

Because o f  th e se  c r i t i c i s m s ,  re s e a rc h e rs  f req u e n tly  

s u b s t i t u t e  v a rio u s  job  ta sk s  fo r  the  co re  job  dimensions used by 

Hackman and Oldham. For in s ta n c e ,  Rousseau (1978) in d ic a te s  t h a t  

ta sk  i d e n t i t y ,  ta sk  s ig n i f ic a n c e ,  autonomy, d ea ling  with o th e r s ,  

s k i l l  v a r i e ty ,  feedback from a g en ts ,  feedback from th e  jo b ,  and 

le a rn in g  were im portan t job  c h a r a c t e r i s t i c s  a f f e c t in g  employees1 

a t t i t u d e s  and behav ior . Majchrzack, C o l l in s ,  and Mandeville 

(1987) r e p o r t  t h a t  job  p r e d i c t a b i l i t y ,  jo b  autonomy, and job  

in terdependence were c h a r a c t e r i s t i c s  t h a t  a f f e c t  computer- 

a s s i s t e d  design  implementation in  the  work p la c e .  Some au th o rs  

have concluded t h a t  in  most case s  some s o r t  o f  multidimensional 

f a c t o r  s o lu t io n  appears  to  be most a p p ro p r ia te  when analyz ing  a 

s e t  o f  job  c h a r a c t e r i s t i c  measures (Dunham, 1976; Green, 

Armenakis, Marber, & Bedeian, 1979).

A f te r  e v a lu a t in g  th e  contingency th eo ry ,  and inform ation  

p rocess ing  l i t e r a t u r e  a s  well as  va rious  job  c h a r a c t e r i s t i c s
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r e s e a rc h ,  fou r job  c h a r a c t e r i s t i c s  o r  ta s k s  were s e le c te d  fo r  the  

c u r r e n t  p r o je c t .  Four p a r t i c u l a r  job  ta sk s  have been f req u e n t ly  

c i t e d  in  o rg a n iz a t io n a l  re sea rch  l i t e r a t u r e  and were s e le c te d  fo r  

study:

1. Task a n a l y z a b i l i t y : th e  un ifo rm ity  o f  o p e ra t in g  

procedures  (Pugh, Hickson, H inings, & T urner, 1968).

2 . Task ro u t in e n e s s : th e  degree to  which a job  i s

r e p e t i t i v e  (Withey, D aft,  & Cooper, 1983).

3. S k i l l  v a r i e t y : the  degree to  which th e  job  re q u i re s

the  person to  perform d i f f e r e n t  ta sk s  and use a v a r i e ty  

o f  s k i l l s ,  a b i l i t i e s ,  and t a l e n t s  (Hackman & Oldham, 

1976).

4 . Task s ig n i f i c a n c e : the  importance o f  th e  job  (Hackman

& Oldham, 1976). In o th e r  words, does the  ta sk  have a 

s i g n i f i c a n t  impact on o th e r s  w ith in  the  o rg an iz a t io n ?

Table 1 compares job  c h a r a c t e r i s t i c s  repo rted  in  the  re sea rch  

l i t e r a t u r e  and used in  the  c u r r e n t  p r o j e c t  which shows t h a t  

v a r io u s  job  c h a r a c t e r i s t i c s  converge a t  the  o p e ra t io n a l  l e v e l .

Job c h a r a c t e r i s t i c s  design  research  re p e a te d ly  emphasized 

autonomy and feedback as  im portan t a sp e c ts  o f  work (Hackman & 

Oldham, 1976). In a d d i t io n ,  many au tho rs  submit t h a t  when 

computers a re  used to  co n tro l  workers in  the  work s e t t i n g ,  th e re  

a re  im portan t e th ic a l  ra m if ic a t io n s  ( e . g . ,  F rese ,  1987; Rice, 

1987). Thus, co m p u te r- re la ted  autonomy and excess ive  

co m p u te r- re la ted  feedback measures could  be im portan t a sp e c ts  o f  

job  ta s k s  and o rg a n iz a t io n  a p p l ic a t io n /c o n t r o l  o f  computers.
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Taking in to  c o n s id e ra t io n  the  importance o f  autonomy, feedback, 

and computer con tro l  i s s u e s ,  two co m p u te r-re la ted  job  

c h a r a c t e r i s t i c s  used in  t h i s  study were:

1. C om puter-re la ted  autonomy: the  amount o f  s e l f -

governing computer i n t e r a c t io n  an ind iv idua l has.

2. C om puter-re la ted  feedback: computerized feedback on

t r a n s a c t io n s  and e r r o r s  the  ind iv idua l makes during

computer use.

Job c h a r a c t e r i s t i c s  and v ar ious  a sp e c ts  o f  computer 

a p p l ic a t io n  have been in v e s t ig a te d  p re v io u s ly .  One study showed 

t h a t  s p e c i f i c i t y  o f  ta sk  was in c reased  during computer use; t h a t  

i s ,  u se rs  had l e s s  freedom in  choosing language, symbols, 

androu tineness  because th e  computer re q u ire d  an i n f l e x ib l e  format. 

However, these  same u se r s  perceived  more ta sk  v a r ie ty  in  t h e i r  

jo b s  (Robey, 1979). In a n o th e r  s tudy , very few managers thought 

t h a t  com puter-users  work a t  a lower s k i l l  l e v e l ,  had l e s s  s k i l l  

v a r i e ty ,  o r  rece iv ed  l e s s  feedback than they  had befo re  t h e i r  

computer systems were in troduced  in th e  o f f i c e  (Gutek, Bikson, & 

Mankin, 1984). S tasz  (1986) rep o r te d  t h a t  s k i l l  v a r i e ty ,  ta sk  

feedback, ta sk  pace, and job  r e l a t e d  s t r e s s  can a f f e c t  work groups 

use o f  computers. Task a n a l y z a b i l i t y ' s  r e l a t i o n  to  channel 

s e le c t io n  o f  computer-mediated communication has been eva lua ted  

(Rice e t  a l . ,  1989).

In th e  c u r r e n t  s tudy , I ev a lua ted  s ix  hypotheses which 

explored  the  r e la t io n s h ip  among computer-mediated communication 

p a t t e r n s  and s ix  job ta s k s :  ta sk  a n a ly z a b i l i t y ,  ta sk  ro u t in e n e ss ,
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v a r ie ty  o f  s k i l l ,  s ig n i f ic a n c e  o f  t a s k ,  co m pu te r-re la ted  autonomy, 

and co m p u te r-re la ted  feedback. During hypotheses g e n e ra t io n ,  

c h a r a c t e r i s t i c s  o f  both job  ta s k s  and computer-mediated 

c h a r a c t e r i s t i c s  were co n s id e red . I t  i s  conce ivab le  t h a t  work 

groups with more ta sk  a n a ly z a b i l i t y  and more ta sk  ro u tin en ess  

could  r e f l e c t  a work environment more s t ru c tu re d  and perhaps more 

d e f in ed .  In a d d i t io n ,  more co m p u te r-re la ted  t r a n s a c t io n  feedback 

and co m p u te r- re la ted  e r r o r  feedback could a lso  be hallm arks o f  a 

narrowly defined  ta sk  environment.

On the  o th e r  hand work groups with more s k i l l  v a r i e ty  and 

more co m p u te r- re la ted  autonomy could  r e f l e c t  a l e s s  confined  ta sk  

s t r u c tu r e .  Furthermore, i t  i s  p o s s ib le  t h a t  work groups which 

have more s k i l l  v a r i e ty  and co m p u te r-re la ted  autonomy a re  more 

valued  so such work groups r e p o r t  more ta sk  s ig n i f ic a n c e .  Hence, 

i t  i s  p o s s ib le  t h a t  s im i la r  job  ta s k s ,  i . e .  co m p u te r-re la ted  

t r a n s a c t io n  feedback and co m p u te r- re la ted  e r r o r  feedback, 

dem onstrate  s im i la r  computer-mediated communication p a t t e r n s .  In 

summary, c o n s id e ra t io n s  o f  how job  ta sk  could be r e la te d  to  

computer-mediated communication were c a r e f u l ly  pondered during 

hyp o th es is  g en e ra t io n .

Computer-Mediated Communication

The re sea rch  l i t e r a t u r e  on communication i s  r i c h .  The term 

"communication" i s  f r e e ly  used and everyone seems to  know what 

communication i s  b u t d e f in in g  communication has been a problem.

Most d e f in i t i o n s  o f  communication in  o rg an iz a t io n a l  behavior 

l i t e r a t u r e  s t r e s s  the  use o f  symbols to  t r a n s f e r  the  meaning o f
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in fo rm ation  (K elly , 1974). Although e f f e c t i v e  communication i s  a 

b as ic  p r e r e q u i s i t e  f o r  the  a t ta in m en t  o f  o rg a n iz a t io n a l  g o a ls ,  i t  

remains one o f  th e  l a r g e s t  problems fac ing  o rg a n iz a t io n s  today 

(Katz & Kahn, 1978).

Computer systems have re v o lu t io n iz e d  fu n c tio n a l  p rocesses  in 

o rg a n iz a t io n s  (P o r te r  & M il le r ,  1985). For example, companies now 

have computerized remote te rm in a ls  to  a s s i s t  t h e i r  s a le sp eo p le ,  

automated o rd e r  p ro ce ss in g ,  te le m ark e t in g ,  and computerized 

f l e x i b l e  m anufacturing (P o r te r  & M i l la r ,  1985). The new 

communication te ch n o lo g ies  w ill  l i k e l y  have a major e f f e c t  on work 

and o rg a n iz a t io n s  (G a lb ra i th ,  1974). Indeed, G a lb ra i th  (1977) 

a rgues  t h a t  computer communication can p lay  a s i g n i f i c a n t  ro le  in 

v a rio u s  o rg an iza tio n a l  a re a s ,  inc lud ing  ta sk  s t r u c tu r e .  Thus, 

computer communication i s  paramount in co o rd in a t in g  o rg a n iz a t io n s  

(G a lb ra i th ,  1974; P o r te r  & M il la r ,  1985).

As o rg a n iz a t io n s '  computer networks p r o l i f e r a t e ,  computer- 

mediated communication may become a mainstay o f  o rg an iz a t io n a l  

communication (S ieg e l ,  Dubrovsky, K ie s le r ,  & McGuire, 1986).

Thus, i t  i s  s e n s ib le  to  stu4y the  behavioral and socia l 

im p l ic a t io n s  o f  using computer-mediated communication. According 

to  S ie g e l ,  Dubrovsky, K ie s le r ,  and McGuire, re sea rch  on the  

behav io ra l and so c ia l  e f f e c t s  o f  computers fo r  communication f a l l s  

in to  four c a te g o r ie s :  technology assessm ent, tech n ica l

c a p a b i l i t i e s  s tu d ie s ,  so c ia l  psychologica l s tu d ie s ,  and 

o rg a n iz a t io n a l  s tu d ie s .  Technical assessm ent s tu d ie s  have 

in v e s t ig a te d  the  p o te n t ia l  impact computer networks have on
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so c ie ty  and so c ia l  i n s t i t u t i o n s  (H il tz  & T u ro ff ,  1978; L an cas te r ,  

1978). Technical c a p a b i l i t i e s  s tu d ie s  have examined the  

c h a r a c t e r i s t i c s  o f  communication as  a fu n c tio n  o f  network softw are 

v a r ia b le s  (Thomas & C a r r o l l ,  1981; T u ro ff ,  1982). Social 

p sychologica l s tu d ie s  in v e s t ig a te  such is su e s  a s  th e  soc ia l  

c o n te x t  in  which people communicate and th e  e f f e c t s  o f  

computer-mediated communication on in te rp e rso n a l  r e l a t io n s h ip s  

(F rese ,  1987; W illiam s, 1975). O rganizational s tu d ie s  have 

examined computer-mediated communication on jo b s ,  job  

performance, and managerial fu nc tion ing  ( C h r i s t i e ,  1981; Zuboff, 

1982).

The p re s e n t  p r o j e c t ,  an examination o f  the  c h a r a c t e r i s t i c s  o f  

computer-mediated communication in  work groups, f a l l s  in to  the  

fo u r th  ca teg o ry  o f  o rg an iz a t io n a l  s tu d ie s .  Although the  v i r t u e s  

o f  computer-mediated communication fo r  o rg a n iz a t io n s  have been 

to u te d  by many (Culnan & Markus; 1987; Seigal e t  a l . ,  1986), 

computer-mediated communication has not reached i t s  fu l l  p o te n t ia l  

w ith in  o rg a n iz a t io n s .  O rgan iza tions  o f te n  have n o t in te g ra te d  

t h e i r  computer systems in to  e f f e c t i v e  telecommunication networks 

(Laudon, 1986). Since l i t t l e  i s  known as  y e t  about how groups and 

o rg a n iz a t io n s  use computer-mediated communication in  the  work 

p la c e ,  t h i s  c u r r e n t  study sought to  determine i f  va r ious  

components o f  work ta sk  s t r u c tu r e  a re  r e l a t e d  to  c h a r a c t e r i s t i c s  

o f  computer-mediated communication in  o rg a n iz a t io n s .

The communication c h a r a c t e r i s t i c s  s e le c te d  f o r  e v a lu a t io n  in 

t h i s  c u r r e n t  p r o j e c t  were conventional communication themes
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observed in  o rg an iz a t io n a l  l i t e r a t u r e .  However, these  

communication c h a r a c t e r i s t i c  have no t been adequate ly  exp lored  in 

th e  c o n te x t  o f  computer-mediated communication a t  th e  work group 

l e v e l .  The computer-mediated communication c h a r a c t e r i s t i c s  

addressed  in  t h i s  c u r r e n t  s tudy involved intracompany and 

extracompany communication, communication network c o n n e c t iv i ty ,  

whether o r  no t management re c e iv e s  communication feedback, 

s o c i a l - r e l a t e d  communication u se , w ork -re la ted  communication use, 

and s a t i s f a c t i o n  with communication.

Intracompany and extracompany computer-mediated 

communication. To unders tand  an o rg an iza t io n a l  communication 

system, i t  i s  im portan t to  co n s id e r  the  in f lu en ce  o f  both in te rn a l  

and ex te rn a l  o rg a n iz a t io n a l  f a c to r s  (More & L a ird ,  1985). This i s  

l a r g e ly  because o rg a n iz a t io n s ,  l i k e  in d iv id u a ls ,  a re  no t i s o la t e d  

e n t i t i e s  in  socia l s t r u c tu r e s  (More & L a ird ,  1985). Open systems 

theo ry  s t r e s s e s  the  importance o f  ex te rna l o rg a n iza tio n a l  

communication (Katz & Kahn, 1978; Kreps, 1986). As Weick (1979) 

in d i c a t e s ,  r e le v a n t  o rg a n iz a t io n a l  environments can be 

co n cep tu a lized  a s  in fo rm ation  environments in  t h a t  the  re le v a n t  

environments provide o rg a n iz a t io n a l  members with im portan t 

in form ation  to  p ro c e ss .  Indeed, Bacharach and Aiken (1980) 

sugges t boundary spanning does a f f e c t  communication p a t t e r n s  o f  

managers.

A computer-mediated communication system i s  a s e r i e s  o f  

c i r c u i t s  formed by computers l in k e d  to g e th e r .  Computer-mediated 

communication systems may include numerous o rg a n iz a t io n s ,  o r
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embrace only one o rg a n iz a t io n ,  be r e s t r i c t e d  to  a major p o r t io n  o f  

an o rg a n iz a t io n ,  o r  involve  only a small u n i t  w ith in  an 

o rg a n iz a t io n .  According to  Rice (1987), a t  th e  in te ro rg a n iz a t io n  

lev e l  computer-mediated communication systems can in c re ase  the  

c a p a b i l i t i e s  and d iv e r s i t y  o f  o rg an iza tio n a l  fu n c tio n s  by 

ex tend ing  o rg a n iza tio n a l  boundaries . Moreover, a t  the 

in t r a o rg a n iz a t io n a l  l e v e l ,  computer-mediated communication systems 

s ig n i f i c a n t l y  in c re ase  th e  amount and d iv e r s i t y  o f  communication 

l in k a g e s .  Computer-mediated communication systems have 

complemented no t only v e r t i c a l  and redundant communication among 

o rg a n iz a t io n  members b u t  a l s o  h o rizo n ta l  communication and 

c o o rd in a t io n .  Computer-mediated communication systems have been 

shown to  improve many a sp e c ts  o f  o rg an iza tio n a l  in form ation  

p ro cess in g  (R ice, 1987).

Since computer-mediated communication systems can in f luence  

o rg a n iz a t io n a l  communication, c o o rd in a t io n ,  and in form ation  

p ro ce ss in g ,  i t  seems lo g ic a l  t h a t  intracompany and extracompany 

computer-mediated communication i s  an im portan t f a c to r  o f  

in form ation  technology. Computerized p roduc t o rd e r in g  systems, 

which e l im in a te  a s a le s  person v e rb a l ly  p lac in g  an o rd e r  with a 

warehouse c l e r k ,  a re  examples o f  how computer-mediated 

communication in f lu en c es  o rg a n iz a t io n  communication, co o rd in a t io n ,  

and in form ation  p ro cess in g . In a d d i t io n ,  in fo rm ation  p rocess ing  

th e o ry ,  which im plies  t h a t  t a s k s  a re  r e l a t e d  to  in form ation  

technology, suggests  i t  i s  p o s s ib le  t h a t  the  intracompany and 

extracompany computer-mediated communication system i s  r e l a t e d  to
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v ario u s  job ta s k s .  I t  i s  conce ivab le  t h a t  ta sk  environments with 

more s k i l l  v a r i e ty  need more inform ation  in  o rd e r  to  produce 

o u tp u t .  Hence, computer-mediated communication in s id e  and o u ts id e  

th e  company could  enhance ta sk  environments high in  s k i l l  v a r i e ty .  

L ikewise, ta sk  environments with more ta sk  s ig n if ic a n c e  and 

c o m p u te r- re la ted  autonomy could  re q u ire  more inform ation  to  

m ain ta in  t h e i r  valued s t a t u s  and autonomy. Thus, computer- 

mediated communication could  be a va luab le  tool f o r  g a th er in g  

in fo rm ation .

On the  o th e r  hand, work groups with more ta sk  a n a ly z a b i l i t y ,  

ro u t in e n e ss ,  co m p u te r- re la ted  t r a n s a c t io n  feedback, and computer- 

r e l a t e d  e r r o r  feedback p o ss ib ly  could have job  designs  so narrowly 

focused t h a t  an in c rease  in  in form ation  q u a n t i ty  o r  q u a l i ty  could  

d i s r u p t  the  ta sk  system. Consequently, computer-mediated 

communication would no t be d e s ired  in  th e se  types o f  ta sk  

environments.

H1A: At the  work group l e v e l ,  more s k i l l  v a r i e ty ,  ta sk  
s ig n i f ic a n c e ,  and co m p u te r-re la ted  autonomy w il l  be each 
a s s o c ia te d  with more intracompany computer-mediated 
communication. More ta sk  a n a ly z a b i l i ty ,  ta sk  ro u t in e n e ss ,  
co m p u te r-re la ted  t r a n s a c t io n  feedback, and 
co m p u te r-re la ted  e r r o r  w ill  be each a s so c ia te d  with l e s s  
intracompany computer-mediated communication.

H1B: At the  work group l e v e l ,  more s k i l l  v a r i e ty ,  ta sk  
s ig n i f ic a n c e ,  and co m p u te r- re la ted  autonomy w il l  be each 
l in k e d  to  more extracompany use o f  computer-mediated 
communication, whereas, more ta sk  a n a ly z a b i l i t y ,  ta sk  
ro u t in e n e ss ,  co m p u te r- re la ted  t r a n s a c t io n  feedback, 
co m p u te r- re la ted  e r r o r  w ill  be each a s so c ia te d  with l e s s  
extracompany computer-mediated communication.

Computer-mediated communication network c o n n e c t iv i ty .

Communication networks a re  re g u la r  p a t te r n s  o r  pathways o f  who
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coranunicates w ith  whom (More & L a ird ,  1985). Computer networks in 

o rg a n iz a t io n s  a re  im portan t components o f  o rg an iza tio n a l  

communication because they provide  an i n f r a s t r u c tu r e  fo r  

communication (More & L a ird ,  1985). In o th e r  words, the  more 

l in k a g e s  in  a computer the  more p o s s i b i l i t i e s  e x i s t  fo r  

communication. A computer system t h a t  l i n k s  a l l  hardware 

components in  an o rg a n iz a t io n ,  fo r  example, has mere p o te n t ia l  fo r  

computer-mediated communication than a computer system which can 

l in k  only  a few components. Computer-mediated c o n n e c t iv i ty  i s  

de f ined  a s  the  degree which computer hardware components can be 

l in k e d  to g e th e r ,  th u s ,  c r e a t in g  computer networks which make 

computer-mediated communication p o s s ib le .  The way a group 

s t r u c tu r e s  i t s  networks w il l  determ ine the  ease  and a v a i l a b i l i t y  

w ith  which members can t r a n s m i t  in form ation  (Robbins, 1979).

As with a l l  o th e r  o rg an iz a t io n a l  s t r u c tu r e s ,  some forms o f  

networks seem to  handle communications more e f f e c t i v e l y  and 

e f f i c i e n t l y  than o th e rs  (Wenburg & Wilmont, 1973). Authors r e p o r t  

t h a t  a l l -c h an n e l  communication networks (everyone in te rco n n ec ted  

with everyone e l s e ,  o r  maximum c o n n e c t iv i ty ) ,  a re  su p e r io r  to  l e s s  

well connected communication networks (Huse & Bowditch, 1977;

Wenburg & Wilmont, 1973). Thus, computer c o n n e c t iv i ty ,  the  degree 

to  which computer hardware components can be l in k ed  to g e th e r ,  i s  

an im portan t f a c to r  in c r e a t in g  networks and communication 

c a p a b i l i t i e s  v ia  computers.

Huse and Bowditch (1977) r e p o r t  t h a t  the  a l l -ch an n e l  

communication network which inc lude  a l l  members o f  th e  group i s
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s u p e r io r  over an incomplete channel network which does no t inc lude  

a l l  members o f  the  group. Inform ational speed i s  f a s t  in  the  

a l l -c h a n n e l  network because a l l  the  members o f  the  group rece iv e  

in fo rm ation  as  qu ick ly  as  p o s s ib le .  Hence, the  a l l-ch an n e l  

network tends  to  s t a b i l i z e  the  o rg a n iz a t io n .  However, 

communication d i s t o r t i o n  i s  high in a l l -c h an n e l  networks due to  

m u l t ip le  in p u ts  (Huse & Bowditch, 1977). P o s i t iv e  a sp ec ts  

c o n t r ib u t in g  to  the  success o f  th e  a l l -c h a n n e l  communication 

network i s  t h a t  i t  tends c o n s i s t e n t ly  to  produce the  b e s t  

d e c is io n s  and u se r  s a t i s f a c t i o n  i s  ex trem ely  high (Wenburg &

Wilmont, 1973). According to  Wenburg and Wilmont, one reason why 

the  a l l -c h a n n e l  network may develop in  c o n t r a s t  to  ano ther  network 

form i s  because o f  ta s k ;  t h a t  i s ,  in form ation  needs o f  an 

in d iv id u a l  (o r  group) c e n te r  around ta sk  requ irem en ts . In 

a d d i t io n  to  conventional communication l i t e r a t u r e ,  Long (1983) 

suggested  t h a t  w ith in  a company in c rease s  in  computer hardware 

c o n n e c t iv i ty  can in c re ase  managers communication with employees.

Long p o in ts  o u t t h a t  network c o n n e c t iv i ty  o f  computer hardware i s  

r e l a t e d  to  job  ta sk  c h a r a c t e r i s t i c s .

Since communication networks may be r e l a t e d  to  job  ta sk s  l i k e  

a n a ly z a b i l i t y ,  and ro u t in e s s  (Wenburg & Wilmont, 1973) and the 

f a c t  t h a t  networks a re  im portan t in o rg an iz a t io n a l  communication 

(More & L a ird ,  1985), i t  i s  reasonab le  to  assume computer 

c o n n e c t iv i ty  i s  an e s s e n t i a l  component o f  inform ation  technology. 

Hence, accord ing  to  in form ation  p rocess ing  th e o ry ,  computer 

c o n n e c t iv i ty  could be r e l a t e d  to  job  ta s k s .  I t  i s  p o s s ib le  t h a t
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work groups w ith more s k i l l  v a r i e ty ,  ta sk  s ig n i f ic a n c e  and

co m p u te r - re la te d  autononjy could re q u ire  more in form ation  in  o rder

to  produce o u tp u t .  Computer-mediated communication could enhance

th e se  ty p es  o f  work groups. Computer-mediated communication

c o n n e c t iv i ty  could  be im portan t in  such ta sk  environm ents.

C onverse ly , work groups with more ta sk  a n a ly z a b i l i t y ,  ro u t in e n e ss ,

co m p u te r - re la te d  t r a n s a c t io n  feedback, and co m p u te r- re la ted  e r r o r

feedback work p rocesses  could  be so narrowly focused t h a t

in c re a se d  in form ation  could  d i s r u p t  th e  ta sk  system.

Computer-mediated communication, th e r e f o r e ,  would not be d e s ired

in  th e se  work groups.

H2: At th e  work group l e v e l ,  more s k i l l  v a r i e t y ,  ta sk
s ig n i f ic a n c e ,  and co m p u te r- re la ted  autonomy w ill  be each 
r e l a t e d  to  more computer-mediated communication network 
c o n n e c t iv i ty .  More ta sk  a n a l y z a b i l i t y ,  ta sk  ro u t in e n e ss ,  
c o m p u te r-re la ted  t r a n s a c t io n  feedback, and computer 
r e l a t e d  e r r o r  w ill  be each a s s o c ia te d  with l e s s  
computer-mediated communication network c o n n e c t iv i ty .

Whether o r  no t management r e c e iv e s  computer-mediated

communication feedback. D espite  wide usage o f  th e  feedback

co n cep t ,  th e re  i s  l i t t l e  consensus on the  d e f i n i t i o n  o f  feedback,

e i t h e r  in s id e  o r  o u ts id e  o f  o rg an iz a t io n a l  s tu d ie s  (C u se lla ,

1988). According to  C usella  (1988), a general d e f in i t i o n  o f

feedback i s  messages conveyed to  r e c e iv e r s  about t h e i r  ta sk

perform ance. Furthermore, communication feedback can vary from

immediate f ix e d  response o f  acknowledgement and acceptance  o f  the

i n i t i a l  message to  r e p o r t s  o f  i t s  inadequacy and a ttem p ts  to  a l t e r

i t s  c h a r a c te r .  Feedback i s  an im portan t f e a tu re  o f  communication
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because w ithou t feedback, communication lo s e s  much o f  i t s  s te e r in g  

c a p a c i ty  (Wiener, 1956).

Feedback i s  c e n tr a l  to  our understanding o f  o rg an iz a t io n a l  

behav io r in  general and o f  o rg an iza tio n a l  communication 

s p e c i f i c a l l y  (C u se lla ,  1980). As a consequence, i t  should be o f  

l i t t l e  s u rp r i s e  t h a t  feedback i s  a widely used concep t in  

management d ec is io n  making, planned o rg an iza tio n a l  change, 

management c o n t r o l , o rg an iza tio n a l  design , t r a i n i n g ,  performance 

a p p r a i s a l ,  m o tiv a tio n ,  and o rg an iza t io n  communication (C u se lla ,  

1988). In a d d i t io n ,  computer-mediated communication feedback in 

o rg a n iz a t io n s  i s  becoming in c re a s in g ly  im portan t (C u se lla ,  1988).

Considering t h a t  communication feedback i s  paramount fo r  

management's d e c is io n  making p rocess  and o rg an iz a t io n a l  design  and 

communication p ro c e ss ,  as  well a s  the  growing importance o f  

computer-mediated communication, i t  i s  probable t h a t  computer- 

mediated communication feedback to  management i s  a s ig n i f i c a n t  

component o f  in form ation  technology in o rg a n iz a t io n s .  Hence, 

c o n s i s t e n t  with in form ation  process ing  th eo ry ,  i t  i s  p o s s ib le  t h a t  

jo b  ta s k s  a re  l in k e d  with management recep t io n  o f  computer 

g enera ted  feedback. S p e c i f i c a l ly ,  ta sk  environments with more 

ta sk  a n a ly z a b i l i t y ,  ta sk  ro u t in e n e ss ,  co m p u te r-re la ted  t r a n s a c t io n  

feedback, and co m p u te r-re la ted  e r r o r  feedback could  be conducive 

to  c lo se  r e g u la t io n  by management because the  job  ta sk s  a re  

narrowly de fined . A work group o f  bank t e l l e r s ,  f o r  example, 

could  have h igh ly  a n a ly zab le ,  ro u t in e  ta sk  s t r u c tu r e  which would 

demand extrem ely ex ten s iv e  co m pu te r-re la ted  t r a n s a c t io n s  and
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co m p u te r-re la ted  e r r o r  feedback. In such work groups, computer

genera ted  feedback used by management could  be expected . On the

o th e r  hand, work groups with more s k i l l  v a r i e ty ,  ta sk  s ig n if ic a n c e

and co m p u te r-re la ted  autonomy could have such v a r ie d  ta sk

s t r u c tu r e  t h a t  ex ten s iv e  management feedback by computer could be

d i f f i c u l t  o r  in a p p ro p r ia te .

H3A: At the  work group l e v e l ,  more ta sk  a n a ly z a b i l i ty ,  
ta sk  ro u t in e n e ss ,  co m p u te r-re la ted  t r a n s a c t io n  feedback, 
and co m p u te r- re la ted  e r r o r  feedback w ill  be each l in k ed  
to  more use by management o f  computer-mediated 
communication feedback on the  in d iv id u a l ' s  performance.
On the  c o n t ra ry ,  more s k i l l  v a r i e ty ,  ta sk  s ig n i f ic a n c e ,  
and co m p u te r- re la ted  autonomy w il l  be each r e l a t e d  with 
l e s s  use by management o f  computer-mediated communication 
feedback on the  in d iv id u a l ' s  performance.

H3B: At the  work group l e v e l ,  more ta sk  a n a ly z a b i l i ty ,  
ta sk  ro u t in e n e ss ,  co m p u te r-re la ted  t r a n s a c t io n  feedback, 
and co m p u te r- re la ted  e r r o r  feedback w ill  be each r e la te d  
to  more use o f  management's computer-mediated 
communication feedback on the  work g ro u p 's  p ro d u c t iv i ty .
More s k i l l  v a r i e t y ,  ta sk  s ig n i f ic a n c e ,  and computer- 
r e l a t e d  autonomy w ill  be each r e l a t e d  with l e s s  use by 
management o f  computer-mediated communication feedback on 
th e  work g ro u p 's  p ro d u c t iv i ty .

S o c ia l - r e l a t e d  and w ork -re la ted  computer-mediated

communication. Is  computer-mediated communication s o c i a l - r e l a t e d

o r  only w ork -re la ted?  S o c ia l - r e la te d  computer-mediated

communication invo lves  communicating by computer, in form ation

whose c o n te n t  i s  emotional and /o r  conducive to  f r i e n d l i n e s s ,

companionship, o r  p le a s a n t  coopera tive  r e l a t i o n s ;  w o rk -re la ted

computer-mediated communication invo lves  communicating by computer

in form ation  whose c o n te n t  i s  connected to  job  a c t i v i t i e s  o r

d u t ie s .
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Rice and Love (1987) r e p o r t  t h a t  approxim ately  30 p e rc en t  o f  

th e  c o n te n t  o f  va rious  t r a n s c r i p t s  o f  pu b lic  and o rg an iza tio n a l  

computer-mediated communication comprises so c ia l  and emotional 

in fo rm atio n . Several f a c to r s  l i k e  f i l t e r i n g  o f  nonverbal cues 

(K ie s le r ,  S ie g e l ,  & McGuire, 1984) and in c reased  c o n n e c t iv i ty  

(R ice, 1987) may enhance s o c i a l - r e l a t e d  computer-mediated 

communication.

In a d d i t io n ,  some au th o rs  would argue t h a t  both s o c i a l - 

r e l a t e d  and w o rk -re la ted  computer-mediated communication i s  

a s s o c ia te d  to  job  ta sk s  (Daft & Lengel, 1984; D aft & Macintosh, 

1981). For example, Daft and Macintosh (1981) rep o r ted  t h a t  the  

amount o f  computer p rocess ing  in c reased  with both task  

a n a ly z a b i l i t y  and ta sk  v a r ie ty .  Furthermore, D aft and Lengel 

(1984) would argue t h a t  both s o c i a l - r e l a t e d  and w ork -re la ted  

computer-mediated communication was dependent on th e  degree o f  

ta sk  a n a ly z a b i l i ty  and on ta sk  u n c e r ta in ty .  I f  ta sk  a n a ly z a b i l i ty  

and ta sk  v a r ie ty  were r e l a t e d  to  in form ation  p ro cess in g ,  i t  i s  

p o s s ib le  t h a t  o th e r  job ta sk s  a re  a l s o  r e l a t e d  to  both 

s o c i a l - r e l a t e d  and w ork -re la ted  computer-mediated communication.

I t  i s  p o s s ib le  t h a t  ta sk  environments with more s k i l l  

v a r i e ty ,  ta sk  s ig n i f ic a n c e  and co m p u te r-re la ted  autonomy could 

have a need f o r  more socia l and w o rk -re la ted  communication because 

o f  a more complex ta sk  s t r u c tu r e .  One example o f  such a complex 

ta sk  environment could  be a marketing work group which has to  

co o rd in a te  inform ation  from data  p ro cess in g  on marketing 

s t a t i s t i c s ,  in form ation  from s a le s  on the  c u r r e n t  s a le s  s t a tu s  o f
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p ro d u c ts ,  inform ation  from resea rch  and development on products  

p o s s ib le  to  produce, e t c .  Due to  the  need to  co o rd in a te  

in fo rm ation  from d i f f e r e n t  sou rces , work groups with more s k i l l  

v a r i e ty ,  ta sk  s ig n if ic a n c e  and co m p u te r-re la ted  autonomy could be 

expected  to  use socia l and w o rk -re la ted  computer-mediated 

communication.

However, more c o n s tra in e d  work environments inc lud ing  more

a n a ly z a b i l i t y ,  ro u t in e n e ss ,  co m p u te r-re la ted  t r a n s a c t io n  feedback,

and co m p u te r- re la ted  e r r o r  feedback could  have such s p e c ia l iz e d

computer fu n c tio n s  t h a t  so c ia l  o r  even w o rk -re la ted  communication

by computer could be im possib le . A hotel management o f f i c e  i s  a

good example o f  a work group with such a c o n s tra in e d  ta sk

environment. The hote l management o f f i c e  could  employ a

s o p h is t i c a te d  computerized re s e rv a t io n  system which could  no t be

used f o r  so c ia l  o r  o th e r  w o rk -re la ted  communication.

H4A: At the  work group l e v e l ,  more s k i l l  v a r i e ty ,  ta sk
s ig n i f ic a n c e ,  and co m p u te r-re la ted  autonomy w il l  be each 
r e l a t e d  to  more s o c i a l - r e l a t e d  computer-mediated 
communication. More ta sk  a n a ly z a b i l i t y ,  ro u t in e n e ss ,  
co m p u te r- re la ted  t r a n s a c t io n  feedback, and computer- 
r e l a t e d  e r r o r  feedback w il l  be each l in k ed  to  l e s s  
s o c i a l - r e l a t e d  computer-mediated communication.

H4B: At the  work group l e v e l ,  more s k i l l  v a r i e ty ,  ta sk
s ig n i f ic a n c e ,  and co m p u te r-re la ted  autonomy w il l  be each 
r e l a t e d  to  more w o rk -re la ted  computer-mediated 
communication. On th e  o th e r  hand, more ta sk  
a n a ly z a b i l i t y ,  ta sk  ro u t in e n e ss ,  co m pu te r-re la ted  
t r a n s a c t io n  feedback, and co m pu te r-re la ted  e r r o r  feedback 
w il l  be each a s so c ia te d  with l e s s  w o rk -re la ted  computer 
mediated communication.

S a t i s f a c t i o n  with computer-mediated communication.

V i r tu a l ly  every f i e l d  study has found new and inc reased
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communication among in d iv id u a ls  who use e l e c t r o n ic  media (Culnan &

Markus, 1987). Does an in c rease  in communication among

in d iv id u a ls  who use e l e c t r o n i c  media imply t h a t  more and more

u se r s  a re  s a t i s f i e d  w ith  computer-mediated communication? Rice

(1987) r e p o r t s  numerous f a c to r s  a s s o c ia te d  with s a t i s f a c t i o n  with

computer-mediated communication in c lu d in g  ta sk  ro u t in e n e ss ,  ta sk

u n c e r ta in ty ,  e q u iv o c a l i ty ,  and knowledge o f  work p r e d i c t a b i l i t y .

Consequently , o th e r  job  ta s k s  may be r e l a t e d  to  s a t i s f a c t i o n  o f

computer-mediated communication.

Complex work environments inc lud ing  high s k i l l  v a r i e ty ,  ta sk

s ig n i f ic a n c e ,  and co m p u te r- re la ted  autonomy could  need more

in fo rm atio n .  Then work groups with such complex ta sk  environments

could  be more s a t i s f i e d  with computer-mediated communication

because computer-mediated communication cou ld  supply an ad d i t io n a l

mode fo r  in form ation  g a th e r in g .  On the  o th e r  hand, an in c rease  o f

in fo rm ation  could  be d is ru p t iv e  to  work groups with more task

a n a ly z a b le ,  ro u t in e n e s s ,  co m p u te r-re la ted  t r a n s a c t io n  and

c o m p u te r - re la te d  e r r o r  feedback. Hence, such work groups could

r e j e c t  computer-mediated communication.

H5: At th e  work group l e v e l ,  more s k i l l  v a r i e ty ,  ta sk
s ig n i f ic a n c e  and co m p u te r-re la ted  autonomy w ill  be each 
r e l a t e d  to  more s a t i s f a c t i o n  with computer-mediated 
communication. At th e  work group l e v e l ,  more ta sk  
a n a l y z a b i l i t y ,  ta sk  ro u t in e n e ss ,  co m p u te r- re la ted  
t r a n s a c t io n  feedback, and co m p u te r- re la ted  e r r o r  feedback 
w il l  be each a s s o c ia te d  with l e s s  s a t i s f a c t i o n  o f  
computer-mediated communication.
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Job Tasks P re d ic t io n  o f

Computer-Mediated Communication

In concordance with inform ation  p rocess ing  th eo ry ,  i t  i s

p o s s ib le  t h a t  c e r t a in  job  ta sk s  a re  r e l a t e d  to  p a r t i c u l a r

computer-mediated communication c h a r a c t e r i s t i c s .  I f  indeed ta sk s

a re  r e l a t e d  to  computer communication, then i t  i s  reasonable  to

b e l ie v e  t h a t  job  ta sk s  could account f o r  v a r ian ce  in  c e r t a in

computer mediated communication c h a r a c t e r i s t i c s .

H6: At the  work group l e v e l ,  th e  s e t  o f  seven job
c h a r a c t e r i s t i c s  ( ta sk  a n a ly z a b i l i t y ,  ta sk  ro u t in e s s ,  
s k i l l  v a r i e ty ,  ta sk  s ig n i f ic a n c e ,  co m p u te r- re la ted  
autonomy, computer r e l a t e d  t r a n s a c t io n  feedback and 
co m p u te r- re la ted  feedback) can s t a t i s t i c a l l y  p r e d ic t  each 
o f  th e  sep a ra te  computer-mediated communication 
c h a r a c t e r i s t i c s ,  i n t r a  and extra-company communication, 
communication network c o n n e c t iv i ty ,  whether o r  not 
management re c e iv e s  communication feedback, s o c ia l - 
r e l a t e d  communication use , w o rk -re la ted  communication use 
and s a t i s f a c t i o n  w ith communication.

Summary o f  Hypotheses 

I t  i s  expected  t h a t  more s k i l l  v a r i e t y ,  ta sk  s ig n i f ic a n c e ,  

and co m p u te r- re la ted  autonomy w il l  be a s s o c ia te d  with more 

intracompany and extracompany communication, communication network 

c o n n e c t iv i ty ,  s o c i a l - r e l a t e d  communication u se , w o rk -re la ted  

communication use , as well as s a t i s f a c t i o n  with communication. On 

th e  c o n t r a r y ,  more s k i l l  v a r i e ty ,  ta sk  s ig n i f ic a n c e ,  and 

co m p u te r - re la te d  autonomy w ill  be each r e l a t e d  with l e s s  use by 

management o f  communication feedback. In a d d i t io n ,  more ta sk  

a n a ly z a b i l i t y ,  ta sk  ro u t in e n e ss ,  c o m p u te r- re la ted  t r a n s a c t io n  

feedback , and co m p u te r-re la ted  e r r o r  w ill  be a s so c ia te d  with l e s s  

intracompany and extracompany communication, communication network
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c o n n e c t iv i ty ,  s o c i a l - r e l a t e d  communication u se , w o rk -re la ted  

communication use , as  well as  s a t i s f a c t i o n  with communication.

More ta sk  a n a ly z a b i l i ty ,  ta sk  ro u t in e n e ss ,  co m pu te r-re la ted  

t r a n s a c t io n  feedback and co m p u te r-re la ted  e r r o r  w ill  be a s s o c ia te d  

with more use by management o f  communication feedback. F in a l ly ,  

th e  s e t  o f  job  ta sk s  w il l  s t a t i s t i c a l l y  p r e d ic t  each o f  the  

computer-mediated communication c h a r a c t e r i s t i c s .  A summary o f  a l l  

s ix  hypotheses and expected r e s u l t s  i s  p re sen ted  in  Table 2.
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CHAPTER II  

METHOD 

Data

The data  used in  t h i s  study were c o l le c te d  in  the  summer o f  

1988 as  p a r t  o f  a study in v e s t ig a t in g  o rg a n iz a t io n a l  s t r u c tu r a l  

contingency theo ry  and computer technology. The study was funded 

by the  National Science Foundation, Information Impact Program, 

Number IRI-8714768 and th e  P r in c ip a l  I n v e s t ig a to r  was Barbara A. 

Gutek. All 49 o rg a n iz a t io n s  inc luded  in t h i s  re sea rch  study were 

lo c a te d  in  the  Los Angeles, C a l i fo rn ia  a rea  and p a r t i c ip a t e d  on a 

v o lu n te e r  b a s i s .  Then v a rio u s  work groups w ith in  th ese  

o rg a n iz a t io n s  were co n tac ted  and again  p a r t i c ip a t e d  on a vo lu n tee r  

b a s i s .  Within the  49 o rg a n iz a t io n s ,  o f te n  more than one work 

group p a r t i c ip a t e d ,  producing a sample o f  89 work groups. From 

th e  89 d i f f e r e n t  work groups, 623 employees completed 

q u e s t io n n a ir e s .  Furthermore, one manager from each o f  th e  89 work 

groups was in te rv iew ed .

Groups were r e c r u i te d  from personal r e f e r r a l s  and s o l i c i t i n g  

a la rg e  number o f  o rg a n iz a t io n a l  managers. That i s ,  managers o f  

some work groups were aware o f  th e  resea rch  and o f fe re d  to  jo in  

th e  p r o j e c t .  In o th e r  c a s e s ,  re sea rch  members o f  the  p r o je c t  

simply co n tac ted  managers o f  v a rio u s  types  o f  o rg a n iz a t io n s  

re q u e s t in g  p r o j e c t  p a r t i c i p a t i o n .  The major advantage o f  t h i s  

n o n p ro b a b i l i ty  sampling p lan was economy o f  time and f in a n c ia l  

c o s t s .  The sample, th e r e f o r e ,  was no t random, b u t d id  inc lude a 

d iv e rse  m ixture o f  white  c o l l a r  work groups.



www.manaraa.com

36

The m a jo r i ty  o f  th e  work groups p a r t i c i p a t i n g  in the  c u r r e n t  

study were s e rv ice  o r ie n te d .  For example, a c i t y  p o l ic e  

departm ent, a c i t y  f i r e  departm ent, a h o s p i ta l  la b o ra to ry ,  

h o sp i ta l  pharm acies, accounting  o f f i c e s ,  c i t y  c h i ld re n  s e r v ic e s ,  

and l i b r a r i e s  were inc luded  in  the  work group sample. The work 

group sample a lso  encompassed c a r  d e a le rsh ip  o f f i c e s ,  marketing 

departm ents and eng ineering  departm ents as  well as resea rch  and 

development work groups. On average th e re  were ten  in d iv id u a ls  in 

each work group, o f  whom only seven re tu rn ed  t h e i r  q u e s t io n n a ire s .

By research  des ig n , approxim ately 25 p e rc e n t  o f  the  work group 

sample f e l l  in to  each o f  the  following fo u r  c a te g o r ie s :  

a d m in is t r a t iv e  (20 work g roups),  te ch n ica l  p ro fess io n a l  (23 work 

g ro u p s) ,  t e x t  p ro fe s s io n a l  (22 work g ro u p s) ,  and s e c r e t a r i a l  o r  

c l e r i c a l  o r  te ch n ica l  support (24 work g roups).

The methodology problems a s s o c ia te d  with secondary ana lyses  

l i k e  t h i s  one a re  s im i la r  to  primary a n a ly s is  problems, but 

perhaps more a cu te .  In both primary and secondary ana ly ses  the  

r e s e a rc h e r  must c a r e f u l ly  co n s id e r  da ta  s e le c t io n  v a l i d i t y  and 

r e l i a b i l i t y  problems. In t h i s  s tudy , problems o f  secondary 

a n a ly s i s  were minimized in several ways. The most im portant 

v a l i d i t y  problem u s u a l ly  a s s o c ia te d  with secondary ana ly ses  i s  the  

m i s f i t  between th e  c o l l e c t o r ' s  and u s e r ' s  i n t e r p r e t a t i o n  o f  

concep ts .  I became a member o f  th e  re sea rch  team during the  da ta  

c o l l e c t io n  s tage  so c o n c e p tu a l iz a t io n  was no t a major concern.

Since the  da ta  were c o l l e c te d  fo r  ex p lo r in g  s t r u c tu r a l  contingency 

th e o ry ,  I decreased  the  m i s f i t  o f  c o n c e p tu a l iz a t io n  by using
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in fo rm ation  p rocess ing  theory  which i s  c a te g o r iz e d  as one form o f  

s t r u c tu r a l  contingency th eo ry . In a d d i t io n ,  measures were 

c a r e f u l l y  s c r u t in iz e d  to  be c e r t a in  t h a t  they were a p p ro p r ia te  and 

psy ch o m etr ica lly  sound.

Since r e l i a b i l i t y  i s  a l s o  an im portan t concern with secondary 

a n a ly s i s ,  the  da ta  c o l l e c to r s  were well t r a in e d  and c o n sc ie n t io u s .  

Furtherm ore, the  da ta  were c a r e f u l ly  c leaned  and screened fo r  

in c o n s i s te n c ie s .  Since ins trum ent fo rm att in g  can a f f e c t  r e s u l t s ,  

both in s trum en ts  used in  t h i s  study were examined and are  

p re sen te d  in  Appendix A and B. F in a l ly ,  frequency d i s t r i b u t io n s  

on a l l  v a r ia b le s  used in t h i s  study a re  p resen ted  in  Appendix C in  

o rd e r  to  e x h ib i t  any skew o r  normal d i s t r i b u t i o n  problems.

Measures

Two ins trum en ts  were used f o r  da ta  c o l l e c t io n .  The f i r s t  was 

a 91-item  q u es t io n n a ire  (Appendix A) completed by ind iv idua l 

employees in the  s e le c te d  work groups. The second method o f  

c o l l e c t in g  da ta  e n ta i l e d  a f a c e - to - f a c e  in te rv iew  with a manager 

o r  su p e rv iso r  o f  the  work group. The in te rv iew  schedule con ta ined  

156 items on va rious  to p ic s  r e l a t e d  to  computers and o rg a n iz a t io n s  

(Appendix B). Both the  q u e s t io n n a ire  and in te rv iew  schedule were 

developed by a re sea rch  group a t  the  Claremont Graduate School 

under th e  d i r e c t io n  o f  Barbara A. Gutek. In both ins trum en ts  a 

v a r i e ty  o f  q u es t io n s  were in co rp o ra ted  from o rg an iza tio n a l  

l i t e r a t u r e  as  well as  o r ig in a l  q u es t io n s  genera ted  by the  resea rch  

group. Before da ta  c o l l e c t io n ,  both in s tru m en ts  were p r e - t e s t e d  

and d a ta  c o l l e c to r s  were t r a in e d  to  use the  ins trum en ts  p ro p e r ly .
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O bjec tive  and su b jec t iv e  measures were in co rp o ra ted  in  the  

in te rv ie w  q u e s t io n n a ire .  In o rd e r  to  o f f s e t  p o te n t ia l  

re sp o n d e n t 's  b ia s  on s u b je c t iv e  q u es t io n s ,  a supplementary 

in te rv ie w e r  r a t in g  system was employed. For example, i t  may be 

d i f f i c u l t  f o r  a respondent to  e v a lu a te  the  ta sk  s ig n if ic a n c e  o f  

t h e i r  work group s ince  to  some degree the  respondent must compare

t h e i r  work group to  o th e r  work groups with which they may no t be

f a m i l i a r .  While i t  may be d i f f i c u l t  fo r  an in te rv iew ee  to  r a te  

the  ta sk  s ig n i f ic a n c e  o f  t h e i r  work group, th e  in te rv ie w er  has a 

b roader p e rs p e c t iv e  and may be l e s s  b iased .

Measurement o f  Independent V ariab les  

The primary independent v a r ia b le s  in t h i s  study a re  job

ta s k s .  An index o f  v a rious  jo b  ta sk s  were developed from several

in te rv iew  and survey q u es tions  r e l a t i n g  to  ta sk  a n a ly z a b i l i ty ,  

ta sk  ro u t in e n e s s ,  s k i l l  v a r i e ty ,  ta sk  s ig n i f ic a n c e ,  and computer- 

r e l a t e d  autonomy. An ex p lo ra to ry  p r in c ip a l  components f a c to r  

a n a ly s i s  produced a one f a c to r  so lu t io n  having an e igenvalue 

g r e a t e r  than one f o r  each sep a ra te  index. The q u a l i ty  o f  the  

s c a le s  was checked by reviewing the  c o r r e l a t i o n s  o f  each item with 

the  o th e r  items on the  s c a le .  Ind ices  with only two items 

dem onstrate  the  same in te r - i t e m  c o r r e la t io n  s ince  the  two items 

a re  c o r r e l a t e d  only with each o th e r .  For example, network 

c o n n e c t iv i ty  two items (c o n n e c t iv i ty  and in te rv iew  r a t in g  o f  

c o n n e c t iv i ty )  both have in te r - i t e m  c o r r e l a t i o n s  o f  0 .83 . In 

a d d i t io n  to  reviewing th e  c o r re c te d  i te m - to ta l  c o r r e l a t i o n ,  

r e l i a b i l i t y  ana ly ses  were conducted fo r  each f a c to r .  Table 3
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p re s e n ts  r e s u l t s  o f  th e  f a c to r  ana lyses  and r e l i a b i l i t y  analyses  

on job  ta sk  s c a le s .  Questions with response cho ices  used fo r  

s c a le  c o n s t ru c t io n  and e v a lu a t in g  jo b  ta s k s  a re  l i s t e d  in  Appendix 

C.

Based on Perrow 's  (1970) concept o f  technology , Withey, D aft, 

and Cooper (1983) developed an index to  measure ta sk  

a n a ly z a b i l i t y .  Withey e t  a l .  (1983) rep o r ted  a Cronbach 's Alpha 

o f  0 .85  f o r  t h i s  measure o f  ta sk  a n a ly z a b i l i t y .  Because o f  the  

need f o r  a measure o f  ta sk  a n a ly z a b i l i ty  and th e  lack  o f  r e l i a b l e  

measures in  the  l i t e r a t u r e ,  Withey e t  a l . (1983) ta sk  

a n a ly z a b i l i ty  measure was inc luded in  t h i s  s tudy. The ta sk  

a n a ly z a b i l i ty  index was co n s tru c te d  from fo u r  in te rv iew  questions:

1106 -  To what e x te n t  i s  th e re  a c l e a r l y  known way to  do the
major types  o f  work your work u n i t  normally encounter?

1107 -  To what e x te n t  i s  th e re  a c l e a r l y  defined  body o f
knowledge o r  s u b je c t  m a t te r  t h a t  can guide your u n i t  
in  doing your work?

1108 -  To do your work, to  what e x te n t  does your u n i t
a c tu a l ly  r e ly  on e s ta b l i s h e d  procedures and p ra c t ic e s ?

1109 -  To what e x te n t  i s  th e re  an unders tandab le  sequence o f
s te p s  t h a t  can be followed in c a r ry in g  o u t  your u n i t ' s  
work?

R esu lts  p re sen ted  in  Table 3 show t h a t  th e  i te m - to ta l  c o r r e la t io n s  

were 0 .7 3 ,  0 .7 0 ,  0.82 and 0 .77 . Table 3 shows th e  Cronbach's 

Alpha was 0.89 which i s  in  agreement with Withey e t  a l . (1983) 

r e s u l t s .

Withey e t  a l . (1983) a l so  developed a measure f o r  ta sk  

ro u t in e n e ss  with a rep o r ted  Cronbach 's Alpha o f  0 .81 . The ta sk  

ro u t in e n e ss  index was c o n s tru c te d  from f iv e  in te rv iew  qu es t io n s .
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1101 -  How many o f  th e se  ta sk s  a re  the  same from day to  day?

1102 -  To what e x te n t  would you say the  work o f  your group i s
ro u t i  ne?

1103 -  People in  t h i s  u n i t  do about the  same job  in  the  same
way most o f  th e  time?

1104 -  B as ic a l ly  u n i t  members perform r e p e t i t i v e  a c t i v i t i e s
in  doing t h e i r  jobs?

1105 -  How r e p e t i t i o u s  a re  u n i t  member's d u t ie s?

R esu lts  p re sen ted  in  Table 3 demonstrate t h a t  the  i te m -to ta l  

c o r r e l a t i o n s  were 0 .58 , 0 .7 5 ,  0 .7 4 ,  0 .82 , and 0 .71 . For t h i s  

index, Cronbach 's Alpha was 0 .88 , which i s  in  agreement with 

Withey, e t  a l . (1983).

Because o f  the  lack  o f  r e l i a b l e  indexes fo r  s k i l l  v a r i e ty ,

severa l q u es t io n s  were generated  to  d e sc r ib e  job  s k i l l .  A sca le

was c o n s tru c te d  from th re e  in te rv iew  q u es t io n s :

197 -  P lease  d e sc r ib e  your work group with r e s p e c t  to  the
number o f  d i f f e r e n t  ta sk s  performed in  the  work group.

1100 -  How many d i f f e r e n t  ta sk s  a re  performed by t h i s  work 
group?

1140 -  How many d i f f e r e n t  k inds o f  s k i l l s  a re  req u ired  to  
perform th e  work in  t h i s  work group?

The i te m - to ta l  c o r r e l a t i o n s  fo r  th e  re s p e c t iv e  q u es tions  were

0 .4 1 ,  0 .5 2 ,  and 0 .43 ; th e  Cronbach 's Alpha was 0 .64 .

A ta sk  s ig n if ic a n c e  index was developed from two in te rv iew

q u estio n s :

1135 -  How much i s  your work group valued in comparison to
o th e r  work groups in your o rg an iza t io n ?

1136 -  ( In te rv iew  r a t in g )  How much i s  your work group valued
in  comparison to  o th e r  work groups in your 
o rg an iza tio n ?
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The i te m - to ta l  c o r r e l a t i o n s  were 0.66 and 0 .66 , with a Cronbach 's 

Alpha o f  0 .8 0 .

A sc a le  fo r  co m p u te r-re la ted  autonomy was formed from four 

q u e s t io n n a ire  items:

Q34 -  Does your immediate su p e r io r  know how many hours a day 
you spend working a t  the  computer?

Q35 -  Does your immediate su p e r io r  know how many d i f f e r e n t  
a p p l ic a t io n s  you use on the  computer?

Q36 -  Does your immediate su p e r io r  know how many e r r o r s  o r  
m istakes  you make when you a re  working on the 
computer?

Q37 -  Does your immediate su p e r io r  know how many keystrokes  
o r  t r a n s a c t io n s  you make p e r  day on the  computer?

Table 3 shows the  i te m - to ta l  c o r r e l a t i o n s  f o r  th e se  re sp ec t iv e

q u es tio n s  were 0 .6 9 , 0 .63 , 0 .7 2 ,  and 0 .62 . The Cronbach 's Alpha

was 0 .84 f o r  t h i s  index.

Because o f  low in te r - i t e m  c o r r e l a t i o n s ,  an index o f  computer- 

r e l a t e d  feedback was no t c o n s t ru c te d .  Two se p a ra te  q u es t io n n a ire  

q u es t io n s  used to  a s se s s  computer feedback were:

Q39 -  Does the  computer give you feedback (o r  l e t  you know) 
how many k eys trokes  o r  t r a n s a c t io n s  you make on the 
computer?

Q38 -  Does the  computer give you feedback (o r  l e t  you know) 
i f  you make e r r o r s  o r  m istakes  when you work on the  
computer?

Measurement o f  Dependent V ariab les

The dependent v a r ia b le s  in  the  c u r r e n t  study were computer- 

m ediated communication c h a r a c t e r i s t i c s :  intracompany and

extracompany communication, communication network c o n n e c t iv i ty ,  

whether o r  no t management re c e iv e s  i n d i v id u a l ' s  feedback by
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computer, whether o r  not management re c e iv e s  g ro u p 's  feedback by 

computer, degree o f  so c ia l  communication by computer, degree o f  

w o rk -re la ted  computer-mediated communication, and s a t i s f a c t i o n  

w ith  communication. Table 3 p re s e n ts  r e s u l t s  o f  f a c to r  analyses  

and r e l i a b i l i t y  an a ly ses  conducted on the  one computer-mediated 

communication s c a le ,  network c o n n e c t iv i ty .  Questions with 

response ch o ices  used f o r  e v a lu a t in g  computer-mediated 

communication c h a r a c t e r i s t i c s  a re  l i s t e d  in  Appendix C.

Since in  th e  p a s t ,  re sea rch  examining th e  r e la t io n s h ip  

between technology and communication has been o f te n  neg lec ted  

(P o r te r  & R oberts , 1976), few measures o f  computer-mediated 

communication c u r r e n t ly  e x i s t .  Consequently, in te rv iew  questions  

on computer-mediated communication were g enera ted . In o rd e r  to  

a s s e s s  intracompany computer-mediated communication, one in te rv iew  

ques tion  was used:

148 -  Can members o f  your work group communicate with workers
in  o th e r  groups in  t h i s  company v ia  computer?

To a s se s s  extracompany computer-mediated communication the  

fo llow ing  in te rv ie w  question  was used.

149 -  Can members o f  t h i s  work group communicate with workers
in  o th e r  companies by computer?

For network c o n n e c t iv i ty ,  an index was c o n s tru c te d  from two 

in te rv ie w  q u es t io n s :

166 -  P lease  d e sc r ib e  the  work groups computer system with 
r e s p e c t  to  th e  e x te n t  to  which hardware components can 
be l in k e d  to g e th e r  (1-4 s c a le ) .

I66B- ( In te rv ie w e r  r a t in g )  P lease  d e sc r ib e  th e  work groups 
computer system with r e s p e c t  to  th e  e x te n t  to  which 
hardware components can be l in k e d  to g e th e r  (1-4 s c a le ) .
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R esu lts  in Table 3 dem onstrate  t h a t  the  i te m - to ta l  c o r r e l a t i o n  o f  

0.83 fo r  both o f  th e se  q u e s t io n s .  The Cronbach 's Alpha fo r  t h i s  

index was 0 .91 .

Due to  low in te r - i t e m  c o r r e la t io n  a management feedback index 

was not c o n s t ru c te d .  Two in te rv iew  q u es tions  used to  a s se s s  

management feedback were:

1119 -  Does management g e t  com puter-generated inform ation
about each em ployee's  performance o r  some employees' 
performance?

1120 -  Does management g e t  com puter-generated inform ation
about th e  g ro u p 's  p ro d u c t iv i ty ?

Again, because o f  th e  dear th  o f  indexes and questions  

p e r ta in in g  to  computer-mediated communication in  the  technology 

l i t e r a t u r e ,  the  re sea rch  group c re a te d  d i r e c t  and s t r a ig h t- fo rw a rd  

q u es t io n s  f o r  a s c e r ta in in g  the  s o c i a l - r e l a t e d  communication, work- 

r e l a t e d  communication, and communication s a t i s f a c t i o n  p a t t e r n s .

For example, the  in te rv iew  question  used to  e v a lu a te  the  e x te n t  o f  

s o c i a l - r e l a t e d  communication was:

190 -  Do people communicate s o c ia l ly  via  computer?

An in te rv iew  question  used to  a s s e s s  w o rk -re la ted  communication 

was:

189 -  Can workers here  use the  computer to  t a lk  to  the
people with whom they  need to  communicate in  o rd e r  to  
do t h e i r  work?

In a d d i t io n ,  the  in te rv iew  question  used to  e v a lu a te  s a t i s f a c t i o n

with computer-mediated communication was:

150 -  Overall a re  you s a t i s f i e d  with your work g ro u p 's
a b i l i t y  to  communicate by computer— i n t e r n a l l y ,  with 
o th e r  work groups and e x te rn a l ly ?
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In Table 3 Eigen Values were p resen ted  to  dem onstrate the  

p e rc e n t  va riance  t h a t  was exp la ined  by each index one f a c to r  

s o lu t io n .  Although during  f a c to r  a n a ly s is  f a c to r  load ings  were 

g en era ted ,  th ese  load ings  were n o t used in  t h i s  s tudy . In s tead  o f  

f a c to r  lo a d in g s ,  means o f  s c a le s  and s in g u la r  items were used in 

th e  Pearson C o rre la t io n  and m u lt ip le  re g re ss io n  an a ly ses  in  t h i s  

p r o j e c t .  S p e c i f i c a l ly ,  the  raw scores  from th e  in te rv iew  

responses  were summed and d iv ided  by 89 o r  th e  a p p ro p r ia te  work 

group number o f  in te rv ie w s .  The raw scores  from th e  employee 

q u e s t io n n a ire  responses were aggregated  to  the  group lev e l then 

means were c a lc u la te d  fo r  each work group. These aggregated  group 

means were summed and d iv ided  by 89 o r  the  a p p ro p r ia te  work group 

number. During Pearson C o rre la t io n  and m u lt ip le  re g re ss io n  

a n a ly se s ,  ind iv idua l q u e s t io n n a ire  da ta  were aggregated  to  the  

work group lev e l fo r  th e  th re e  v a r ia b le s  c o n s tru c te d  from 

q u e s t io n n a ire  d a ta :  co m p u te r- re la ted  autonomy, co m pu te r-re la ted  

t r a n s a c t io n  feedback, and co m p u te r-re la ted  e r r o r  feedback. Due to  

th e  n a tu re  o f  th e se  q u e s t io n s ,  employees probably  were in  a 

p o s i t io n  to  give more a c c u ra te  answers than managers o f  the  work 

group. Data aggregated  to  th e  work group lev e l  a re  a t  the  same 

le v e l  a s  the  in te rv iew  d a ta .  This p rov ides  conceptual and data  

a n a ly s is  co n s is ten cy  while t e s t i n g  the  hypotheses o f  the  s tudy.

Frequency d i s t r i b u t i o n s  p resen ted  in  Appendix C demonstrate 

t h a t  severa l v a r ia b le s  were skewed. Skewed v a r ia b le s  were 

transform ed by w in so r iz in g ,  which allow s extreme o u t l i e r s  to  be 

s t a t i s t i c a l l y  a d ju s te d  (Brown, Engleman, H ill & J e n n r ic h ,  1988).
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During w in so r iz in g ,  th e  most extreme data  p o in ts  a t  both ends o f  

the  v a r i a b l e ' s  frequency d i s t r i b u t io n  a re  moved one s tandard  

d e v ia t io n  toward the  c e n te r  o f  d i s t r i b u t io n  curve . Despite 

w insoriz ing  skewed v a r i a b le s ,  no d i f f e re n c e  in  s i g n i f i c a n t  r e s u l t s  

were e x h ib i te d  during  s t a t i s t i c a l  an a ly se s .

Q u a n t i ta t iv e  Analyses 

D esc r ip t iv e  s t a t i s t i c s  were used to  d e sc r ib e  job  ta s k s  and 

computer-mediated p a t te r n s  in  th e  work groups. In o rd e r  to  t e s t  

the  r e l a t io n s h ip s  between job  ta s k s  and computer-mediated 

communication c h a r a c t e r i s t i c s  in Hypotheses 1 through 5, Pearson 

c o r r e l a t i o n s  were used. H ie ra rch ica l  l i n e a r  m u lt ip le  re g re ss io n  

was used to  t e s t  Hypothesis 6. Drazin and Van de Ven (1985) 

sugges t t h a t  f o r  re sea rch  examining contingency th eo ry ,  Pearson 

c o r e la t i o n s  and l i n e a r  m u lt ip le  re g re s s io n  a re  ap p ro p r ia te  

s t a t i s t i c a l  methods f o r  exp lo ring  r e l a t io n s h ip s  among v a r ia b le s .

In a d d i t io n ,  Fry (1982) in d ic a te s  t h a t  Pearson c o r r e l a t i o n s  and 

l i n e a r  m u lt ip le  re g re s s io n  a re  adequate methods f o r  measuring 

congruence o r  th e  b as ic  notion o f  f i t  t h a t  contingency theory  

suggests  should e x i s t  among v a r ia b le s  i f  the  o rg a n iz a t io n  i s  

e f f e c t i v e .

Q u a l i ta t iv e  Analyses 

To b e t t e r  understand  th e  phenomenon o f  computer-mediated 

communication and to  exp lo re  the  hypotheses in  t h i s  s tudy , I 

undertook q u a l i t a t i v e  ana ly ses  o f  two work groups in  the  sample.

The q u a l i t a t i v e  an a ly se s  were based on in te rv iew  in form ation  and 

o b se rv a tio n s  made during  the  f a c e - to - fa c e  in te rv iew  with the
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manager o f  the  work group. Sometime during the  in te rv iew  p ro cess ,  

managers would give a to u r  o f  the  work group so the  in terv iew ee 

would have a b e t t e r  grasp and a p p re c ia t io n  o f  the  work group 

d u t ie s  and computer system. The two work groups were se le c te d  

because they d i f f e r  in  demographic c h a r a c t e r i s t i c s ,  job  t a s k s ,  and 

computer-mediated communication. One work group rep o r ted  high 

ta sk  ro u t in en e ss  and low use o f  computer-mediated communication 

w hile  th e  o th e r  work group rep o r ted  low ta sk  ro u t in en e ss  and wide 

use o f  computer-mediated communication. In a d d i t io n ,  th e se  two 

work groups were s e le c te d  because I was f a m i l ia r  with both types 

o f  work groups. That i s ,  I had in te rv iew ed  several auto  p a r t s  

departm ents as  well as  had experience  with h o sp i ta l  l a b o r a to r i e s .

All in te rv iew  q u es tions  and responses  used fo r  v a r ia b le s  in  the  

q u a n t i t a t iv e  as  well as q u a l i t a t i v e  a n a ly s is  a re  p resen ted  in 

Appendix C. Some o f  the  measures used in  the  q u a n t i t a t iv e  

a n a ly s is  were a lso  used in  the  q u a n t i t a t iv e  a n a ly s i s .  Unless 

p rev io u s ly  designa ted  in  t h i s  paper , a l l  measures were o r ig in a l  

and genera ted  by the  research  group. Due to  th e  ex ten s iv e  

v a r i a t io n  o f  computer usage in  work groups in te rv iew ed  in  t h i s  

p r o j e c t ,  a q u a l i t a t i v e  an a ly ses  could  y i e l d  in s ig h ts  in to  how work 

groups r e l a t e  ta sk  s t r u c tu r e  to  computer-mediated communication.
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CHAPTER I I I  

RESULTS 

Q u a n t i ta t iv e  A nalysis  

S t a t i s t i c a l  frequency d i s t r i b u t i o n s  on a l l  th e  v a r ia b le s  used 

in  th e  p r o je c t  a re  p resen ted  in  Appendix C. In a d d i t io n ,  Appendix 

C shows the  means and s tandard  d e v ia t io n s  (when a p p ro p r ia te )  f o r  

th e  v a r ia b le s  used in  t h i s  s tudy . Table 4 d e p ic ts  job  ta s k s  and 

computer-mediated communication c h a r a c t e r i s t i c s  o f  the  e n t i r e  

sample. In te rv iew  ta sk  f in d in g s  show t h a t  44% rep o r ted  workers 

cou ld  use the  computer f o r  some o f  the  ta s k s  they perform , 45% 

re p o r te d  workers could  use the  computer f o r  most o f  the  ta sk s  they 

perform , 11% rep o r ted  workers could  use the  computer fo r  a l l  t a sk s  

they  performed. Furthermore, 39% rep o r ted  more o f  t h e i r  work 

ta s k s  could  be com puterized. 72% re p o r te d  the  computer system was 

a s u b s t i t u t e  f o r  w o rk e r 's  e f f o r t  to  some e x te n t .  These r e s u l t s  

in d ic a te  t h a t  th e  computer i s  an im portan t too l in the  work p lace .

According to  the  in te rv iew  d a ta ,  most o rg a n iz a t io n s  had 

m u l t ip le  lo c a t io n  s i t e s  (70%) and were q u i te  la rg e  s ince  th e  mean 

number o f  workers pe r  company s i t e  was e s t im a ted  to  be 837 

w orkers. Many o rg a n iz a t io n s  in  th e  da ta  sample were la rg e  and 

cou ld  probably b e n e f i t  from in c reased  communication and 

c o o rd in a t io n  c a p a b i l i t i e s  t h a t  the  computer can o f f e r .

43% rep o r ted  no intracompany computer-mediated communication 

c a p a b i l i t i e s .  Only 26% rep o r te d  t h a t  th e  work group could 

communicate with a l l  o th e r  work groups in  th e  company and 31% 

re p o r te d  extracompany computer-mediated communication. Moreover,
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Table 4

Job Task and Computer-Mediated Communication Characteristics of the
E n t i re  Sample

(N = 89)

CHARACTERISTICS
NUMBER OF 
WORK GROUP

% OF 
WORK GROUPS

I. Job Tasks

1 . Workers could  use the  computer 
f o r  some o f  t h e i r  ta sk s

39 44

2. Workers could  use the  computer 
f o r  most o f  t h e i r  ta sk s

40 45

3. Workers cou ld  use th e  computer 
f o r  a l l  o f  t h e i r  ta s k s

10 11

4. More ta sk s  could  be computerized 35 39

5. Computer was a s u b s t i t u t e  fo r  
human e f f o r t

64 72

I I . Computer-Mediated Communication

1 . Had intracompany communication 47 53

2. Could communicate by computer to  
a l l  work groups w ith in  company

23 26

3. Could communicate by computer 
o u ts id e  company

28 31

4. Could communicate by computer to  
o u ts id e  companies w ith in  the  
same in d u s try

16 18

5. Could communicate by computer 
to  o u ts id e  companies in 
o th e r  in d u s t r i e s

5 6

6. Could communicate by computer 
w ith  companies w ith in  and

7 8

o u ts id e  t h e i r  own in d u s try
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Table 4 Continued

Job Task and Computer-Mediated Communication Characteristics of the
E n t i re  Sample 

(N = 89)

NUMBER OF % OF
CHARACTERISTICS WORK GROUP WORK GROUPS

7. Could communicate by computer 
w ith  t h e i r  customer

9 10

8. Could communicate by computer 
w ith  t h e i r  su p p l ie r s

14 16

9. Could communicate by computer 
w ith t h e i r  computer supply 
vendor

7 8

10. Did genera te  by computer 
feedback on in d iv id u a l ' s  
performance

29 33

11. Did genera te  by computer
feedback on g ro u p 's  performance

29 33

12. Did communicate by computer 
s o c ia l ly

20 22

13. Could communicate by computer 
f o r  work

36 40

14. Reported somewhat o r  very s a t i s f i e d  
w ith  a b i l i t y  to  communicate by

59 66

computer i n t e r n a l ly  and e x te r n a l ly
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18% rep o r te d  being capab le  o f  communicating by computer with 

companies in  th e  same in d u s t ry ,  6% rep o r ted  being capab le  o f  

communicating by computer with companies in  an o th er  in d u s t ry ,  and 

8% rep o r ted  being capab le  o f  communicating by computer with 

companies both in  t h e i r  own in d u s try  and o u ts id e  t h e i r  in d u s try .

10% rep o r ted  they  cou ld  communicate by computer with t h e i r  

custom er, 16% re p o r te d  they could communicate by computer with 

t h e i r  s u p p l ie r s ,  as well a s ,  8% could communicate by computer with 

t h e i r  computer supply vendor.

The m a jo r i ty  o f  th e  work groups d id  no t genera te  

management-related computer feedback on em ployee's  performance o r 

the  g ro u p 's  p r o d u c t iv i ty .  For example, only 33% genera ted  by 

computer management feedback on in d iv id u a l ' s  performance and 33% 

rep o r ted  they  genera ted  by computer management feedback on the  

g ro u p 's  performance. In a d d i t io n ,  22% did use s o c i a l - r e l a t e d  

computer-mediated communication and 40% did use w o rk -re la ted  

computer-mediated communication. I f  th e  work group communicated 

s o c ia l ly  by computer, then 90% o f  the  time the  work group a lso  

communicated f o r  work reasons by computer a l s o .  F in a l ly ,  66% of 

the  work groups rep o r ted  being somewhat s a t i s f i e d  o r  very 

s a t i s f i e d  with t h e i r  work groups a b i l i t y  to  communicate by 

computer i n t e r n a l l y  and e x te r n a l ly .

A c lo s e r  exam ination o f  work groups s a t i s f a c t i o n  with 

computer-mediated communication i s  summarized in  Table 5 which 

shows t h a t  17% were somewhat o r  very s a t i s f i e d  having only 

w o rk -re la ted  computer-mediated communication whereas 20% had only
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Work Group Satisfaction With Computer-Mediated Communication

52

(N=89)

SOMEWHAT NOT VERY OR USE THIS 
OR VERY NOT AT ALL TYPE OF 
SATISFIED SATISFIED COMMUNICATION

Have Only Work-Related 
Computer-Medi a ted
Communication 17%

Have only S o c ia l ly -R e la ted  
Computer-Medi a ted
Communication 2%

Have Both Social and Work- 
R elated  Computer-Medi a ted  
Communication 19%

3% 20%

0 2%

1% 20%

Have N e ithe r  Social o r  Work- 
Related  Computer-Medi a ted  
Communication 29% 28% 57%
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w o rk -re la ted  computer-mediated communication. Of the  89 work 

groups, 2% had only s o c i a l - r e l a t e d  computer-mediated communication 

and both groups were somewhat o r  very s a t i s f i e d  with only 

communicating s o c ia l ly  v ia  computer. Moreover, 20% had both 

so c ia l  and w o rk -re la ted  computer-mediated communication, p lu s ,  95% 

o f  th e se  work groups were somewhat o r  very s a t i s f i e d  having both 

so c ia l  and w o rk -re la ted  communication by computer. In a d d i t io n ,

57% o f  the  work groups had n e i th e r  so c ia l  o r  w ork -re la ted  

computer-mediated communication and j u s t  51% o f  th ese  work groups 

were somewhat o r  very s a t i s f i e d  with no so c ia l  o r  w o rk -re la ted  

communication by computer.

The occupational and educa tiona l d i s t r i b u t i o n s  fo r  the  

in te rv iew  respondents  a re  shown in  Table 6 . Most o f  the  

in te rv iew ees  (80%) were managers; approxim ately  o n e -h a lf  o f  them 

(52%) had a m a s te r 's  degree o r  some g raduate  work. Of the  89 

in te rv iew  responden ts ,  the  average ten u re  with the  company was two 

to  f iv e  y e a r s .  The minimum tenu re  with th e  company was l e s s  than 

one y e a r  and the  maximum was over ten  y e a r s .  The wide range o f  

ten u re  r e f l e c t s  the  d iv e r s i t y  o f  work groups s tu d ied .

The educa tiona l and occupational d i s t r i b u t i o n s  fo r  the  

q u e s t io n n a ire  respondents  a re  shown in  Table 7. Of the  623 survey 

re sponden ts ,  63% were women, 35% were men, and 2% did not in d ic a te  

sex. In a d d i t io n ,  50% o f  th e  sample re p o r te d  t h e i r  occupation  as 

te c h n ic ia n ,  s e c r e t a r i a l ,  c l e r i c a l ,  o r  t e c h n i c a l - c l e r i c a l . The 

average tenu re  with the  company among respondents  to  the  survey 

was two to  f iv e  y e a r s .  The minimum ten u re  with th e  company was
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Table 6

Educational and Occupational D is t r ib u t io n s  o f  the  In te rv iew

Respondents

Occupational

Job Type

D is t r ib u t io n

n %

Executive 5 5.6
Managerial 71 79.8
T ech n ica l-P ro fe ss io n a l 2 2.2
O th e r-P ro fess io n a l 5 5.6
Technician 1 1.1
S e c re ta r ia l 2 2.2
T ec h n ica l-C le r ic a l 3 3 .4

Total 89 100

Education

Education

D is t r ib u t io n

n %

H.S. 2 2.2
Vocational School 2 2.2
Some College 19 21.3
B.A. o r  B.S. 13 14.6
M. A. o r  some graduate  work 46 51.7
Ph.D. o r  e q u iv a len t 7 7.9

Total 89 100
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Table 7

Educational and Occupational D is t r ib u t io n s  o f  the  Q uestionnaire

Respondents

Occupational D is t r ib u t io n

Job Type n %

Executive 9 1.4
Managerial 66 10.6
T ech n ica l-P ro fess io n a l 97 15.6
Other P ro fess iona l 130 20.9
Technician 13 2.1
S e c re ta r ia l 37 5.9
C le r ic a l 177 28.4
Technical-C l e r ic a ! 84 13.5
Other 10 1.6

Total 623 100

Education D is t r ib u t io n

Education n %

Less than H.S. 3 .5
H.S. Completion 76 12.2
Vocational School 35 5.6
Some Col 1ege 231 37.1
B.A. o r  B.S. 106 17.0
M.A. o r  some graduate  work 135 21.7
Ph.D. o r  equ iv . 22 3.5
(Missing) 15 2.4

Total 623 100
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l e s s  than s ix  months, w hile  th e  maximum was more than  te n  y e a r s .

Six respondents  d id  no t in d ic a te  t h e i r  ten u re  on the  survey.

Hypothesis 1

Hypothesis 1A s t a t e d  t h a t  more s k i l l  v a r i e ty ,  ta sk  

s ig n i f ic a n c e ,  and co m p u te r- re la ted  autonomy a t  th e  work group 

lev e l w ill  each be r e l a t e d  to  more intracompany computer-mediated 

communication; more ta sk  a n a ly z a b i l i t y ,  ta sk  ro u t in e n e ss ,  

co m p u te r- re la ted  t r a n s a c t io n  feedback, and co m p u te r- re la ted  e r r o r  

w il l  be each a s s o c ia te d  with l e s s  intracompany computer-mediated 

communication. This hypo thesis  was t e s t e d  by conducting  a s e r i e s  

o f  Pearson c o r r e l a t i o n s  between job  ta sk s  and intracompany 

computer-mediated communication index. Table 8 shows th e  Pearson 

c o r r e la t io n s  between each job  ta sk  and communication v a r ia b le s .  

R esu l ts  in Table 8 (row 1) show no s i g n i f i c a n t  c o r r e l a t i o n s  

between any job  ta sk  and intracompany computer-mediated 

communication. Hence, Hypothesis 1A was not supported.

According to  Hypothesis IB, more s k i l l  v a r i e ty ,  ta sk  

s ig n i f ic a n c e ,  and co m p u te r- re la ted  autonomy w ill  be each l in k ed  to  

more extracompany use o f  computer-mediated communication. More 

ta sk  a n a ly z a b i l i t y ,  ta sk  ro u t in e n e ss ,  computer r e l a t e d  t r a n s a c t io n  

feedback, co m p u te r- re la ted  e r r o r  feedback a re  each a s s o c ia te d  with 

l e s s  intracompany computer-mediated communication. As shown in 

Table 8 (row 2 ) ,  Hypothesis IB was p a r t l y  supported s in ce  only 

ta s k  a n a ly z a b i l i ty  was s ig n i f i c a n t l y  r e l a t e d  to  extracompany 

computer-mediated communication with a negative  c o r r e l a t i o n  o f  

.18 , s i g n i f i c a n t  a t  the  0.05 l e v e l .  These r e s u l t s  in d ic a te  t h a t
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as  ta sk  a n a ly z a b i l i ty ,  o r  s tanda rd ized  p rocedures , decreases  the  

use o f  computer-mediated communication o u ts id e  the  company 

in c re a s e s .

Hypothesis 2

Hypothesis 2 s ta t e d  t h a t  more s k i l l  v a r i e ty ,  ta sk  

s ig n i f ic a n c e ,  and co m p u te r-re la ted  autonomy w il l  be each r e la te d  

to  more computer-mediated communication network c o n n e c t iv i ty .

More ta sk  a n a ly z a b i l i t y ,  ta sk  ro u t in e n e ss ,  com pu te r-re la ted  

t r a n s a c t io n  feedback, and co m p u te r-re la ted  e r r o r  feedback a re  each 

a s s o c ia te d  with l e s s  computer-mediated communication c o n n e c t iv i ty .  

This hypo thesis  was t e s t e d  by conducting a s e r i e s  o f  Pearson 

C o r re la t io n s  between job  ta sk s  and computer-mediated communication 

network c o n n e c t iv i ty .  Table 8 (row 3) shows t h a t  the  so le  job  

ta sk  s i g n i f i c a n t ly  r e l a t e d  to  computer-mediated communication 

network c o n n e c t iv i ty  was co m p u te r-re la ted  autonomy with a 

c o r r e l a t i o n  o f  a negative  .18 s i g n i f i c a n t  a t  the  .05 l e v e l .  This 

r e s u l t  i s  unexpected s ince  i t  was hypothesized  t h a t  more 

co m p u te r-re la ted  autonomy be r e l a t e d  to  more computer network 

c o n n e c t iv i ty .  So, work groups where su p e rv iso rs  a re  aware o f  the  

s u b o rd in a te 's  computer usage have computer systems t h a t  a re  b e t t e r  

connected than work groups where su p e rv iso rs  have no inform ation  

on workers use o f  th e  system.

Hypothesis 3

According to  Hypothesis 3A, more ta sk  a n a ly z a b i l i ty ,  ta sk  

ro u t in e n e s s ,  co m p u te r-re la ted  t r a n s a c t io n  feedback, and 

co m p u te r-re la ted  e r r o r  feedback w il l  be each l in k ed  to  more use by
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management o f  computer-mediated communication feedback on th e  

in d i v i d u a l ' s  performance. On the  c o n t r a ry ,  more s k i l l  v a r i e ty ,  

ta sk  s ig n i f ic a n c e ,  and co m p u te r- re la ted  autonoiny w ill  be each 

r e l a t e d  to  l e s s  use o f  management's computer-mediated 

communication feedback on th e  i n d i v id u a l ' s  performance. A s e r i e s  

o f  Pearson c o r r e la t io n s  were a l s o  used to  t e s t  t h i s  h y p o th es is .

This hypo thesis  was p a r t i a l l y  supported ; Table 8 (row 4) shows 

t h a t  the  only job  ta sk  s i g n i f i c a n t l y  r e l a t e d  to  more use by 

management o f  computer genera ted  feedback on the  i n d iv id u a l ' s  

performance was more ta sk  a n a ly z a b i l i ty  w ith a p o s i t iv e  

c o r r e l a t i o n  o f  .23 , s i g n i f i c a n t  a t  the  .05 l e v e l .  These r e s u l t s  

sugges t  t h a t  managers a re  more l i k e l y  to  m onitor in d iv id u a ls  by 

computers i f  t h e i r  work i s  more s tan d a rd ized  than i f  t h e i r  work i s  

l e s s  s tan d a rd ized .

Hypothesis 3B s ta t e d  t h a t  more ta sk  a n a ly z a b i l i t y ,  ta sk  

ro u t in e n e s s ,  co m p u te r-re la ted  t r a n s a c t io n  feedback, and computer- 

r e l a t e d  e r r o r  feedback a re  each r e l a t e d  to  more use by management 

o f  computer-mediated communication feedback on the  work g ro u p 's  

p r o d u c t iv i ty .  More s k i l l  v a r i e ty ,  ta sk  s ig n i f ic a n c e ,  and 

co m p u te r-re la ted  autononjy a re  each r e l a t e d  to  l e s s  use o f  

management's computer-mediated communication feedback on th e  work 

g ro u p 's  p ro d u c t iv i ty .  Table 8 (row 5) dem onstrates t h a t  more ta sk  

a n a ly z a b i l i ty  and ta sk  ro u t in e n e ss  a re  a s s o c ia te d  with more use by 

management o f  computer-mediated communication feedback on th e  work 

g ro u p 's  p ro d u c t iv i ty  ( r  = .23 , .20 , both a t  the  .05 lev e l  o f  

s ig n i f i c a n c e ) .  But, more computer-autonomy was a s so c ia te d  with
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l e s s  use by management o f  computer-mediated communication feedback 

w ith a negative  c o r r e l a t i o n  o f  .23 , s i g n i f i c a n t  a t  the  .05 l e v e l .  

Hypothesis 3B was p a r t l y  confirm ed. Consequently, management's 

s u rv e i l la n c e  o f  the  work groups ' p ro d u c t iv i ty  in c re a s e s  as  jo b s  

become more s tan d a rd ized  and ro u t in e .  Furthermore, management's 

s u rv e i l la n c e  o f  work groups p ro d u c t iv i ty  in c re a se s  when 

su p e rv iso r s  t ra c k  employees' computer usage.

H ypothesis  4

Hypothesis 4A s t a t e d  t h a t  more s k i l l  v a r i e ty ,  ta sk  

s ig n i f ic a n c e ,  and co m p u te r- re la ted  autonomy w ill  be each r e l a t e d  

to  more s o c i a l - r e l a t e d  computer-mediated communication. More ta sk  

a n a ly z a b i l i t y ,  ta sk  ro u t in e n e s s ,  co m p u te r- re la ted  t r a n s a c t io n  

feedback, and co m p u te r- re la ted  e r r o r  feedback w ill  be each l in k ed  

to  l e s s  s o c i a l - r e l a t e d  computer-mediated communication. To t e s t  

Hypothesis 4A, a s e r i e s  o f  Pearson c o r r e l a t i o n s  were conducted. 

R esu lts  from Table 8 (row 6) show t h a t  t h i s  hypo thesis  was only 

p a r t i a l l y  supported because th e  so le  job  ta sk  a s so c ia te d  with more 

s o c i a l - r e l a t e d  communication was more s k i l l  v a r i e ty ,  a p o s i t iv e  

c o r r e l a t i o n  o f  .18 , s i g n i f i c a n t  a t  the  .05 l e v e l .  This suggests  

t h a t  work groups t h a t  u t i l i z e  a wider v a r i e ty  o f  s k i l l s  a re  more 

l i k e l y  to  use the  computer f o r  so c ia l  communication than work 

groups t h a t  have a more narrow range o f  s k i l l s .

Hypothesis 4B s t a t e d  t h a t  more s k i l l  v a r i e ty ,  ta sk  

s ig n i f ic a n c e ,  and co m p u te r-re la ted  autonomy w il l  be each r e l a t e d  

to  more w o rk -re la ted  computer-mediated communication. More ta sk  

a n a ly z a b i l i t y ,  ta sk  ro u t in e n e s s ,  computer r e l a t e d  t r a n s a c t io n ,  and
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co m p u te r- re la ted  e r r o r  feedback w ill  be each a s s o c ia te d  with l e s s  

w o rk -re la ted  computer-mediated communication. Again, t h i s  

h yp o th es is  was only p a r t i a l l y  supported because Table 8 (row 7) 

shows t h a t  more s k i l l  v a r i e ty  was a s s o c ia te d  with more work- 

r e l a t e d  computer-mediated communication, a p o s i t iv e  c o r r e la t io n  o f  

.17 , s i g n i f i c a n t  a t  the  .05 l e v e l .  S im ila r  to  s o c i a l - r e l a t e d  

computer communication p a t t e r n s ,  workers who use a wider range o f  

s k i l l s  a re  more l i k e l y  to  communicate by computer fo r  w ork -re la ted  

reasons  than workers who have a more narrow range o f  s k i l l s .

Hypothesis 5

As p re v io u s ly  s t a t e d  in  Hypothesis 5, more s k i l l  v a r ie ty ,  

ta sk  s ig n i f ic a n c e ,  and co m p u te r- re la ted  autonomy w il l  be each 

r e l a t e d  to  more s a t i s f a c t i o n  with computer-mediated communication. 

More ta sk  a n a ly z a b i l i t y ,  ta sk  ro u t in e n e ss ,  co m p u te r-re la ted  

t r a n s a c t io n  feedback and co m p u te r- re la ted  e r r o r  feedback a re  each 

a s s o c ia te d  with l e s s  s a t i s f a c t i o n  o f  computer-mediated 

communication. Pearson c o r r e l a t i o n s  were used to  t e s t  Hypothesis

5. Since r e s u l t s  in Table 8 (row 8) show no s i g n i f i c a n t  

c o r r e l a t i o n s  e x is t e d  between job  ta s k s  and s a t i s f a c t i o n  with 

computer-mediated communication, Hypothesis 5 was no t v a l id a te d .

To summarize, r e s u l t s  show t h a t  ou t o f  th e  56 c o r r e la t io n s  

conducted in  t h i s  s tudy , e ig h t  c o r r e l a t i o n s  were s i g n i f i c a n t ,  and 

seven o f  those  e ig h t  c o r r e l a t i o n s  were in  th e  d i r e c t io n  p re d ic ted  

by th e  h y p o th es is .  Moreover, no c o r r e l a t i o n  was above .23. These 

r e s u l t s  a re  no t im press ive , bu t the  t re n d  o f  r e l a t io n s h ip s  between
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jo b  ta s k s  and computer-mediated communication c h a r a c t e r i s t i c s  

should no t be ignored.

Hypothesis 6

Hypothesis 6 s ta t e d  t h a t  the  s e t  o f  seven job  c h a r a c t e r i s t i c s  

( ta sk  a n a ly z a b i l i t y ,  ta sk  ro u t in e n e s s ,  s k i l l  v a r i e ty ,  ta sk  

s ig n i f i c a n c e ,  co m p u te r-re la ted  autononjy, co m pu te r-re la ted  

t r a n s a c t io n  feedback, and co m p u te r- re la ted  e r r o r  feedback) could  

s t a t i s t i c a l l y  p r e d ic t  each se p a ra te  computer-mediated 

communication c h a r a c t e r i s t i c :  intracompany and extracompany

communication, communication network c o n n e c t iv i ty ,  whether o r  no t 

management re c e iv e s  communication feedback on th e  in d iv id u a l ' s  

perform ance, whether o r  no t management re c e iv e s  communication 

feedback on the  g ro u p 's  p r o d u c t iv i ty ,  s o c i a l - r e l a t e d  communication 

u se , w o rk -re la ted  communication u se ,  and s a t i s f a c t i o n  with 

communication. This hypo thesis  was te s t e d  by conducting a s e r i e s  

o f  h ie r a rc h ic a l  re g re ss io n  an a ly se s  using  jo b  ta sk s  to  p r e d ic t  

each se p a ra te  computer-mediated communication c h a r a c t e r i s t i c .

When co n sid e r in g  job  ta sk  s t r u c t u r e ,  i t  i s  conceivab le  t h a t  a 

work duty f i r s t  becomes s tan d a rd iz e d ,  then ro u t in iz e d ;  a t  t h i s  

p o in t  s k i l l  v a r ie ty  i s  added o r  d e le te d  from the jo b ,  then th e  job  

can be more c l e a r l y  a ssessed  as  being more s ig n i f i c a n t  o r  l e s s  

s i g n i f i c a n t .  In terms o f  co m p u te r- re la ted  d u t i e s ,  i t  i s  p o s s ib le  

t h a t  autonomy i s  b u i l t  in to  work d u t ie s  f i r s t ,  followed by 

t r a n s a c t io n  feedback, then l o g ic a l l y  e r r o r  feedback. Hence, job 

ta s k s  were e n te red  in to  the  p re d ic t io n  equation  o f  computer- 

mediated c h a r a c t e r i s t i c s  in  causal o rd e r ,  t h a t  i s ,  ta sk
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a n a ly z a b i l i ty  followed by ta sk  ro u t in e n e ss ,  s k i l l  v a r i e ty ,  ta sk  

s ig n i f ic a n c e ,  then co m p u te r- re la ted  autonomy, co m pu te r-re la ted  

t r a n s a c t io n  feedback, and f i n a l l y  co m p u te r-re la ted  e r r o r  feedback. 

Hypothesis 6 was no t supported s in ce  r e s u l t s  show t h a t  no 

a d ju s te d  m u lt ip le  R squared exceeded 0.02 o r  was s i g n i f i c a n t .  A 

summary o f  a l l  s ix  hypotheses and r e s u l t s  a re  p resen ted  in Table 

9 .

Q u a l i ta t iv e  Analyses

I used q u a l i t a t i v e  an a ly se s  in  o rd e r  to  gain ad d i t io n a l  

i n s ig h t s  in to  how work groups r e l a t e  ta sk  s t r u c tu r e  to  computer- 

mediated communication c h a r a c t e r i s t i c s .  The q u a l i t a t i v e  an a ly ses  

were based on inform ation  o b ta ined  during the  f a c e - to - fa c e  

in te rv iew  and o b se rv a tio n s .  Two work groups were s e le c te d  fo r  the  

q u a l i t a t i v e  a n a ly s is :  one was a p a r t s  department o f  an import 

automobile d e a le rsh ip  and the  o th e r  was a c l i n i c a l  la b o ra to ry  in  a 

suburban h o s p i t a l .  One o f  th e  most s a l i e n t  c h a r a c t e r i s t i c s  

observed when v i s i t i n g  th e se  work groups were ta sk  s t r u c tu r e .

That i s ,  the  auto  p a r t s  departm ent ta sk s  appeared ro u t in e  with low 

s k i l l  v a r i e ty .  In c o n t r a s t ,  th e  h o sp ita l  la b o ra to ry  ta sk s  

appeared complex, l e s s  r o u t in e ,  with high s k i l l  v a r i e ty .  R esu lts  

show t h a t  indeed the  p a r t s  departm ent d id  re p o r t  t h e i r  ta s k s  were 

more ro u t in e  and included  l e s s  s k i l l  v a r i e ty  than the  h o sp ita l  

la b o ra to ry .

Besides ta sk  s t r u c tu r e ,  th e se  two work groups were s e le c te d  

because o f  t h e i r  computer-mediated communication usage. The auto 

p a r t s  department rep o r ted  using low le v e l s  o f  computer-mediated
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communication; the  c l i n i c a l  la b o ra to ry  rep o r ted  using a wide range 

o f  computer-mediated communication. Since th e se  two work groups 

o f f e r  a n o tab le  c o n t r a s t  between ta sk  and computer-mediated, 

perhaps o th e r  s i g n i f i c a n t  d i f f e r e n c e s  between the  two work groups 

cou ld  be observed which would provide  a b e t t e r  understanding  o f  

why some work groups use computer-mediated communication and some 

work groups do not.

I .  The P a r ts  Department.

A. Overview. The p a r t s  departm ent was lo c a ted  in  a 

modern f a c i l i t y  which was about s ix  to  ten  y e a r s  o ld .  B a s ic a l ly ,  

th e  p a r t s  departm ent was housed in  a la rg e  open room with one 

term inal a t  the  co rn e r  o f  the  room. The m anager's  o f f i c e  was 

sep a ra ted  from the  work f lo o r  where th e  o th e r  th re e  employees 

worked. When p o l le d ,  the  manager o f  the  p a r t s  department rep o r te d  

t h a t  d ec is io n  making was d i s t r i b u t e d  to  a la rg e  e x te n t  

h o r iz o n ta l ly  between departm ents bu t no t d i s t r i b u t e d  v e r t i c a l l y  up 

and down th e  o rg a n iza t io n a l  h ie ra rc h y .  During th e  in te rv iew , the  

p a r t s  manager exp la ined  t h a t  the  automobile d e a le rsh ip  was owned 

by one in d iv id u a l .  This owner made a l l  the  im portant 

o rg a n iz a t io n a l  d e c is io n s  so power was n o t d i s t r i b u t e d  v e r t i c a l l y  

in  th e  o rg a n iz a t io n ,  r a th e r  i t  was co n cen tra ted  a t  the  top o f  the  

o rg a n iz a t io n .  To c o u n te ra c t  th e  power o f  the  owner, the  

departm ents  s e t  up networks among them selves and t r i e d  to  r e t a in  

as  much d ec is io n  making as p o s s ib le .  The departm ents, hence, were 

about equal in the  d e c is io n  making h o r iz o n ta l ly .  The la b o r  

d iv i s io n  appeared c l e a r  c u t  and r i g i d .  The o v e ra l l  op e ra tin g
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system o f  work seemed to  be o rd e r ly .  Although the  p a r t s  

departm ent was co u rteo u s ,  the  employees o f te n  l e f t  customers 

w a it in g  f o r  ten  to  f i f t e e n  m inutes w hile  they  s o c ia l ly  c h a t te d  

with each o th e r .  Work flow seemed to  be sp o rad ic .  Economically 

the  d e a le rsh ip  as  well as th e  p a r t s  departm ent was f lo u r i s h in g .

Two o f  the  employees remarked t h a t  the  computer was a useful 

t o o l .  The scope o f  the  computer da ta  base was confined  to  j u s t  

t ra c k in g  inven to ry  le v e l s  o f  severa l hundred o r  thousand 

automobile p a r t s  and t h e i r  s p e c i f i c a t io n s .  There was d e f i n i t e l y  

p o te n t ia l  f o r  more computer u se ,  l i k e  b i l l i n g .  W ritten  

documentation fo r  o p e ra t in g  the  computer was l im i te d  to  a 5 inch 

by 7 inch b o o k le t  o f  about 60 pages. Employees lea rn ed  how to  use 

the  computer on the  jo b .

The manager and o th e r  employees o f  t h i s  work group in d ic a te d  

they were c o n te n t  in t h e i r  c u r r e n t  employment s i t u a t i o n  and would 

be happy to  con tinue  t h e i r  job  f o r  the  remainder o f  t h e i r  l i v e s .

The manager in d ic a te d  t h a t  the  d e a le rsh ip  did  no t encourage 

co n tin u in g  ed uca tion . For example, the  manager had taken a couple 

o f  computer c l a s s e s  a t  a lo ca l  c o l le g e .  Although computers 

i n t e r e s t e d  him, he sa id  on th e  job  he r e a l l y  d i d n ' t  use the  

c o l le g e  course  knowledge he had le a rn ed .  Since c o l le g e  c l a s s  work 

w a sn ' t  a p p l ic a b le  to  h i s  work, th e  manager s a id  he probably would 

no t take  any more c o l le g e  c o u rses .

The manager e x h ib i te d  an a u to c r a t i c  management s ty le  by 

bark ing  o rd e rs  to  h is  employees. Task design  appeared h igh ly
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s t r u c tu r e d .  Unless th e  manager l e f t  the  work group, no promotion 

would probably be p o s s ib le  f o r  o th e r  members.

O v e ra l l ,  the  p a r t s  departm ent seemed l i k e  a p le a s a n t  p lace  to  

work w ith  some s lack  re so u rce s  l i k e  tim e. That i s ,  th e  work 

a c t i v i t y  lev e l  was l e th a r g i c  o r  s lu g g ish .  The employees appeared 

to  be more non p ro fe s s io n a l  than p r o f e s s io n a l .

B. Demographics. The p a r t s  department o f  the  import 

automobile d e a le rsh ip  has approxim ately 60 people working on s i t e  

bu t only  4 people worked in  the  p a r t s  departm ent. The p a r t s  

departm ent was c a te g o r iz e d  as  a c l e r i c a l  o r  te ch n ica l  support 

group which produces a s e rv ic e  type o f  a p ro d u c t,  in  the  p r iv a te  

b u s in ess  s e c to r .  Members o f  t h i s  work group d id  no t belong to  a 

union. All fou r  work group members were men, under 30 y e a r s  o f  

age, and were Caucasian. Moreover, a l l  members o f  th e  group were 

high school g radua tes  bu t no member had a b a c h e lo r 's  degree o r  was 

te c h n ic a l ly  t r a in e d .  F in a l ly ,  t h i s  work group c o n t ro l le d  one 

mainframe computer and one microcomputer.

C. Job T asks . The manager o f  t h i s  work group b r i e f l y  

desc rib ed  the  g ro u p 's  ta sk s  as keeping t ra c k  o f  automobile p a r t s ,  

s e l l i n g  au to  p a r t s  and re o rd e r in g  the  p a r t s .  The p a r t s  department 

re p o r te d  t h a t  the  computer system was "q u i te  a b i t  o f  

s u b s t i t u t io n "  fo r  human work e f f o r t .  In a d d i t io n ,  th e  manager o f  

the  p a r t s  departm ent in d ic a te d  t h a t  workers use the  computer fo r  

a l l  th e  ta sk s  they perform . So the  computer was an in te g ra l

p a r t  o f  t h i s  work groups ta sk  s t r u c tu r e .
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The mean sco res  f o r  the  p a r t s  departm ents ta sk s :  

a n a ly z a b i l i ty  was 7 .00 , ro u tin en ess  was 3 .2 0 ,  and s k i l l  v a r ie ty  

was 2 .3 3 .  These r e s u l t s  sugges t t h a t  p a r t s  d epar tm en t 's  ta sk s  

were h ig h ly  s tan d a rd iz e d ,  very r o u t in e ,  and were below average on 

s k i l l  v a r i e ty .  The p a r t s  department manager, in  a d d i t io n ,  

rep o r te d  t h a t  t h e i r  work group was "valued somewhat more than 

o th e r  work groups" in  t h e i r  o rg a n iz a t io n .  Thus, the  manager 

p e rc e iv e s  the  work group t a s k ' s  s ig n i f ic a n c e  was h igher  than fo r  

o th e r  work groups in  th e  o rg a n iz a t io n .

D. Computer-Mediated Communication. The p a r t s  

departm ent manager rep o r ted  t h a t  members o f  the  work group could 

no t communicate with each o th e r  by computer and could not 

communicate w ith  workers in  o th e r  companies. In terms o f  computer 

c o n n e c t iv i ty  o r  the  e x te n t  to  which d i f f e r e n t  computer hardware 

components can be l in k e d  to g e th e r  so t h a t  the  u se r  can communicate 

o r  access  in fo rm ation  from one computer to  a n o th er ,  the  manager 

revea led  t h a t  th e  work g ro u p 's  computer system had l im i te d  a b i l i t y  

to  l in k  v a r io u s  hardware components to g e th e r  inc lud ing  some 

term inal to  term inal l in k in g  c a p a b i l i t i e s .  The manger did 

in d ic a te  t h a t  th e  work group could  communicate by computer "with 

some o th e r  su b se t  o f  work groups in  th e  company" which was a 

reg iona l au to  d e a le r  h ead q u a r te rs .  However, th e  p a r t s  department 

manager re p o r te d  t h a t  workers could  no t "use the  computer to  

t a lk  to  th e  people with whom they need to  communicate in o rd e r  to  

do t h e i r  work." The p a r t s  departm ent computer system did have
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c a p a b i l i t i e s  fo r  soc ia l  communication bu t employees d id  not 

communicate s o c ia l ly  by computer.

According to  th e  p a r t s  departm ent manager, th e re  was 

in form ation  genera ted  by the  computer about the  performance o f  

employees in  t h i s  work group, bu t the  employee d id  not g e t  

com puter-generated feedback about t h e i r  performance. Management 

d id  rece iv e  com puter-generated in form ation  about each em ployee's 

performance o r  some employees' performance. In a d d i t io n ,  

management rece ived  com puter-generated  in form ation  about the  work 

g ro u p 's  p ro d u c t iv i ty .  The manager in d ic a te d  t h a t  he was o v e ra l l  

"somewhat s a t i s f i e d "  w ith  h i s  work g ro u p 's  a b i l i t y  to  communicate 

by computer. No expansion o f  the  computer system had been made 

w ith in  the  l a s t  two y e a r s  and fu tu re  expansion p lan s  were fo r  new 

softw are  b u t not hardware. R esu lts  here  imply t h a t ,  a t  the  most, 

th e  p a r t s  department has a very l im i te d  use o f  computer-mediated 

communication which can be c o n tra s te d  sharp ly  with the  nex t work 

group.

I I .  The Hospital Laboratory

A. Overview. Like th e  p a r t s  departm ent, the  

la b o ra to ry  was lo c a ted  in  a modern f a c i l i t y  which was about s ix  to 

ten  y e a r s  o ld .  The la b o ra to ry  was housed in  a l a rg e  open room 

a l s o .  In c o n t r a s t  to  th e  p a r t s  departm ent, computer te rm in a ls  and 

p r i n t e r s  were lo c a te d  a l l  over the  la b o ra to ry  and each member o f  

th e  work group had her own te rm in a l .  Although each member had a 

desk space o r  work c u b ic le ,  th e  members were in te r s p e r se d  among 

o th e r  employees' work s t a t i o n s .  According to  the  in te rv iew ee  o f
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t h i s  la b o ra to ry  group, th e  d ec is io n  making in  th e  o rg a n iz a t io n  was 

well d i s t r i b u t e d  both h o r iz o n ta l ly  between departments and 

v e r t i c a l l y  up and down th e  o rg a n iz a t io n a l  h ie ra rc h y .  The d iv is io n  

o f  la b o r  was no t c l e a r  c u t  o r  r i g i d .  That i s ,  managers f req u e n t ly  

a s s i s t e d  t h e i r  employees when the  work load was heavy. In 

a d d i t io n ,  a l l  members o f  t h i s  work group were c r o s s - t r a i n e d  and 

o c c a s io n a l ly  in terchanged o r  ro ta te d  ta sk s  with one an o th er .

The o v e ra l l  o p e ra t in g  system o f  work seemed o rd e r ly .  The 

la b o ra to ry  personnel were courteous  and prompt in  a s s i s t i n g  

custom ers as  well as a s s i s t i n g  me. Customers ( p a t i e n t s ,  d o c to rs ,  

o th e r  h o sp ita l  pe rsonnel)  were acknowledged, logged in to  the  

computer system, and p rocessed  immediately. For th e  most p a r t ,  

th e re  was a continuous flow o f  custom ers and a t  peak tim es work 

load  was heavy and h e c t i c .  Employees took scheduled breaks so 

work flow would no t be in te r r u p te d .  The h o sp i ta l  and la b o ra to ry  

op e ra ted  a t  a p r o f i t .  The la b o ra to ry  was economically s ta b le  bu t 

s lack  f in a n c ia l  re sou rces  were no t e v id en t .  For example, the  

in te rv iew ee  commented t h a t  th e  h o sp i ta l  wanted ex ten s iv e  

j u s t i f i c a t i o n  f o r  any purchase because the  h o sp i ta l  was 

c o n s tra in e d  by a low p r o f i t  margin.

The la b o ra to ry  manager s a id  t h a t  computers had made a 

s i g n i f i c a n t  impact on the  la b o ra to ry .  She sa id  t h a t  she had seen 

computers g rad u a lly  become one o f  the  major components o f  

technology in  the  c l i n i c a l  la b o ra to ry  s e t t i n g .  In f a c t ,  s in ce  she 

had a f a s c in a t io n  f o r  computers, she had been instrum enta l in 

a s s i s t i n g  implementation o f  a l l  th e  computer systems in the
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l a b o ra to ry .  The in te rv iew ee  f e l t  t h a t  in  the  work and h o sp i ta l  

th e  computer was used e x te n s iv e ly ,  bu t some p o te n t ia l  s t i l l  

e x i s t e d  f o r  the  system. The scope o f  th e  da ta  base was broad 

s in ce  i t  inc luded  the  p a t i e n t ' s  medical h i s to r y ,  d ia g n o s is ,  

b iog raph ica l  d a ta ,  phy s ic ian  name, b i l l i n g  in fo rm atio n ,  and t e s t  

r e s u l t s  from v arious  h o sp i ta l  departm ents. Furthermore, th e  da ta  

base included hundreds o f  t e s t  p rocedures , ex ten s iv e  lo n g i tu d in a l  

q u a l i ty  con tro l r e c o rd s ,  la b o ra to ry  employee re c o rd s ,  and a 

v a r i e ty  o f  o th e r  types  o f  re co rd s .  Indeed, th e  manager sa id  t h a t  

adequate memory s to ra g e  o f  da ta  was a problem.

W ritten  documentation fo r  o p e ra t in g  the  computer was 

e x te n s iv e .  L i t e r a l l y  dozens o f  volumes were a v a i l a b le  to  the  work 

group members, o u t l in in g  procedures and te ch n ica l  s p e c i f i c a t io n s  

o f  the  system. Employees were form ally  t r a in e d  to  use the  system 

in  the  data  p ro cess in g  departm ent o f  the  h o s p i t a l .  Computer 

t r a in in g  c o n s is te d  o f  th r e e  o r  fo u r  days o f  work with a term inal 

in  the  da ta  p rocess ing  departm ent. Then more informal computer 

t r a in in g  was p rovided  in  th e  la b o ra to ry .

Although I met a lm ost a l l  o f  the  employees in the  work group,

I only ta lk e d  in  depth with the  in te rv iew ee . The manager had 

taken  c o l le g e  n ig h t  c l a s s e s  to  le a rn  programming and more about 

computers. The la b o ra to ry  and h o sp ita l  pa id  fo r  the  employees 

c o l le g e  c lassw ork . In a d d i t io n ,  the  h o sp ita l  req u ired  a l l  members 

o f  the  work group to  accrue  a c e r t a i n  number o f  co n tinu ing  

educa tion  c r e d i t s  p e r  y e a r .  The manager expressed  a d e s i r e  to
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take  more c o l le g e  c lassw ork in va rious  a r e a s ,  Inc lud ing  the 

computer f i e l d .

Members o f  the  work group e x h ib i te d  a dem ocratic , 

p a r t i c i p a t i v e  management s t y l e .  Task design appeared to  be h igh ly  

s t r u c tu r e d .  However, s in ce  a l l  members o f  th e  work group were 

c r o s s - t r a i n e d  and sometimes ro ta te d  job  ta s k s ,  the  system did  have 

some f l e x i b i l i t y .  Promotion and s a la ry  in c re a se s  were l im i te d  bu t 

n o t im possib le .

O v e ra l l ,  th e  c l i n i c a l  la b o ra to ry  looked l i k e  a jumbled mess 

s ince  computers, la b o ra to ry  equipment, and in s trum en ts  were 

everywhere. However, th e  la b o ra to ry  appeared to  be c lean  and a 

well o rganized  work a rea  d e sp i te  the  hodgepodge o f  equipment. 

Employees were f r ie n d ly .  The work a c t i v i t y  was h igh . The group 

members appeared p ro f e s s io n a l ;  t h a t  i s ,  they wore la b o ra to ry  

a p p a re l ,  e x h ib i te d  p ro fess io n a l  diplomas and c e r t i f i c a t e s ,  and 

wore t h e i r  p ro fess io n a l  r e g i s t r a t i o n  in s ig n ia  on t h e i r  lab  c o a ts .

Table 10 shows means o f  v a r ia b le s  d e p ic t in g  a c o n t r a s t  among 

the  p a r t s  department work group, the  h o sp i ta l  la b o ra to ry  work 

group, and the  e n t i r e  da ta  sample. Table 10 g ives  a quick 

overview o f  how th e  p a r t s  departm ent, h o sp i ta l  la b o ra to ry  d i f f e r  

from each o th e r  and from the  e n t i r e  data  sample. For example, no 

members in  the  p a r t s  departm ent had a b a c h e lo r 's  degree, whereas 

a l l  members in  the  h o sp i ta l  la b o ra to ry  had a b a c h e lo r 's  degree.

In c o n t r a s t ,  in  th e  e n t i r e  d a ta  sample, on th e  average about four 

members p e r  work group had b a c h e lo r 's  degrees . Members o f  the  

h o sp i ta l  la b o ra to ry ,  th e r e f o r e ,  had more c o l le g e  educa tion  than
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Table 10

R esu l ts  o f  Q u a l i ta t iv e  A na lysis :  V ariab le  Means o f  the  P a r ts

Department, the  Hospital L abora to ry , as  well a s ,  the  E n t ire  Data 

Sample

VARIABLE

PARTS HOSPITAL ENTIRE
DEPARTMENT LABORATORY SAMPLE

(N = 1 )  (N = 1) (N = 89)

I .  Demographics

1. Number o f  Employees 60 
On S i te

2. Number o f  Members in  4
Work Group

3 . Number With B ach e lo r 's  0
Degree

4 . Number T echn ica lly  0
Trained

5. Number o f  Mainframes 1

6 . Number o f  Minicomputers 0

7. Number o f  Microcomputers 1

600 837.15

10.08

4.44

2.07

1.77

1.83

4.94

I I .  Job Tasks

1. Computer S u b s t i tu te  
f o r  Human E f fo r t

1 = a b so lu te ly  no s u b s t i t u t e  
4 = ex ten s iv e  s u b s t i t u t e

2 . Use Computer fo r  
All Tasks

1 = no none 
4 = y e s ,  a l l

3 . Task A n a ly za b i l i ty
1 = small e x te n t  
7 = la rg e  e x te n t

2.14

2.67

5.29
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Table 10 Continued

R esu lts  o f  Q u a l i ta t iv e  A na lysis :  V ariab le  Means o f  the  P a r ts

Department, th e  Hospital L abora tory , as  well a s ,  the  E n t ire  Data

Sample

PART<\ 
DEPARTMENT 

VARIABLE (N = 1)

HOSPITAL 
LABORATORY 

(N = 1)

ENTIRE 
SAMPLE 

(N = 89)

4. Task Routineness 
1 = small e x te n t  
4 = g r e a t  e x te n t

3 .20 2.40 2.53

5. S k i l l  V arie ty  
1 = small e x te n t  
5 = g r e a t  e x te n t

2.33 3.67 2.94

6. Task S ig n if ic an ce  
1 = valued much l e s s  
4 = valued much more

3 3 2.73

I I I . Computer-Mediated Communication C h a r a c te r i s t i c s

1. Intracompany 
Communication 

1 = only with group 
4 = e n t i r e  company

2 4 1.68

2. Communication Network 
C onnec tiv ity  

1 = no l in k in g  
4 = ex ten s iv e  l in k in g

3 4 2.70

3. Communicate S o c ia l ly  
1 = no
3 = y e s ,  a l o t

1 3 1.29

4. Work-Related Communication 
1 = no
3 = y e s ,  very e a s i l y

1 3 1.66

5. S a t i s f a c t io n  with 
Communication 

1 = n o t a t  a l l  s a t i s f i e d  
4 = very s a t i s f i e d

3 3 2.90
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th e  members o f  p a r t s  departm ent o r  many o th e r  work groups.

Because educa tion  could  Impact on use o f  computer-mediated 

communication, i t ' s  im portan t to  c o n t r a s t  the  educa tiona l l e v e l s  

o f  th e  work groups. Since th e se  two work groups d i f f e r  on many 

v a r ia b le s  from one an o th er  as well as the  e n t i r e  sample, 

c o n t r a s t in g  o f  th ese  groups may y i e ld  in s ig h ts  in to  v a r i a t io n s  o f  

computer-mediated communication use.

B. Demographics. The c l i n i c a l  la b o ra to ry  group was a 

su b u n it  o f  a 350 bed, suburban h o sp i ta l  which employed about 600 

peop le . About 40 people worked in  the  medical la b o ra to ry  bu t only 

seven su p e rv iso rs  comprised t h i s  work group. The la b o ra to ry  was 

c a te g o r iz e d  as  a tech n ica l  p ro fe s s io n a l  group which produced a 

s e rv ic e  type o f  a p ro d u c t ,  in  the  p r iv a te  b us iness  s e c to r .

S im ila r  to  th e  p a r t s  departm ent mentioned b e fo re ,  members o f  the  

c l i n i c a l  la b o ra to ry  group did  no t belong to  the  union. All seven 

members o f  the  work group were women. In terms o f  age 

d i s t r i b u t i o n ,  one member was under 30 and th e  o th e r  s ix  were 

between the  ages o f  30 and 45. All members o f  the  work group were 

Caucasian. Furthermore, 100 p e rc en t  o f  the  people working in  the  

work group had bache lo rs  degrees and were t e c h n ic a l ly  t r a in e d .

The la b o ra to ry  work group had access  to  one mainframe computer, 

one minicomputer, and th re e  microcomputers.

C. Job Tasks. According to  the  manager o f  t h i s  work 

group, the  g ro u p 's  ta sk  inc luded c o l l e c t in g  blood and b io lo g ic a l  

samples from in -h o s p i ta l  and o u t-h o s p i ta l  p a t i e n t s .  Then, va rious  

chemical and b io lo g ic a l  t e s t s  were conducted on the  samples. T es t
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r e s u l t s  were s e n t  to  o th e r  p a r t s  o f  the  h o sp i ta l  an d /o r  to  the  

p a t i e n t ' s  p h y s ic ian s .  The manager in d ic a te d  t h a t  the  computer 

system o f fe re d  "a l i t t l e  s u b s t i t u t io n "  f o r  human e f f o r t .  I t  was 

rep o r ted  by the  manager t h a t  workers use th e  computer fo r  most o f  

the  ta s k s  the  work group performed.

The mean sco res  f o r  a n a ly z a b i l i ty  was 7 .00 , ro u tin en ess  was 

2 .4 0 , and s k i l l  v a r i e ty  was 3 .67 . These means imply t h a t  the  

la b o ra to ry  u n i t ' s  ta sk s  were h igh ly  s tan d a rd ized ,  no t ro u t in e ,  and 

a high degree o f  s k i l l  v a r i e ty .  The manager f e l t  t h a t  he r  work 

group made an im portan t c o n t r ib u t io n  to  the  company s ince  she 

s ta t e d  t h a t  the  la b o ra to ry  group was "valued somewhat more than 

o th e r  groups" in  the  o rg a n iz a t io n .  In f a c t ,  the  manager commented 

t h a t  the  la b o ra to ry  in  general was the  "b ig g e s t  revenue g en era to r  

o f  the  h o sp i ta l  and was a c r i t i c a l  component o f  the  h ea lth  se rv ice  

system o f  th e  h o s p i t a l . "

D. Computer-Mediated Communication. Members o f  the  

la b o ra to ry  group could  communicate v ia  computer with a l l  work 

groups in  the  company. However, members o f  t h i s  work group could 

no t communicate by computer with workers in o th e r  companies. The 

in te rv iew ee  rep o r ted  t h a t  th e  work g ro u p 's  computer system 

components could  be l in k e d  with a lm ost anyth ing  in  the  system; 

hence, th e re  was a high degree o f  computer c o n n e c t iv i ty .

For the  la b o ra to ry  u n i t ,  the  manager re p o r te d  t h a t  workers 

could  "very e a s i ly "  use th e  computer to  t a lk  to  the  people with 

whom they need to  communicate in o rder  to  do t h e i r  work. The 

manager s a id  t h a t  th e  computer was very he lp fu l in  reducing
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b i l l i n g  e r r o r s  a s  well a s  speeding up the  b i l l i n g  p ro cess .  The 

computer system provided a c ru c ia l  l in k  between th e  su p e rv iso r  and 

the  employee, s ince  the  su p e rv iso r  could  more e a s i l y  communicate 

to  employees on o th e r  work s h i f t s .  Moreover, th e  computer system 

was a c r i t i c a l  component in  p a t i e n t  c a re  and well being s ince  l i f e  

saving d e c is io n s  were based on la b o ra to ry  t e s t  r e s u l t s  which could 

be t r a n s f e r r e d  in s ta n tan e o u s ly  by computer from the  la b o ra to ry  to  

the  emergency room o r  o th e r  a re a s  o f  th e  h o s p i t a l .  The manager 

expressed  t h a t  computers had d ra m a tic a l ly  improved 

in s tru m e n ta t io n ,  thus  in c reas in g  the  accuracy and speed o f  

conducting la b o ra to ry  t e s t s .  F in a l ly ,  the  manager commented t h a t  

the  computer was a v i t a l  tool in  q u a l i ty  con tro l  o f  t e s t i n g  and 

employee performance s ince  the  computer tracked  abnormal t e s t  

r e s u l t s  and who conducted each la b o ra to ry  t e s t .

Within t h i s  work group th e re  was inform ation  genera ted  by the  

computer about th e  performance o f  employees bu t the  employees did 

n o t re c e iv e  com puter-generated feedback about t h e i r  performance. 

According to  the  in te rv iew ee , management d id  g e t  computer

g enera ted  in form ation  about each em ployee's  performance o r  some 

em ployee's  performance. In a d d i t io n ,  management rece ived  

com puter-generated  inform ation  about th e  g ro u p 's  p ro d u c t iv i ty .

Members o f  the  work group communicated “a l o t "  s o c ia l ly  v ia  

computer. The manager remarked t h a t  th e  employees enjoyed 

communicating s o c ia l ly  by computer. Employees thought i t  was fun 

to  send a person a joke  o r  a so c ia l  comment by computer.

T h e re fo re ,  employees used soc ia l  communication by computer
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f r e q u e n t ly ,  perhaps fo u r  to  f iv e  tim es a day. The manager s ta t e d  

t h a t  so c ia l  communication by computer reduced th e  monotony o f  

w o rk -re la ted  communication by computer. The in te rv iew ee  d isc lo sed  

t h a t  she was o v e ra l l  "somewhat s a t i s f i e d "  w ith  th e  work g ro u p 's  

a b i l i t y  to  communicate by computer i n t e r n a l l y ,  with o th e r  work 

groups, and e x te r n a l ly .  S p e c i f i c a l ly ,  th e  manager s ta t e d  she 

would l i k e  to  communicate by computer with o th e r  companies, 

vendors, and s u p p l ie r s .  Since th e  manager f e l t  t h e i r  system had 

communication and o th e r  l im i t a t i o n s  t h a t  needed to  be c o r re c te d ,  

she was in  th e  p rocess  o f  upgrading the  computer system. Even 

though the  computer system had been expanded as  much as 30% w ith in  

the  l a s t  two y e a r s ,  the  in te rv iew ee  was hoping to  expand the  

system by 100% in  the  next two y e a r s .  In summary, the  la b o ra to ry  

work group used computer mediated communication to  a co n s id e rab le  

degree.
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CHAPTER IV 

DISCUSSION

Communication by computer has been to u te d  as  an im portan t 

te ch n o lo g ica l  too l and e x p e r ts  have p re d ic te d  t h a t  i t  would soon 

re p la ce  conventional modes o f  communication (Laudon, 1986).

Computer technology , a f t e r  a l l ,  has re v o lu t io n iz e d  the  job  and 

transfo rm ed  so c ia l  p a t te r n s  in  th e  work p lace  (K ling, 1984). Then 

why a r e n ' t  more work groups using computer-mediated communication?

A number o f  p o s s ib le  reasons cou ld  account fo r  the  lack  o f  

com puter-mediated communication in  the  work p la c e .  One reason i s  

t h a t  the  advantages o f  computer-mediated communication could  be 

c o n t in g e n t  on th e  job  ta sk  environment.

Q u a n t i ta t iv e  In s ig h ts  

R esu l ts  from t h i s  study dem onstrate  t h a t  th e  computer has 

impacted the  ta sk  s t r u c tu r e  o f  work groups s ince  in  the  m a jo r i ty  

o f  work g roups, workers could  use th e  computer fo r  most o r  a l l  o f  

th e  ta s k s  they perform. These r e s u l t s  sugges t t h a t  the  computer 

has indeed had a profound e f f e c t  on w orkers ' ta sk  environment.

The h ypo thesis  t h a t  ta sk  s t r u c tu r e  r e l a t e s  to  computer-mediated 

communication seemed to  be a reasonab le  n o tio n .

Perhaps the  most im portan t f in d in g  in  t h i s  study i s  t h a t  

computer-mediated communication i s  not o f te n  used by work groups. 

That i s ,  45% o f  th e  work groups rep o r ted  no computer-mediated 

communication c a p a b i l i t i e s .  Only 26% o f  th e  work groups could  

communicate w ith a l l  o th e r  work groups in  the  company and only 31% 

o f  th e  work groups could use extracompany computer-mediated
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communication. These f in d in g s  a re  r a th e r  e x tra o rd in a ry  

c o n s id e r in g  the  s ig n i f i c a n t  impact t h a t  computers have had on the  

work p la c e .  Moreover, most o rg a n iz a t io n s  in  t h i s  sample had 

m u l t ip le  lo c a t io n  s i t e s  and employed thousands o f  workers. Many 

o f  th e se  o rg a n iz a t io n s  were l a rg e  and could  probably  b e n e f i t  from 

in c reased  communication and c o o rd in a tio n  c a p a b i l i t i e s  t h a t  

computer-mediated communication can o f f e r .

One advantage o f  computer-mediated communication i s  i t s  

u t i l i t y  v e r s a t i l i t y .  In d iv id u a ls  can leap  physical boundaries to  

reach o th e r  in d iv id u a ls  who have te rm in a ls ,  e i t h e r  w ith in  an 

o rg a n iz a t io n  o r  o u ts id e  the  o rg a n iz a t io n .  Since many 

o rg a n iz a t io n s  c u r r e n t ly  use computers, a work group t h a t  employs 

computer-mediated communication could  be "in  touch with the  

w orld ."  Imagine the  easy and time savings f o r  a work group in  

m anufacturing production  to  log onto t h e i r  computer and re q u e s t  an 

o u ts id e  o rg a n iz a t io n  s u p p l ie r  to  ship m a te r i a l s ,  a rrange  a j o i n t  

committee meeting with an in s id e  o rg a n iz a t io n  departm ent, r e p o r t  

to  th e  computer supply vendor an o rd e r  fo r  new softw are , and 

c o n ta c t  a customer about a p roduct com plain t. Besides th e  normal 

computer work lo ad ,  th e se  communication ta sk s  could  be completed 

by computer w ith in  one departm ent in  minutes.

The p a r t s  departm ent examined e a r l i e r  in  t h i s  paper probably 

cou ld  b e n e f i t  from more w o rk -re la ted  computer-mediated 

communication because computer-mediated communication would enable  

th e  p a r t s  department to  overcome physical boundaries . For 

example, c u r r e n t ly  the  p a r t s  departm ent uses a manual b i l l i n g



www.manaraa.com

81

system where the  customer o r  the  s e rv ice  department must 

p h y s ic a l ly  take  a p a r t s  re q u e s t  f o r  payment to  th e  c a s h ie r s  

o f f i c e .  The c a s h i e r ' s  o f f i c e  then e n te r s  th e  b i l l  in to  t h e i r  

computer. The p a r t s  departm ent could  use computer-mediated 

communication to  t r a n s f e r  b i l l i n g  in fo rm ation  in to  the  c a s h ie r s  

computer system, th u s ,  e l im in a t in g  the  time i t  tak es  the  c a s h ie r  

to  e n te r  the  p a r t s  number and c o s t  in to  t h e i r  computer system as 

well as  perhaps e l im in a t in g  typ ing  e r r o r s  t h a t  could  occur during 

c a s h ie r  da ta  e n t ry .  In a d d i t io n ,  th e  au to  d e a l e r s h ip 's  finance  

departm ent has to  e n te r  th e  p a r t s  departm ent data  in to  t h e i r  

computer system weekly. Here, to o ,  computer-mediated 

communication from the  p a r t s  department to  th e  finance  department 

could  be u s e fu l .  The au to  body departm ent could b e n e f i t  from 

computer-mediated communication to  the  p a r t s  department a l s o .  The 

au to  body departm ent, f o r  example, could  check p a r t s  inven tory  by 

computer which would be qu icker than the  c u r r e n t  procedure o f  

te lephon ing  o r  walking to  the  p a r t s  departm ent in q u ir in g  about 

p a r t s  in v en to ry .

Work groups which do no t communicate s o c ia l ly  by computer, 

l i k e  the  p a r t s  departm ent, may not s i g n i f i c a n t l y  b e n e f i t  from 

s o c i a l - r e l a t e d  computer-mediated communication. However, i t  i s  

p o s s ib le  to  imagine t h a t  so c ia l  communication by computer could 

f a c i l i t a t e  f r i e n d ly  in te r a c t io n s  between th e  p a r t s  department and 

o th e r  departm ents w ith in  th e  au to  d e a le rsh ip  s in ce  the  p a r t s  

departm ent i s  p h y s ic a l ly  i s o la t e d  from the  o th e r  departm ents. 

Communicating s o c ia l ly  by computer could  reduce i s o l a t i o n  hence



www.manaraa.com

82

reduce h o s t i l i t y  t h a t  can occur from physical d e p a r tm e n ta l iz a t io n .  

Reducing h o s t i l i t y  cou ld  pave th e  way f o r  more co opera tion  among 

workers. Within th e  departm ent, soc ia l  communication by computer 

cou ld  f a c i l i t a t e  co o p era t io n .  T here fo re , the  company and the  

employees could b e n e f i t  from th e  coopera tion  genera ted  by 

s o c i a l - r e l a t e d  computer-mediated communication.

Even w ith in  work groups, computer-mediated communication i s  

no t used fo r  management fu n c tio n s  l i k e  co o rd in a tin g  ta s k s  between 

subord ina tes  and s u p e rv iso rs  o r  fo r  performance feedback and 

a p p r a i s a l s .  These da ta  show t h a t  o f te n  work groups do no t use 

w o rk -re la ted  computer-mediated communication a t  a l l .  The m a jo r i ty  

o f  the  work groups in  t h i s  sample d id  not gen era te  management- 

r e l a t e d  computer feedback on employee's performance o r  th e  g ro u p 's  

p r o d u c t iv i ty .  For example, 67% did  no t gen era te  by computer 

management feedback on in d iv id u a l ' s  performance o r  on the  g ro u p 's  

performance. P lu s ,  78% o f  th e  work groups did  no t communicate 

s o c ia l ly  by computer.

Work groups a re  simply not using t h e i r  computers fo r  the  

maximum communication p o s s i b i l i t i e s  both in s id e  o r  o u ts id e  the  

company. For example, in  t h i s  study only a t in y  m in o r ity  o f  the  

work groups rep o r ted  they  could communicate by computer with t h e i r  

custom ers, could communicate by computer fo r  s u p p l ie s ,  and could 

communicate by computer with t h e i r  computer supply vendor. I t  i s  

p o s s ib le  t h a t  o rg a n iz a t io n s  could  be more e f f i c i e n t  and conserve 

re so u rces  by using computer-mediated communication to  co o rd in a te  

t a s k s ,  t r a n s f e r  in fo rm atio n , e t c .  Many companies probably  could
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b e n e f i t  from computer-mediated communication but in  some case s  the  

c o s t  o f  l in k in g  computers to g e th e r  may outweigh th e  b e n e f i t s  o f  

computer-mediated communication.

F in a l ly ,  in  t h i s  study 66% o f  the  work groups rep o r ted  being 

somewhat s a t i s f i e d  o r  very s a t i s f i e d  with t h e i r  work g ro u p 's  

a b i l i t y  to  communicate by computer i n t e r n a l l y  and e x te r n a l ly .

D espite  the  low c a p a b i l i t y  o f  computer-mediated communication, the  

m a jo r i ty  o f  work groups a re  s a t i s f i e d .  I t  i s  f a s c in a t in g  to  note 

th e  work groups in d ic a te  t h a t  the  computer p lays  an im portan t ro le  

in  t h e i r  work bu t do no t o f te n  use the  computer f o r  communication 

and a re  s a t i s f i e d  not to  use th e  computer fo r  communication. 

A pparently , computer-mediated communication i s  no t as im portan t as 

o th e r  computer ta sk  fu n c t io n s ,  l i k e  word p ro cess in g ,  so many 

workers and managers a re  s a t i s f i e d  to  do w ithou t computer-mediated 

communication. Indeed, sometimes managers i n t e r p r e t  computer- 

m ediated communication as  a tool fo r  g o ss ip in g ;  th u s ,  computer- 

m ediated communication i s  a waste o f  th e  employees va luab le  work 

tim e.

From th e se  da ta  i t  appears t h a t  about one t h i r d  o f  the  work 

groups were c o n ten t  not to  have computer-mediated communication. 

Almost one f i f t h  o f  the  work groups, on the  o th e r  hand, were 

c o n te n t  with having both so c ia l  and w o rk -re la ted  communication by 

computer. Although s a t i s f a c t i o n  with computer-mediated 

communication spans ac ro ss  a range o f  communication p o s s i b i l i t i e s ,  

o f te n  work groups a re  s a t i s f i e d  w ithou t so c ia l  o r  w o rk -re la ted  

communication by computer. At t h i s  p o in t  one begins to  wonder i f
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computer-mediated communication has made an im portan t c o n tr ib u t io n  

in  the  work p lace  s in ce  so few work groups a re  using communication 

by computers and y e t  the  work groups a re  s a t i s f i e d  no t using 

communication by computers.

Job Tasks and Intracompany and Extracompany Communication

D espite  th e  impact computers have made on ta sk  s t r u c tu r e ,  

p o te n t ia l  r e l a t io n s h ip s  between each job ta sk  and computer- 

mediated communication w ith in  th e  company were n o t  observed in  the  

d a ta .  A pparently , w ith in  companies computer-mediated 

communication augments o th e r  forms o f  communication. Computer- 

mediated communication i s  only one mode o f  communication 

a l t e r n a t i v e s  w ith in  a company, s ince  employees o f  the  work group 

have the  o p tion  to  communicate by te lep h o n e ,  w r i t t e n  memo, 

f a c e - t o - f a c e ,  e t c .  Thus, o th e r  communication a l t e r n a t i v e s  may 

dominate in form ation  exchange so t h a t  computer-mediated 

communication has a l e s s  im portan t ro le  in  communication w ith in  

th e  company.

I t  i s  p o s s ib le  t h a t  intracompany computer-mediated 

communication i s  s i g n i f i c a n t ly  r e l a t e d  to  job  ta sk s  no t explored  

in  t h i s  s tudy . However, th e  r e s u l t s  o f  t h i s  study sugges t t h a t  

ta sk  s t r u c tu r e  i s  n o t  s ig n i f i c a n t ly  r e l a t e d  to  intracompany 

computer-mediated communication. Only ta sk  a n a ly z a b i l i ty  was 

r e l a t e d  to  extracompany computer-mediated communication. The more 

an a lyzab le  the  t a s k ,  the  l e s s  l i k e l y  the  work group would use 

computer-mediated communication with o th e r  companies. Or in o th e r  

words, th ese  r e s u l t s  in d ic a te  t h a t  the  work groups which do not
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have s tandard  op e ra tin g  procedures a re  more l i k e l y  than o th e r  

types  o f  work groups to  use the  computer fo r  communicating to  

o th e r  o rg a n iz a t io n s  o u ts id e  t h e i r  company. A good example o f  such 

a work group could be a th in k - ta n k  research  la b o ra to ry  which uses 

computer-mediated communication to  l in k  to  v a rio u s  companies 

c o l la b o ra t in g  on the  same re sea rch  p r o je c t .

Job Tasks and Computer Network C onnectiv ity

Computer c o n n e c t iv i ty ,  the  degree to  which computer hardware 

components can be l in k e d  to g e th e r ,  prov ides  an in f r a s t r u c tu r e  fo r  

computer-mediated communication. C om puter-re la ted  autonomy, the  

amount o f  s e lf -g o v e rn in g  computer in t e r a c t io n  an ind iv idua l has, 

was th e  so le  job task  s i g n i f i c a n t l y  r e l a t e d  to  computer-mediated 

communication c o n n e c t iv i ty .  The l e s s  co m p u te r-re la ted  autonomy 

th e  work group members re p o r te d ,  th e  g r e a t e r  th e  amount o f  

computer c o n n e c t iv i ty .  Or in  o th e r  words, the  l e s s  s e l f  d i r e c t io n  

allow ed in  work groups, the  more l i k e l y  hardware components w ill  

be l in k e d  to g e th e r  in the  computer system.

Computer c o n n e c t iv i ty  communication o f f e r s  several p o s i t iv e  

advantages (More & L a ird ,  1985). For example, Long (1983) 

su g g es ts  t h a t  one managerial advantage t h a t  computer-mediated 

c o n n e c t iv i ty  allow s i s  t h a t  managers can use th e  computer to  make 

t h e i r  own ad hoc in q u i r ie s  about employees' work, thereby saving 

expense and h a ss le  o f  going through co rp o ra te  channels  to  f ind  

such in fo rm ation . Thus, Long suggested t h a t  computer network 

c o n n e c t iv i ty  f o r  communication should be r e l a t e d  to  task  

s t r u c tu r e .  Only co m pu te r-re la ted  autonomy was r e l a t e d  to
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computer-mediated communication c o n n e c t iv i ty .  T here fo re , i t  i s  

conce ivab le  t h a t  managers a re  using computer-mediated 

communication a s  a mechanism o f  employee work s u rv e i l la n c e  which 

cou ld  have im portan t o rg a n iz a t io n a l  and e th ic a l  r a m if ic a t io n s .

Job Tasks and Whether o r  Not Management Receives 

Computer-Mediated Communication Feedback 

Hypothesis 3A was incom pletely  supported s ince  only ta sk  

a n a ly z a b i l i ty  was r e l a t e d  to  managerial feedback on the 

in d iv id u a ls '  performance. Hence, a s  the  ta sk  becomes more 

s ta n d a rd iz e d ,  the  more l i k e l y  management w ill  use computer- 

m ediated communication to  t ra c k  employees' performance. Managers 

may only t ra c k  employees in h igh ly  s tan d a rd ized  ta sk  jo b s  because 

th e  p rocess  becomes too cumbersome and complex to  tra c k  employees 

in  more com plicated  job  ta sk  s i t u a t i o n s .  For in s ta n c e ,  i t  i s  easy 

to  imagine an accounting  manager t ra c k in g  a subord ina te  

a c c o u n ta n t 's  work. In t h i s  s i t u a t io n  com puter-generated feedback 

by computer could be an e x c e p t io n a l ly  advantageous tool fo r  

management. In c o n t r a s t ,  i t  could be more d i f f i c u l t  to  t ra c k  a 

re sea rch  en g in ee r  whose job  d u t ie s  may be extrem ely v a r ie d  which 

makes o b je c t iv e  measures o f  work ou tp u t  d i f f i c u l t  to  com puterize.

Hypothesis 3B r e s u l t s  show t h a t  more ta sk  a n a ly z a b i l i ty ,  ta sk  

ro u t in e n e s s ,  and l e s s  co m p u te r- re la ted  autonomy were the  only job  

ta s k s  r e l a t e d  to  more managerial use o f  computer-mediated feedback 

on the  work g ro u p 's  p r o d u c t iv i ty .  These data  imply th a t  

computer-mediated communication feedback to  managers i s  im portan t, 

a s  rep o r ted  by C use lla  (1988). S im ila r  to  the  conclusion  drawn
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from Hypothesis 2 , th e se  r e s u l t s  a l so  support the  no tion  t h a t  

computer-mediated communication i s  used f o r  managerial 

s u rv e i l la n c e  purposes. In o th e r  words, managerial use o f  

computer-mediated feedback i s  s i g n i f i c a n t l y  r e l a t e d  to  more job  

ta s k s  than any o th e r  computer-mediated c h a r a c t e r i s t i c  examined in 

t h i s  s tudy . T here fo re , does t h a t  mean in  terms o f  ta sk  s t r u c tu r e ,  

th e  most im portan t computer-mediated communication fu n c tio n  i s  

managerial feedback? The da ta  from t h i s  study sugges ts  t h a t  i s  

p o s s ib le ,  a t  l e a s t  in some work groups.

Job Tasks A ssoc ia ted  with S o c ia l-R e la ted  

and Work-Related Computer-Mediated Communication 

R esu lts  show t h a t  the  more s k i l l  v a r ie ty  in  a jo b ,  th e  more 

l i k e l y  work groups w ill  use t h e i r  computers f o r  soc ia l  

communication. During da ta  c o l l e c t i o n ,  one in te rv iew  respondent 

who re p o r te d  low s k i l l  v a r i e ty  sco ffed  a t  the  no tion  t h a t  

management would ev er  l e t  employees use the  computer fo r  so c ia l  

communication s ince  i t  was s t i l l  extrem ely d i f f i c u l t  to  even use 

th e  computer f o r  w o rk -re la ted  communication. In a d d i t io n ,  during 

d a ta  c o l l e c t io n ,  i t  was noted t h a t  a few work groups with low 

s k i l l  v a r ie ty  had never though t about using the  computer to  

communicate s o c ia l ly .

S k i l l  v a r ie ty  i s  the  only job ta sk  s ig n i f i c a n t l y  a s s o c ia te d  

w ith computer-mediated communication t h a t  i s  w o rk -re la te d .  These 

r e s u l t s  demonstrate t h a t  a s  s k i l l  v a r i e ty  in c re a se s  so does the  

w o rk -re la ted  communication by computer. I t  i s  unders tandab le  t h a t  

a job  environment with more s k i l l  v a r i e ty  could demand h ig h e r
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q u a n t i ty  and q u a l i ty  o f  in fo rm ation . To i l l u s t r a t e ,  an aerospace 

en g inee ring  group with a high s k i l l  v a r i e ty  environment would 

re q u i re  ex ten s iv e  inform ation  in p u ts  from many sources f o r  which 

computer-mediated communication would be a usefu l to o l .  A 

bookkeeping work group which j u s t  manually e n te r s  da ta  in to  the  

computer, in  c o n t r a s t ,  has l im i te d  s k i l l  v a r i e ty  as well a s  

perhaps l im i te d  need to  use the  computer f o r  w o rk -re la ted  

communication.

This  study suggests  t h a t  computer-mediated communication 

cou ld  be an im portan t mode o f  communication f o r  job s i tu a t io n s  

with more s k i l l  v a r i e ty .  I t  i s  p o s s ib le  t h a t  s o c i a l - r e l a t e d  

computer-mediated communication i s  p a r t i a l l y  a by-product o f  

w o rk -re la ted  computer-mediated communication. Or in  o th e r  words, 

a s  in d iv id u a ls  a re  communicating by computer fo r  work reasons , 

so c ia l  communication by computer a r i s e s .  Indeed the  t re n d  in t h i s  

s tu d y 's  da ta  suggest t h a t  could be p o s s ib le  s ince  40% o f  th e  work 

groups r e p o r t  using th e  computer fo r  w o rk -re la ted  communication,

22% o f  the  work groups r e p o r t  using the  computer fo r  s o c i a l - 

r e l a t e d  communication, and 20% o f  the  work groups used both 

w o rk -re la te d  and s o c i a l - r e l a t e d  communication by computer. Only 

2% o f  th e  work groups which used s o c i a l - r e l a t e d  communication did  

n o t  use w o rk -re la ted  communication. These r e s u l t s  in d ic a te  t h a t  

so c ia l  and w o rk -re la ted  communication by computer i s  in te r tw in e d .  

Chances a r e ,  90% o f  the  t im e , i f  you communicate s o c ia l ly  by 

computer you communicate f o r  work reasons by computer a l so .
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Job Tasks and S a t i s f a c t io n  with Computer- 

Mediated Communication 

No p a r t i c u l a r  job  ta s k s  were found to  be s ig n i f i c a n t ly  

a s s o c ia te d  w ith computer-mediated communication s a t i s f a c t i o n .  The 

m a jo r i ty  o f  work groups rep o r ted  being s a t i s f i e d  with t h e i r  work 

g ro u p 's  a b i l i t y  to  communicate by computer i n t e r n a l l y  and 

e x te r n a l ly .  I t  was noted during da ta  c o l l e c t io n  t h a t  some 

in te rv ie w ers  had never conside red  using the  computer fo r  

communication. Conceivably, i f  you d id  no t know about computer- 

mediated communication you were s a t i s f i e d  no t having i t .  Another 

p o s s i b i l i t y  i s  o th e r  modes o f  communication, l i k e  memos and 

te lephone c a l l s ,  a re  widely used and computer-mediated 

communication i s  no t im portan t.

Job Tasks S t a t i s t i c a l  P re d ic t io n  o f  

Computer-Mediated Communication 

In the  m u lt ip le  re g re ss io n  a n a ly s i s ,  no a d ju s te d  R squared 

was s i g n i f i c a n t .  This in d ic a te s  t h a t  a l l  job  ta sk s  taken to g e th e r  

as  a s e t  d id  no t s t a t i s t i c a l l y  p r e d i c t  any s p e c i f i c  computer- 

mediated c h a r a c t e r i s t i c .  I f  ta sk  c h a r a c t e r i s t i c s  had p re d ic te d  

computer-mediated communication, then the  re g re ss io n  a n a ly s is  

could  have supported the  c o r r e la t io n  r e s u l t s  between job ta sk s  and 

computer-mediated communication p a t t e r n s .

Q u a n t i ta t iv e  Overview 

Intracompany computer-mediated communication and s a t i s f a c t i o n  

with computer-mediated communication were the  only  communication 

c h a r a c t e r i s t i c s  no t a s s o c ia te d  with job  ta s k s .  In c o n t r a s t ,  o th e r
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computer-mediated communication c h a r a c t e r i s t i c s ,  extracompany 

communication, network c o n n e c t iv i ty ,  management's feedback, 

s o c i a l l y - r e l a t e d  and w o rk -re la te d  communication, were a s s o c ia te d  

w ith a t  l e a s t  one job  ta s k .  In a d d i t io n ,  n o t  a l l  job  ta s k s  were 

r e l a t e d  to  computer-mediated communication p a t t e r n s .  Task 

s ig n i f ic a n c e ,  co m p u te r- re la ted  t r a n s a c t io n  feedback, and 

co m p u te r- re la ted  e r r o r  feedback were not r e l a t e d  to  any 

computer-mediated communication p a t t e r n s .  These job  ta sk s  were 

a p p a ren t ly  l e s s  im portan t ta sk  s t r u c tu r e s  when co n s id e r in g  

in form ation  technology w ith in  o rg a n iza tio n a l  design .

The q u a n t i t a t iv e  a n a ly s i s  o f  t h i s  c u r r e n t  p r o j e c t  shows t h a t  

many work groups do not use computer-mediated communication and 

y e t  a re  s a t i s f i e d  with t h e i r  low leve l o f  computer-mediated 

communication c a p a b i l i t i e s .  Work groups a re  more l i k e l y  to  

communicate fo r  work reasons  by computer than f o r  so c ia l  reasons 

by computer. Some weak l in k s  were found between computer-mediated 

communication and to  ta sk  s t r u c tu r e .

Q u a l i t a t iv e  In s ig h ts

A review o f  th e  au to  p a r t s  department and th e  h o sp ita l  

la b o ra to ry  group case  s tu d ie s  shows t h a t  on the  su rface  i t  appears 

t h a t  job ta sk s  cou ld  be r e l a t e d  to  computer-mediated communication 

p r a c t i c e s .  A f te r  a l l  the  p a r t s  department re p o r te d  high 

ro u t in e n e ss ,  high s ta n d a rd iz a t io n ,  with low s k i l l  v a r i e ty  and was 

a low u se r  o f  computer-mediated communication. In c o n t r a s t ,  the  

h o sp i ta l  la b o ra to ry  group in d ic a te d  low ro u t in e n e ss  with high
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s k i l l  v a r i e ty  and used computer-mediated communication 

e x te n s iv e ly .

However, a c lo s e r  in sp ec t io n  o f  th e se  case  s tu d ie s  reveal 

t h a t  dem ographically  the  two work groups were d i s s im i la r  in  many 

r e s p e c ts  b e s id e s  j u s t  job  ta sk s  and computer-mediated 

communication. One n o t ic e a b le  d i f f e r e n c e  between the  two case  

s tu d ie s  i s  the  s iz e  o f  the  o rg a n iz a t io n s  t h a t  the  work groups a re  

embedded in .  The p a r t s  departm ent rep o r ted  about 60 employees on 

s i t e ;  the  h o s p i ta l  la b o ra to ry  group rep o r ted  about 600 employees 

on s i t e .  The d i f f e r e n c e  in  s iz e  could  have a dram atic  impact on 

o rg a n iz a t io n a l  s t r u c tu r e  l i k e  d iv is io n  o f  la b o r ,  

d e p a r tm e n ta l iz a t io n ,  c o n f ig u ra t io n  as well a s  d i s t r i b u t i o n  o f  

power h o r iz o n ta l ly  and v e r t i c a l l y .  Indeed, the  h o sp ita l  

la b o ra to ry  group did  r e p o r t  d ec is io n  making power well d i s t r i b u t e d  

h o r iz o n ta l ly  and v e r t i c a l l y  whereas th e  manager o f  the  p a r t s  

departm ent rep o r ted  t h a t  the  d ec is io n  making was no t v e r t i c a l l y  

d i s t r i b u t e d .

Various c h a r a c t e r i s t i c s  o f  inform ation  technology could  be 

i n t e r r e l a t e d  with o rg a n iz a t io n  s t r u c tu r e  and o th e r  v a r ia b le s .

Since the  h o sp i ta l  la b o ra to ry  had a much l a r g e r  and more 

s o p h is t i c a te d  da ta  base than the  p a r t s  departm ent, t h i s  could have 

encouraged the  members o f  the  la b o ra to ry  work group to  become more 

f a m i l i a r  w ith the  computer system because they  needed more 

in fo rm ation  from the  computer to  do t h e i r  jo b .  Such a broad 

computer a p p l ic a t io n  use in  the  work s e t t i n g  cou ld  have fo rced  the  

employees to  l e a r n  a v a r ie ty  o f  computer s k i l l s .  P lu s ,  the
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h o sp i ta l  la b o ra to ry  computer system had more a p p l ic a t io n s  and more 

te rm in a ls  so was more conducive to  w o rk -re la ted  and perhaps 

s o c i a l - r e l a t e d  computer in t e r a c t io n .

G a lb ra i th  (1974) in d ic a te d  t h a t  the  t r a in in g  and personnel 

c h a r a c t e r i s t i c s  o f  employees may a f f e c t  job  t a s k ,  inform ation  

technology , e t c .  Personnel f a c to r s  may p lay  an im portan t ro le  in 

computer-mediated communication usage in  the  work p la ce .  There 

was an extreme c o n t r a s t  in  personnel c h a r a c t e r i s t i c s  between the  

h o sp i ta l  la b o ra to ry  group and the  p a r t s  departm ent group. Members 

o f  the  h o sp i ta l  la b o ra to ry  work group, fo r  example, had more 

educa tion  and tech n ica l  t r a in in g  than th e  members o f  the  p a r t s  

departm ent group. Consequently, th e  h o sp ita l  la b o ra to ry  members 

may have worked with computers in educa tiona l s e t t i n g s  where they 

had been exposed to  the  p rocess  o f  soc ia l  communication by 

computer.

Another n o t ic e ab le  d i f fe re n c e  i s  t h a t  the  h o sp ita l  la b o ra to ry  

members had much more form alized  computer t r a i n i n g ,  as  well a s ,  

computer documentation and re fe re n c e s .  The h o sp i ta l  fo s te re d  

co n tinu ing  educa tion  in  the  computer a r e a ,  whereas the  d e a le rsh ip  

d id  no t encourage co n tinu ing  ed uca tion . The h o s p i ta l  la b o ra to ry  

members appeared to  be more p ro fess io n a l  than the  p a r t s  department 

members. The d e s i r e  to  be seen as a p ro fe s s io n a l  may have driven 

the  la b o ra to ry  members to  le a rn  more about computers so they could 

keep up with rap id  techno log ica l  changes in  t h e i r  work environment 

and o th e r  work r e l a t e d  in fo rm ation .
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T h ere fo re ,  the  q u a l i t a t i v e  in s ig h t s  suggest t h a t  computer- 

m ediated communication in the  work p lace  could  be in f luenced  by 

o rg a n iz a t io n a l  s t ru c tu ra l  f e a tu re s  l i k e  d i s t r i b u t i o n  o f  power, 

employee c h a r a c t e r i s t i c s  l i k e  t r a i n i n g ,  ed uca tion , and 

p ro fe s s io n a l ism , and rewards l i k e  promotion and compensation.

Many f a c to r s  b e s id e s  j u s t  job  ta s k s  could  p o ss ib ly  a f f e c t  

computer-mediated communication p a t t e r n s .  Although G alb ra ith  

(1974) s t a t e d  t h a t  ta sk s  d id  d r iv e  in form ation  technology, o th e r  

o rg a n iz a t io n a l  fe a tu re s  l i k e  s t r u c t u r e ,  people , and reward systems 

were i n t e r r e l a t e d .  H i s to r i c a l ly ,  in  th e  e a r ly  1970 's  ta sk  

u n c e r ta in ty  and environmental tu rb u len ce  was a r e l a t i v e l y  

unexpected phenomena. Then, i t  was lo g ic a l  fo r  G a lb ra ith  to  

hypo thesize  t h a t  job  ta sk  drove o rg an iza tio n a l  systems. I t  could  

be debated whether the  environments o rg a n iz a t io n s  face today a re  

more o r  l e s s  tu rb u le n t  than in  th e  e a r ly  1970 's ; however, today 

o rg a n iz a t io n s  expec t u n c e r ta in ty  and problems, perhaps more so 

than in  the  more economically halcyon days o f  the  1950 's and 

I 9 6 0 's .  The q u a l i t a t i v e  da ta  support the  notion t h a t  in  the  work 

p lace  today o rg an iza tio n a l  s t r u c t u r e ,  people , and o th e r  f a c to r s  

cou ld  p lay  a more c r i t i c a l  ro le  in  computer-mediated 

communication. Therefore , the  p rocess  o f  computer-mediated 

communication may be in te r tw in e d  in  a complex web o f  i n t e r r e l a t e d  

v a r i a b le s .

Research L im ita t io n s

There a re  severa l reasons why th e re  were so few s i g n i f i c a n t  

r e s u l t s  in  t h i s  study: 1) problems with the  d a ta ,  2) the
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r e l a t io n s h ip s  between job  ta sk  and inform ation technology a re  not 

as s a l i e n t  as  in form ation  p rocess ing  theory  su g g es ts ,  and 3) 

measures s e le c te d  fo r  t h i s  study may be inadequate .

1. D ata. Good s t a t i s t i c a l  ana lyses  depend on q u a l i ty  data  

t h a t  do no t v io l a t e  b a s ic  d i s t r ib u t io n a l  assum ptions. Although 

the  sample was not random, the  sample s iz e  was r e l a t i v e l y  la rg e  

and included a wide v a r i e ty  o f  work groups. A f te r  examining the  

d i s t r i b u t i o n  o f  each v a r i a b le ,  i t  was noted t h a t  severa l v a r ia b le s  

were somewhat skewed w ith  moderate o u t l i e r s .  Pearson c o r r e la t io n s  

and m u lt ip le  re g re ss io n  a re  ro b u s t  and somewhat in s e n s i t iv e  to  

moderate skew and d e p a r tu re s  from norm ality . In a d d i t io n ,  

w insorized  t ra n s fo rm a tio n s  were made on skewed v a r ia b le s .

However, the  tran s fo rm a tio n s  did not a l t e r  s i g n i f i c a n t  r e s u l t s  in 

the  s tudy. T he re fo re , moderate problems with the  d a ta  should not 

have sev e re ly  a f f e c te d  the  s t a t i s t i c a l  a n a ly s is .

2. Theory. I t  i s  p o s s ib le  t h a t  v a r ia b le  r e la t io n s h ip s  

p re sen ted  in  in form ation  p rocess ing  theory  a re  no t as s a l i e n t  as 

o r i g i n a l l y  suggested by G a lb ra ith  (1977). However, r e s u l t s  from 

t h i s  study do support to  some e x te n t  inform ation  processing  

th e o ry .  I t  i s  p o s s ib le ,  in  a d d i t io n ,  t h a t  the  ta sk  and 

computer-mediated communication v a r ia b le s  s e le c te d  fo r  t h i s  study 

a re  no t as s tro n g ly  r e l a t e d  as  o th e r  job ta sk  and computer- 

m ediated communication v a r ia b le s  not included in  th e  s tudy. 

Furthermore, unknown v a r ia b le s  could  be moderating the  

r e la t io n s h ip  between ta sk  and computer-mediated communication 

v a r i a b le s ,  such as  the  amount o f  economic re so u rces  a v a i la b le  in
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the  o rg a n iz a t io n .  This could  ex p la in  th e  weak and e r r a t i c  

c o r r e l a t i o n s  and re g re s s io n  r e s u l t s .

The q u a l i t a t i v e  d a ta  sugges t  t h a t  a complex network o f  

i n t e r r e l a t e d  v a r ia b le s  cou ld  a f f e c t  computer-mediated 

communication. Consequently , th e  scope o f  t h i s  p r o j e c t  may have 

been j u s t  too narrow in  focus. That i s ,  j u s t  one f r a c t io n  o f  the  

in form ation  p rocess ing  model, job  ta sk  r e la t io n s h ip  with computer- 

mediated communication, was eva lu a ted  in  the  s tudy . A broader 

p e rs p e c t iv e  o f  o rg a n iz a t io n s  may be necessary  to  b e t t e r  understand  

computer-mediated communication. In s tead  o f  examining only  one 

s e c t io n ,  th e r e f o r e ,  re s e a rc h e rs  should c o n s id e r  in v e s t ig a t i n g  a l l  

th e  r e l a t io n s h ip s  hypothesized  in  the  in form ation  p rocess ing  

model. Thus, v a r ia b le s  l i k e  o rg an iz a t io n a l  s t r u c tu r e ,  employee 

c h a r a c t e r i s t i c s ,  reward s t r u c tu r e ,  as  well a s ,  ta sk  s t r u c tu r e  

should be exp lored  s in ce  a l l  th e se  v a r ia b le s  may a f f e c t  

computer-mediated communication p a t te r n s  in  the  work p la ce .

In a d d i t io n  to  f u r th e r  e v a lu a t in g  in form ation  p rocess ing  

th e o ry ,  o th e r  th e o r ie s  may be useful in examining the  complex 

phenomena o f  computer-mediated communication. For example, socia l 

le a rn in g  th eo ry ,  which ex tends le a rn in g  to  the  problems o f  

personal and so c ia l  behav io r (Atkinson, Atkinson & H ilg a rd ,  1983), 

may be used as  a framework fo r  d e sc r ib in g  how in d iv id u a ls  l e a r n  to  

use computer-mediated communication. That i s ,  does v ic a r io u s  

le a rn in g  and s e l f  r e g u la t io n  p lay  im portan t ro le s  fo r  why 

in d iv id u a ls  l e a r n  computer-mediated communication? Chaos theory  

a ls o  may be usefu l in  ex p la in in g  the  dynamic systems n a tu re  o f
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computer mediated communication. Chaos theory  suggests  t h a t  

p e c u l i a r  behav ior t h a t  appears  random in  the  long run i s  

p r e d ic ta b le  o r  seeming random behav io r a c tu a l ly  has o rd e r  (G le ick , 

1988). Chaos theory  s t a t e s  t h a t  the  c r i t i c a l  i n i t i a l  co n d i t io n s  

in  a system a re  paramount in  the  long run behavior o f  systems.

For example, the  i n i t i a l  c o n d i t io n s  t h a t  e x i s t  in the  work group 

when computer-mediated communication i s  implemented may have a 

dram atic  impact on computer-mediated communication p a t t e r n s  fo r  

y e a r s  in  th e  work group. Future re se a rc h ,  th e re fo re ,  should use 

va rious  th e o r ie s  to  exp lo re  th e  phenomena o f  computer-mediated 

communication.

3 . Measures. Measures s e le c te d  fo r  t h i s  study may be 

weak. As p rev io u s ly  noted , s tan d a rd ized  measures d id  not e x i s t  in 

th e  c u r r e n t  l i t e r a t u r e  so q u es t io n s  and indexes were genera ted  fo r  

t h i s  s tudy . The measures used may have been inadequate fo r  da ta  

c o l l e c t i o n .  S p e c i f i c a l ly ,  the  measures used may no t have 

a c c u ra te ly  a ssessed  th e  concep ts  s tu d ie d .  These measures may have 

only  p a r t l y  e x t r a c te d  in form ation  r e l a t i n g  to  no tions  o f  job  ta sk s  

and computer-mediated communication. For example, the  s k i l l  

v a r i e ty  index used in  t h i s  study could  have inc luded  a question  

ask ing  th e  lev e l o f  s k i l l  need fo r  work group t a s k s ,  hence 

e x t r a c t i n g  more inform ation  on s k i l l  v a r i e ty .  P lu s ,  c o n s t r u c t  

v a l i d i t y  could  be a problem w ith the  measures used in  t h i s  s tudy . 

That i s ,  w ithou t t e s t i n g  th ese  measures th e re  i s  no way to  be 

c e r t a i n  they  measure the  a p p ro p r ia te  concept.
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In a d d i t io n  to  weak measures, i t  seems reasonable  to  conclude 

t h a t  more measures a s se s s in g  job  ta s k s  may be u s e f u l .  In t h i s  

s tudy , only seven job  ta sk  c h a r a c t e r i s t i c s  were used. I t ' s  

p o s s ib le  t h a t  th ese  seven ta sk  c h a r a c t e r i s t i c s  d id  not c ap tu re  the  

d i f f e r e n c e s  o f  job  ta sk  s t r u c tu r e  among th e  work groups. One ta sk  

c h a r a c t e r i s t i c  t h a t  may be he lpfu l i s  u n c e r ta in ty  o f  ta sk .  

Computer-mediated communication may be usefu l in  immobilizing and 

c o o rd in a tin g  resou rces  to  cope with ambiguous o r  unexpected ta sk s .  

For in s ta n c e ,  a f i r e  department may b e n e f i t  from computer- 

m ediated communication. Another job  ta sk  t h a t  may be im portan t i s  

speed o f  ta sk .  The computer i s  a useful too l fo r  making 

mathematical computation qu ick ly .  Work groups, th e r e f o r e ,  which 

must c a lc u la te  la rg e  amounts o f  da ta  in  a s h o r t  p e r io d  o f  time may 

r e ly  on computer-mediated communication to  s h i f t  l a rg e  da ta  bases . 

For example, a c i t y  accounting  department which must tra ck  

monthly ex p en d itu res  may be f a c i l i t a t e d  by computer-mediated 

communication f o r  g a th e r in g  ex pend itu res  from o th e r  departments in 

a t im ely  fa sh io n .

The range o f  c r i t i c a l  e r r o r  in  the  ta sk  may be im portan t. 

Computer-mediated communication can t r a n s f e r  da ta  a c c u ra te ly ,  thus  

reducing human e r r o r .  I f  a hote l accoun tan t makes a c a lc u la t io n  

e r r o r  in  a cu s to m er 's  b i l l ,  then the  customer may become angry.

The ho te l  management can c o r r e c t  the  b i l l  and give the  customer a 

small perk l i k e  a cup o f  co f fe e  thus  l i k e l y  re v e rs in g  the  anger o f  

th e  custom er. On th e  o th e r  hand, i f  a h o sp i ta l  la b o ra to ry  

te c h n ic ia n  g ives  a d o c to r  a blood gas r e p o r t  t h a t  i s  m isca lcu la ted
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and o f f  by one te n th  o f  a m i l l i l i t e r ,  and the  d o c to r  a c t s  

according  to  th e  blood gas r e p o r t ,  then th e  p a t i e n t  may d ie  o r  

s u f f e r  b ra in  damage. So the  range o f  c r i t i c a l  e r r o r  i s  much 

sm alle r  in  the  h o sp i ta l  la b o ra to ry  ta sk s  than in  some accounting 

o f f i c e  t a s k s .  Consequently , the  tran sm iss io n  o f  a cc u ra te  data  by 

computer i s  more im portan t in the  h o sp i ta l  la b o ra to ry  because o f  

the  narrow to le ra n c e  range o f  e r r o r .

Besides job  ta sk  measures, computer-mediated communication 

measures could  be improved a l s o .  Type o f  in form ation  t r a n s f e r r e d  

during computer-mediated communication may be im portan t. An 

accounting  work group, f o r  in s ta n c e ,  may only  t r a n s f e r  numbers.

In c o n t r a s t ,  a graphic  design work group may t r a n s f e r  th re e  

dimensional designs  as  well as  c o lo r  and c o n s t ru c t io n  in s t r u c t io n s  

during computer-mediated communication.

The lev e l o f  in fo rm ation  d e ta i l  may be a primary 

c h a r a c t e r i s t i c  o f  computer-mediated communication. For example, 

one au to  p a r t s  departm ent may need to  t r a n s f e r  in fo rm ation  only on 

au to  p a r t  number and p r i c e .  In c o n t r a s t ,  an o th er  auto  p a r t s  

department may need to  t r a n s f e r  s p e c i f ic  p a r t s  s p e c i f i c a t io n  as  

well as  p a r t s  number and p r i c e .  The leve l o f  d e ta i l  needed, 

th e r e f o r e ,  i s  much d i f f e r e n t  f o r  the  two auto  p a r t s  departm ent.

Another im portan t c h a r a c t e r i s t i c  o f  computer-mediated 

communication i s  len g th  o f  communication. For example, a 

s e c r e t a r i a l  work group which needs to  communicate a two sentence 

message may choose a n o th e r  mode o f  communication r a t h e r  than 

computer-mediated communication. However, a re sea rch  la b o ra to ry
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which needs to  communicate a leng thy  amount o f  Inform ation l i k e  an 

e n t i r e  r e p o r t ,  may choose computer-mediated communication because 

i t  i s  f a s t  and maybe more c o s t  e f f i c i e n t  than o v e rn ig h t  mail o r  a 

long d is ta n c e  te lephone c a l l .  Other c h a r a c t e r i s t i c s  o f  job  ta sk s  

and computer-mediated communication may be n o tab le  and could  be 

examined in  the  work p la ce .

Inform ation  p rocess ing  theory  proposes t h a t  ta sk  s t r u c tu r e  i s  

r e l a t e d  to  in form ation  technology (G a lb ra i th ,  1977) because 

in form ation  technology p rov ides  a v e h ic le  f o r  communication which 

can be used fo r  co o rd in a t in g  job  ta s k s .  Examining a l l  f a c e t s  o f  

such a complex phenomenon as  computer-mediated communication was 

beyond the  scope o f  t h i s  p r o je c t .  Hence, t h i s  study in v e s t ig a te d  

the  r e l a t io n s h ip  between seven job ta sk s  and s ix  computer-mediated 

communication. Since t h i s  study only a sse ssed  one small f a c e t  o f  

in form ation  p rocess ing  th eo ry ,  a fu tu re  re sea rch  study broader in 

scope t h a t  e v a lu a te s  many param eters o f  in form ation  processing  

theory  b e s id e s  j u s t  job  ta sk s  cou ld  be one s t r a te g y  in  re sea rch ing  

computer-mediated communication. For example, the  broader study 

could  e v a lu a te  th e  r e l a t io n s h ip s  among ta sk  s t r u c tu r e  ( d iv e r s i t y ,  

d i f f i c u l t y ,  v a r i a b i l i t y ) ,  o rg an iz a t io n a l  s t r u c tu r e  (d iv is io n  o f  

l a b o r ,  c o n f ig u ra t io n ,  d e p a r tm en ta l iz a t io n ,  power d i s t r i b u t i o n s ) ,  

in form ation  technology (d ec is io n  mechanism, frequency, 

fo rm a l iz a t io n ,  computer-mediated communication), people ( t r a in i n g ,  

s e l e c t io n ,  p rom otion), as  well as  reward systems (compensation, 

le a d e rsh ip  s t y l e ) .
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Another s t r a te g y  f o r  fu tu re  resea rch  could  be the  use o f  

o th e r  th e o r ie s  l i k e  so c ia l  le a rn in g  theory  and chaos theory  which 

could  be used as  a framework fo r  exp lo r ing  computer-mediated 

communication. Furtherm ore, broad is su e s  o f  computer-mediated 

communication need to  be addressed  l i k e  how does computer-mediated 

communication r e l a t e  to  o th e r  forms o f  communication in 

o rg a n iz a t io n .  Also, why work groups a re  unable to  use computer- 

mediated communication needs to  be a sse ssed .  I t  i s  p o s s ib le  t h a t  

work groups cannot communicate by computer because o f  hardware, 

so f tw are , an d /o r  humanware problems. In fu tu re  re sea rch  s tu d ie s ,  

more and b e t t e r  q u a l i ty  measures fo r  job  ta sk  and computer- 

mediated communication c h a r a c t e r i s t i c s  need to  be used.

Summary

This study dem onstrates  t h a t  sometimes c e r t a in  components o f  

jo b  ta sk  s t r u c tu r e  a re  l in k e d  with s p e c i f ic  c h a r a c t e r i s t i c s  o f  

computer-mediated communication which a re  w ith in  th e  domain o f  

in fo rm ation  technology. Since re g re ss io n  a n a ly s i s  o f  job  ta sk  

could  no t s t a t i s t i c a l l y  p r e d ic t  computer-mediated communication 

and c o r r e l a t i o n s  between job  ta sk s  and computer-mediated 

communication were sm all ,  r e s u l t s  o f  t h i s  p r o j e c t  only m arg ina lly  

support  assumptions o f  inform ation  p rocess ing  th eo ry . R esu lts  

show t h a t  c e r t a in  ta sk s  a re  tenuously  a s s o c ia te d  with 

c h a r a c t e r i s t i c s  o f  computer-mediated communication. Some Pearson 

c o r r e l a t i o n s  a re  s i g n i f i c a n t  bu t sm all.  S im ila r  c o r r e l a t i o n s  have 

been rep o r ted  in  the  job  ta sk  and computer-mediated communication 

l i t e r a t u r e  (Rice e t  a l . ,  1989). However, even though the  tren d  i s
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i n c o n s i s t e n t  and weak, th e  tre n d  should no t be d ism issed . Since 

computer hardware and softw are  fo r  computer-mediated communication 

can be c o s t l y ,  before  purchasing  l in k in g  c a p a b i l i t i e s ,  ad d i t io n a l  

t e rm in a ls ,  o r  o th e r  re so u rces  f o r  computer-mediated communication, 

work groups should c o n s id e r  t h e i r  ta sk  c h a r a c t e r i s t i c s .

Furtherm ore, i t  i s  p o s s ib le  t h a t  in the  fu tu re  computer-mediated 

communication may p lay  a l a r g e r  ro le  in the  work p la c e .  The 

re sea rch  p re sen ted  in  t h i s  s tudy shows only a t re n d  towards 

supporting  in form ation  p rocess ing  theo ry .

The purpose o f  t h i s  s tudy was to  in v e s t ig a te  why some work 

groups use computer-mediated communication and some work groups do 

no t .  This s tudy , th e r e f o r e ,  o f f e r s  in s ig h ts  in to  how computers 

a re  used f o r  communication in  the  work p la ce .  For example, t h i s  

p r o j e c t  demonstrated t h a t  computer-mediated communication i s  o f te n  

no t used in  the  work p la c e .  Second, f o r  the  most p a r t  work groups 

a re  s a t i s f i e d  not using computer-mediated communication. Th ird , 

work groups a re  more l i k e l y  to  communicate f o r  work reasons by 

computer than fo r  so c ia l  reasons  by computer. F ourth , job  ta sk s  

a re  only sp o ra d ic a l ly  and weakly r e l a t e d  to  computer-mediated 

communication. F i f t h ,  q u a l i t a t i v e  a n a ly s is  sugges ts  t h a t  

computer-mediated communication could  be dependent on o th e r  

v a r ia b le s  besides  j u s t  jo b  ta sk s  l i k e  o rg a n iz a t io n a l  s t r u c tu r e  and 

employee c h a r a c t e r i s t i c s .  F in a l ly ,  t h i s  study modestly in c re a se s  

our understanding  o f  how technology and communication in te r f a c e  

s in ce  an e x tra o rd in a ry  small amount o f  resea rch  in  the  p a s t  has 

exp lo red  computer-mediated communication in  the  work p la ce .
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1. in this questionnaire, the terms 'computer* and terminal* refer to any 
video display unit with, or connected to, processing power. This includes:

A COMPUTER TERMINAL
(such as a DEC VT100 or IBM 3270)

A MICROCOMPUTER
(such os an BM-PC or Apple Macintosh)

A GENERAL PURPOSE WORKSTATION
(such as an Apollo Domain or DEC Micro-Vox)

A DEDICATED WORD PROCESSOR
(such as an BM Disploywrlter or Wong Word Processor)

2. When you see the term "work group* In this questionnaire. H refers to the 
group or department mentioned In the cover letter. Please think of that 
unit when you answer questions about your work group.

3. For many of the questions In the survey, you wli be asked to circle a 
number that reflects your answer. For these questions, PLEASE CIRCLE ONLY 
ONE number unleu the question specifically requests that you circle oil 
answers that apply.
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1. Vh»t is your current Job title?_____

2. Vhat is the naae of your departnent?,

3. What is the naae of your eoapany?___

A. Which of the following best describes your job classification?

Executive............ ..1 Secretarial........... .6
Manager.............. ..2 Clerical.............. 7
Technical-professional. ..3 Technical-clerical. . .8
Other professional.... . .A Other, specify:
Technician........... ..5 ,9

5. On average how nany hours a week do you spend working on th
job? less than 5................

5-9.......................
10-19......................
20-29......................
30-39......................
AO........................
■ore than AO...............

6. Are you (CIRCLE ONE): a teaporary eaployee.........1
a peraanent eaployee.........2

7. In your job, do you supervise other eaployees? no....... 1
yes...... 1

8. How long have you worked for this coapany?
less than 6 aonths..........1
8 aonths to 1 year..........2
1*2 years.................. 3
2-5 years.................. A
5-10 years................. S
aore than 10 years......... 6

9. How long have you worked In your current job?
less than 6 aonths..........1
6 aonths to 1 year..........2
1-2 years.................. 3
2-5 years.................. A
5-10 years................. 3
aore than 10 years......... 6

10. Do you interact with a coaputer In your current job?
Ho..............1
Yes.............2
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11. TODAY HOST EMPLOYEES DO A NUMBER OF THINGS THAT COULD
CENERALLY BE DESCRIBED AS INVOLVING -INFORMATION". PLEASE 
INDICATE WHETHER YOU DO ANY OF THE ACTIVITIES ON THE LIST 
BELOW--WHETHER FREQUENTLY, SOMETIMES, RARELY, OR NEVER AS A 
PART OF YOUR WORK. ALSO INDICATE WHETHER YOU DO THIS 
ACTIVITY WITH OR WITHOUT A COMPUTER. FOR EACH ACTIVITY 
PLEASE CIRCLE ONE NUMBER TO THE LEFT AND ONE NUMBER TO THE 
R1CHT.

Rarely
er
Never

HOW OFTEN 
1 DO THIS.;

Some* 
tines Frequently

2

2

2

2

2

2

2

2

2

2

3

3

a) Write original 
material

without a with a 
conputer conputer

1

WHAT 1 USE 
IP ..BP THIS;

nost of I 
eoaetines the tine don't 

with a do 
conputer this 

3

to) tyP* or keyboard 1 
text or data 
(supplied by 
soneone else

c) Edit er rewrite 1
d) Proofread and 1 

correct
a) Develop forns 1
f) Fill in forns 1
g) Create and naln- 1 

tain databases.
h) Process er nain- 1 

tain records
1) Keep activity 1

logs
J) Adninistrative 1

aupport (scheduling, 
calendar, nesting 
arrangeatnts)

k) Data analysis 1
(e.g., budget 
analysis;
projaetions; modeling).

2

2

2

2

2

2

2

2

2

2

3

3

3

3

3

3

3

3

9

9

9

9

9

9
9

9

9

9
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HOW OFTEN 
I POIHli;

Rcrely
or
Never

1

1

1

1

Sooe-
tlaes

2

2

2

2

Frequently
3 1) Statistical

coaputation

WHAT 1 USE 
TO DO THIS:

■oat of 
aoaetlaaa tha tlae 

without a with a with a
coaputer coeputer eoaputer

3 a) Programing 1
3 n) Distribute 1

Interaction
3 o) Handle aessages 1

(telephone, 
written etc.)

3 p) Locate er 1
retrieve
Intonation (e.g., 
look up a personnel 
record, locate a 
published report)

3 q) Create graphs, 1
charts, dlagraas

3 r) Prepare docu- 1
Bents, reports

3 a) Bookkeeping 1
3 t) Billing 1
3 u) Gather lnfona- 1

don froa aources 
outside the coBpany

2

2

2

2

2

12. Vhlch of the following coaputer skills do you have? (CIRCLE 
ALL THAT APPLY)
data entry...............................  1
applications package(a) for word processing, 

spreadsheet, graphics, data analysis, CAD
or other functions..........................2

p r o g r a m i n g  language (a) such as BASIC, COBOL,
PASCAL. C................................. 3

aachlne or asseably language....................A
other: (please aoeclfv) 5

don't
do
this

9

9
9

9

9

9

9

9
9
9
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13. Do you use a conputer at hone? (CIRCLE ALL THAT APPLY).
do not use a conputer at hone...........1
use own conputer for personal use.......2
use own conputer for work....... ....... 3
use conpany conputer for personal use....6
use conpany conputer for work.......... 5

14. How nany years of experience do you have working with 
eonputers?

Never worked with eonputers............1
Less than 1 year experience........ ....2
Between 1 and 5 years................. 3
Between 5 and 10 years................ 4
More than 10 years ..........   5

IF YOU INTERACT DIRECTLY WITH A COMPUTER IN YOUR CURRENT WORK. 
PLEASE ANSWER THE NEXT QUESTIONS. OTHERWISE SKIP TO QUESTION 43 
ON PAGE 7.

15. Are you the only user of your terainal or do you share 
terainals with other workers?

share a terainal with aore than 1 person...1
share a terainal with one other person 2
have one terainal of ay own.............. 3
have aore than one terainal of ay own......4

A. If you share a terainal are you able to get use of it when
you need it? seldon or never... ........ 1

soaetiaes.................... 2
usually or always.............3
do not share................. 0

16. On average how nany hours s weak do you spend working on a 
conputer for your Job? less than 5..........1

5 - 10 ..............2
10-20 .............. 3
20-30 .............. 4
30-40 .............. 5
•ore than 40.........6

17. Do you use the conputer about the sane nuaber of hours each 
day er do the nuaber of hours vary fron day to day?

sane nuaber each day...........1
varies fron day to day.........2

18. If you could choose, in doing your work would you:
avoid the conputer at all possible costs...........1
don't care whether you use the coaputer er soae

other aeans available......................... 2
prefer to use the coaputer........................ 3
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19. If it were possible in your work, vould you:

prefer to delegate coaputer tasks to someone else...l 
computerize aore of your tasks.................... 2

IT IS POSSIBLE TO DESCRIBE THE RELATIONSHIP BETWEEN A WORKER AND 
THE COMPUTER IN SEVERAL WAYS. BELOW ARE A SET OF COMPARISONS. 
PLEASE CIRCLE THE NUMBER THAT BEST DESCRIBES THE WAY YOU AND THE 
COMPUTER WORK TOGETHER.

THE COMPUTER AND ME WORKING TOGETHER:

20. Inefficient 1 2 3 4 5 Efficient

21. Smooth 1 2 3 4 5 Rough

22. Unproductive 1 2 3 4 5 Productive

23. Useful 1 2 3 4 5 Useless

24. Slow 1 2 3 4 5 Fast

THERE ARE OTHER WAYS TO DESCRIBE THE RELATIONSHIP BETWEEN A 
WORKER AND THE COMPUTER. BELOW ARE A SET OF COMPARISONS. PLEASE 
CIRCLE THE NUMBER THAT BEST DESCRIBES YOUR RELATIONSHIP TO THE 
COMPUTER YOU USE AT WORK.

25. 2 use the computer 1 2  3 4 5 The computer
uses me

26. My job is to The computer is
use the coaputer 1 2  3 4 5 a  tool to be
to do my work used at ay

convenience

27. I can choose I cannot choose
vhen to use the 1 2 3 4 5 when to use
the coaputer coaputer

28. The coaputer I control the
controls ae 1 2  3 4 5 coaputer

29. The computer is 1 am here to
here to assist 1 2 3 4 5 use the
ae coaputer

HERE ARE SOME MORE QUESTIONS ABOUT YOUR WORK WITH COMPUTERS.

BO. The coaputer allows ae to be creative in ay solving problems
at work. not at all true.............. 1

not very true............... 2
aoaevhat true............... 3
very true................... 4
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31. The computer thinks for me.
not at all true.............1
not very true............... 2
aomevhet true.......   3
very true...............  A

32. My productivity Is defined by the amount of work completed on 
the computer such as number of keystrokes, lines of code,
or computerized transactions.

not at all true.............1
not very true............... 2
somewhat true............... 3
very true................... A

33. The work 1 do on a computer Is an Important part of my 
productivity. not at all.true.............. 1

not very true............... 2
somewhat true............... 3
very true................... A

IN SOME ORGANIZATIONS, SUPERVISORS/MANAGERS KNOU A LOT ABOUT EACH 
PERSON'S COMPUTER USE AND IN OTHER ORGANIZATIONS THEY DON’T KNOU 
VERY MUCH.

3A. Does your immediate superior know how many hours a day you 
spend working at the computer?

No..............1
Don't know..... 2
Yes.............3

35. Does your immediate superior know how many different 
applications you use on the computer?

No..............1
Don't know...... 2
Yes.............3

36. Does your immediate superior know how many errors or mistakes 
you make when you are working on the computer?

No..............1
Don't know...... 2
Yes.............3

37. Does your immediate superior know how many keystrokes er 
transactions you make per day on the coaputer?

No..............I
Don't know...... 2
Yes.............3
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38. Does Che conputer give you feedback (or let you know) if you 

nake errors or mistakes vhen you vork on the computer?
No....................... 1
Yes, sometimes........... 2
Yes, ell of the time...... 3
Not sure.................4

39. Does the computer give you feedback (or let you know) how 
many keystrokes or transactions you make on the computer?

No....................... 1
Yes, sometimes........... 2
Yes, ell of the time...... 3
Not sure.................4

40. If there is en error in the program you ere using can you 
override it or fix it yourself or ask whomever you want for
help OR do you have to go to your supervisor or someone in 
charge for help?

Have to go to supervisor or someone in charge.... 1
Can fix it myself or ask whomever I want ........ 2

41. If there is a problem with the computer so that you cannot do 
your vork the way you usually do it, what do you usually do? 
(CHECK ALL THAT APPLY)

Stop working until someone fixes the computer........ 1
Vork on some other task until the computer is fixed___2
Vork on the same task some other way without computer..3
Do things manually and enter in computer later....... 4
Use another computer................................ 5

42. All in all, how satisfied are you with the computer system 
available to you?

Not at all satisfied......................... 1
Not too satisfied............................ 2
Somewhat satisfied........................... 3
Vary satisfied............................... 4

IF YOU DO NOT USE A COMPUTER AT VORK. PLEASE START ANSWERING 
QUESTIONS AGAIN HERE.

43. Vhen you are dealing with other people at work, how 
frequently are these interactions with:
a. Other people In your vork group Never..........1

Rarely..........2
Sometimes.......3
Frequently......4

b. Other people at your site or facility but not in your 
vork group Never..........1

Rarely..........2
Sometimes.......3
Frequently......4
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Mow frequently ere these interactions vlth: 
e. Other people in the conpany but not in your work group

Never..........1
Rarely.........2
Sob* tines........3
Frequently..... 4

d. Other people outside the eoapany Never......... 1
Rarely.........2
Sooe tines........3
Frequently..... 4

DIFFERENT PEOPLE AND DIFFERENT ORGANIZATIONS PUCE DIFFERENT VALUES ON TIKE 
AND NOV TO USE IT. IN THIS SECTION. VE WOULD LIKE TO KNOW WHAT PEOPLE IN YOUR 
ORGANIZATION THINK ABOUT TIKE IN THE VORKFUCE. PLEASE ANSWER THE FOLLOWING 
INDICATING WHAT YOU THINK MOST PEOPLE IN YOUR WORK BELIEVE ABOUT EACH OF THE 
FOLLOWING. PLEASE CIRCLE THE NUMBER UNDER THE APPROPRIATE COLUMN ALONGSIDE 
EACH STATEMENT.

44. People here feel that 
deadlines don't 
raally natter

45. Staying on schedule is 
inportant here

46. All of our work Is 
tightly scheduled

47. People get upset when 
you are lste for work

48. No one ceres if you ore 
lste returning fron s 
neal break

49. Ve never seen to have 
enough tine to get 
everything done

50. People usually expect to 
take their work hone with 
then

51. People expect to leave at 
the end of the day without 
worrying about their work

dis
sonewhat not agree

gree disagree sure soaevhat agree
2 3 4 5

2

2

2

2
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52. People rarely get work- 
related calls during 
•off* hours (like nights 
and weekends)

53. Vhen people go on 
vacation, they are 
•xpected to tell their 
boss how to reaeh then

56. People here worry about 
using their tiae well

55. Working fast Is not 
laportant here

56. Most people can work at 
Cheir own pace

57. Most people can take 
breaks when they want to

58. People here do MOT have 
the freedoa to use their 
tiae the way they choose

59. Most people here cannot 
aet their own work 
schedules

60. People just expect to 
"kill tiae" on the Job

61. To get the job done,
it la laportant for each 
person to coordinate 
his/her work with others

62. People have to work 
together to get the 
Job done

63. Soae departaents work 
longer hours than ethers

64. People can perfora their 
tasks in any order and 
still get the Job done

65. People are expeeted to 
aanage their tiae 
efficiently

soaevhat 
disagree disagree

1 2

1 2

1 2

1 2

1 2

1 2

1 2

1 2

1 2

1 2

1 2

1 2

1 2

1 2

not agree
sure soaevhat agree
3 4 5

3 6 5

3 4 5

3 6 5

3 6 5

3 6 5

3 4 5

3 4 5

3 4 5

3 4 5

3 4 5

3 4 5

3 6 5

3 4 5
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soaevhat not agree
disagree disagree sure soaevhat agree

66. Most people are expected 1 2 3
to find new vays to save 
tiae

67. Most people don't like 
co-workers who vork late

68. Around here, the rule is 
"hurry up and wait"

HERE ARE SOME QUESTIONS ABOUT YOUR VORK AND YOUR VORK CROUP.
69. In our vork group, people are expected to put forth a lot of

effort not at all true  ..... .
not very true............
soaevhat true............ .
very true................

70. In our vork group, people are held responsible for re
rather than effort not at all true............

not very true..............
soaevhat true..............
very true................

71. Our vork group cannot do its vork without aaterials o 
information froa another departaent

not at all true............
not very true..............
eoaevhet true .........
very true.................

72. Our vork group doesn't really need anything froa othe
departaents not at all true.............

not very true..............
soaevhat true..............
very true................

73. 1 do ay vork but nothing gets done vlth it
not at all true....
not very true......
soaevhat true......
very true.........

ults
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THE FOLLOWING QUESTIONS PERTAIN TO THE NORMAL. USUAL, DAY-TO-DAY PATTERN OF WORK
CARRIED OUT BY YOU AND THE PEOPLE IN YOUR WORK UNIT.
76. How aany of the tasks you do ae vork art the asac froa day 

to day?
Vary few of thta..............I
Scat of thta................. 2
Host of thta................. 3
Alaost all of thsa............ 6

75. To vhat axtent would you say your vork la routine?
To a snail extant.............1
To aeae axtent...........   2
To a great extant.............3
To a very great extent........ 6

76. People In this unit do about the saae job In the aaae vay 
aost of the tiae?

not at all true............. 1
not very true.............. 2
soaevhat true.............. 3
very true.................. 6

77. Basically, people In the vork group perfora repetitive 
activities in doing their job.

not at all true............. 1
not very true.............. 2
soaevhat true.............. 3
very true.................. 6

76. How repetitious are your duties at vork?
Hot at all.................. 1
Soaevhat.................... 2
Very.......................3

79. All in all, hov satisfied would you say you are with your
job? Mot at all satisfied...................1

Mot too satisfied..................... 2
Soaevhat satisfied.................... 3
Very satisfied........................6

SO. Knowing vhst you know now, if you hed to decide all over 
again whether to take the job you now tive, vhat vould you 
decide?
Vould you decide definitely not to take the saae job..l
Vould you have soae second thoughts  .........2
Vould you decide without sny hesitation to take the 
saae job.......................................3
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81. Think about the Job you had axactly two years ago. Even if 
the job was not at th* sane conpany, please think about how 
aatlsfiad you were two yaara ago with your job. All In all,' 
how aatlsfiad would you aay you were with the Job you held
exactly two years ago?

Didn’t have a Job two years ago.......... 0
Hot at all satisfied....................1
Hot too satisfied...................... 2
Soaevhat satisfied..................... 3
Very satisfied.........................4

VE ARE INTERESTED XH SOME OF THE HORMS OR ATTITUDES OF PEOPLE IK YOU* VORX CR 
HERE ARE FIVE STATEMENTS ABOUT KEN, VOMEN AND VORX. PLEASE CIRCLE THE STATEM 
THAT BEST DESCRIBES TOUR OPINION.
82. Voaen have as such ability as sen to sake najor decisions

about eonputers.
Strongly disagree................ 1
Disagree........................ 2
Hautral er undecided..............3
Agree.......................... 4
Strongly agree................... 5

83. The entry of woaen into traditionally sale jobs should be 
discouraged.

Strongly disagree................ 1
Disagree........................ 2
Hautral er undeelded..............3
Agree.......................... 4

- Strongly agree................... 5
84. It is wrong for a nan to enter a traditionally fenale career

Strongly disagree................ 1
Disagree........................ 2
Heutral er undeeided..............3
Agree.......................... 4
Strongly agree................... 5

85. Vonen are just as capable as sen to operate a conputer.
Strongly disagree................ 1
Diaagree........................ 2
Heutral or undecided..............3
Agree.......................... 4
Strongly agree................... 5

i 
» 

1*1
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66. Equal opportunity for all jobs regardless of acx is an ideal 
we ahould all uphold.

Strongly dlaagree................ 1
Dlaagree........................2
Neutral or undecided..............3
Agree.......................... 4
Strongly agree...................5

LAST ARE SOME BASIC DEMOGRAPHIC ITEMS TO HELP US COMPARE YOU?. ANSWERS TO THOSE C 
OTHER PEOPLE. REMEMBER, NO ONE ZN YOUR COMPANY WILL SEE ANY OF YOUR ANSWERS TC 
THIS QUESTIONNAIRE.

87. Are you: aale.........   1
feaale..........................2

88. Your age is: under 25 years....................1
26-35........................... 2
36-45........................... 3
46-55........................... 4
over 55..........................5

89. Vhich of the following best describes your foraal education?
less than high school eoapletion.........1
eoapleted high school.................. 2
vocational school/certificate........... 3
aoae college or two-year college degree---4
baccalaureate (bachelor's) degree........ 5
aoae graduate work or aaster’s degree.... 6
doctoral degree or equivalent........... 7

90. Are you: aarried........................ 1
unaarrled  ................. 2

91. Vhich of the following categories describes your own
Individual incoac? under $10,000........... 1

$10,000 • $25,000....... 2
$25,001 • $50.000....... 3
$50,001 • $75,000....... 4
ever $75,000............ 5

HUNK YOU I
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I.D. Number  I   Croup eypo
I n i t i a l s  o f  rsspondont: Interview er,

1 . What i s  your Job t i t l e : ___________________________

2 . Which o f  eho fo llow in g  bose describes your job e ls s s i f ie s t io n ?  
(ask  only i f  i t  ssoms unclear, o th srv iso  ju s t  cods i t )

EXECUTIVE -  1 MANAGER -  2
TECH-PROF -  3 OTHER PROFESSIONAL -  4
TECHNICIAN- 5 SECRETARIAL -  6
TECH-CLER -  7 CLERICAL -  8
OTHER -  9

3 . Naae o f  company:

4 . Naas o f  work group:

Most o f  the questions w i l l  ba about th is  work group.

5 . Name^of department ( i f  d i f f e r e n t ) :

6 . Company s i t e :

7 . I s  there more than one f a c i l i t y  or a ite?
NO -  I; TES -  2;

8 . Mow many people work a t th is  a ite?
(PEOPLE -  BODY COUNT]

9 . Mow many people work in  th is  company?
(PEOPLE -  BODY COUNT]

10. Mow many people work in  th is  work group?
(PEOPLE -  BODY COUNT]

11 . Bow many people in  the company are under your d irec t  
ou p erv ision  ( i . e .  report to  you)?
(PEOPLE -  BODY COUNT]

12. Zn a few words, p lea se  describe what the company (not 
work group) produces or does.

MANUFACTURING -  1; SERVICE -  2

(CENTRALIZATION]
13. In  your company, to  what ex ten t i s  decision*making 

d istr ib u te d :
A. v e r t ic a l ly  up and down the hierarchy

SMALL EXTENT 1 2 3 4 5 8 7 LARGE EXTENT
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B. h o r izo n ta lly  between various departaents er d iv is io n s  

a t  the saae h ierarch ica l le v e l
SMALL EXTENT 1 2 3 4 5 6 7 LARGE EXTENT

16. I s  i t  p ub lic er private?
PUBLIC - 1; PRIVATE - 2

15. In a few words, p lease describe vhat th is  work group produces 
er does.

16. B r ie f ly , hew i s  i t  accomplished (in  t e n s  o f  the steps er 
fu n ction s involved)?

17. Could you describe how th is  work group f i t s  in to  
t h is  whole organization?

I 'd  l ik e  to  ask you a few questions about the people who vork in  
t h is  work group.

18. Do people in  th is  vork group belong to  a union?
YES, EVERYONE (EXCLUDING SUPERVISOR) -  3. YES, SOME -  2;
NO, RONE -  1

19 . Of the people who vork in  th is  vork group, how aany are aen?
WRITE NUMBER 

How aany are voaen?
WRITE NUMBER
CODE PROPORTION WOKEN: ___________

A. I s  th is  proportion ty p ica l o f  the whole eoapany?

PROPORTION KEN IS RICHER IN CROUP THAN COMPANY -  3 
PROPORTION KEN IS AVERAGE FOR COMPANY -  2 
PROPORTION MEN IS LOVER IN CROUP THAN COMPANY -  1

20. What i s  the general d istr ib u tio n  by age in  th is  vork group? 
WRITE NUMBER UNDER 30, 30-45. OVER 65

CODE PERCENTAGE UNDER 30, 30-45, OVER 65

A. I s  th is  proportion ty p ica l o f  the whole eoapany?

CROUP IS OLD RELATIVE TO COMPANY -  3 
CROUP IS AVERAGE FOR COMPANY -  2 
CROUP IS YOUNG RELATIVE TO COMPANY •  1
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21. Hev aany ath n le a in o r it le s  vork in  th ic  vork group?

(ETHNIC MINORITIES ARE NON-CAUCASIANS]
NUMBER MINORITY:_________

fERCENT MINORITY:._________

A. Za t h is  proportion ty p ica l o f  the vhole eoapany?

CROUP HAS NICKER MINORITY THAN COMPANY -  3
CROUP IS AVERAGE FOR COMPANY -  2
CROUP HAS FEVER MINORITY THAN COMPANY -  1

22 . Vhat la  the average educational le v e l o f  people In th is  vork 
group? Vhat proportion have bachelor's degrees?

NUMBER WITH BACHELOR'S DEGREES:__________

PERCENT WITH BACHELOR'S DECREES:_________

A. Zs t h is  proportion ty p ica l o f  the vhole eoapany?

CROUP HAS HIGHER EDUCATION THAN COMPANY -  3
CROUP ZS AVERAGE FOR COMPANY -  2
CROUP HAS LESS EDUCATION THAN COMPANY -  1

23 . Vhat p rop ortion  o f  people in  th is  vork group are techn ical 
vorkers or are te c h n ic a lly  trained? By tech n ica l vorkers I 
Bean th ose  vho are performing applied sclcnee or engineering  
jo b s .

NUMBER TECHNICALLY TRAINED:____________

PERCENTAGE TECHNICALLY TRAINED:______________

A. Za t h is  proportion ty p ic a l o f  the vhole eoapany?

CROUP HAS MORE TECHNICALLY TRAINED THAN COMPANY -  3
CROUP ZS AVERAGE FOR COMPANY •  2
CROUP ZS LESS TECHNICALLY TRAINED THAN COMPANY -  1

24. Vhat p rop ortion  o f  people In th is  vork group are exeopt? 
(E aployees are exeapt I f  they are not paid for o v e r tla e .)

NUMBER HEEKFT:

PERCENTAGE EXEMPT:

A. Za t h i s  proportion  ty p ica l o f  the vhole eoapany?

CROUP HAS MORE EXEMPT THAN COMPANY -  3 
CROUP ZS AVERAGE FOR COMPANY •  2 
CROUP HAS LESS EXEMPT THAN COMPANY -  1
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25. Are «11 the people in  th is  work group In tho i u i  physical 

lo ca tio n  or aro thoy dispersed seross severa l locations?
I f  they are d ispersed , p lease describe vhere they are 
[CONTIGUITY RELATES TO THE DEGREE OF DIFFICULTY ZN GETTING 
EMPLOYEES TOGETHER; DO THEY FEEL TOGETHER OR DO THEY FEEL 
SEPARATED)
ALL IN SAME LOCATION (CONTIGUOUS) -  1 
PHYSICALLY DISPERSED (NOT CONTIGUOUS) •  2

26. Do people in  th is  vork group have the option o f  working in  
d iffe r e n t  p la ees , such as a t  hose?

YES, AT HOKE -  3; YES, SOMEPLACE ELSE -  2; NO -  1 
[ASX FOR ELABORATION]

[CONTEXT/BACKGROUND * HISTORY OF INFORMATION SYSTEM]

2 7 . I 'd  l ik e  to  get a l i t t l e  background about the h isto ry  of  
coaputer sy stea s  in  your eoapany. Do you know in  which 
departaent coaputers were f i r s t  Introduced?

IF ANSVER IS DATA PROCESSING (A GROUP VHICH PROVIDES COMPUTER 
HELP CENERALLY COMPOSED OF SYSTEMS ANALYSTS/COMPUTER 
PROFESSIONALS). ASX:]

28. In vhieh departaent a fte r  DF were coaputers f i r s t  Introduced? 

CODE PROFESSIONAL DEPT - 1 ,  MANAGERIAL -  2; CLERICAL DEFT -3

29 . I s  your vork group a eoaparatlvaly early  user o f  coaputer 
s y s te a s , r e la t iv e  to  other vork groups In the eoapany, or 
was i t  a eoaparatlvaly  la ta  user?

EARLY -  1; KIDDLE -2 ;  LATE-3

3 0 . In vhat year did  your vork group f i r s t  s ta r t  using eonputers 
fo r  the vork o f  tike vork group?

CODE 3V0 DIGIT YEAR

31. How easy  i s  i t  for  your vork group to  order updates or 
a d d itio n a l eouputer oqulpaent?

HARDWARE:
VERY EASY -  4 
SOMEWHAT EASY -  3

SOFTWARE:
VERY EASY •  4 
SOMEWHAT EASY -  3

DIFFICULT •  2 
IMPOSSIBLE -  1

DIFFICULT -  2 
IMPOSSIBLE -  1

(ASK FOR ELABORATION]•



www.manaraa.com

130
32. Vhen you are ordering computer equipment (hardware) do you 

have to  coordinate your choice with other vork groups?

YES -  3; PROBABLY SHOULD -  2; HO -  1 
(ASK POR ELABORATION]

33. Vhen you ere ordering computer software do you have to  
coordinate your choice with other vork groups?

YES -  3; PROBABLY SHOULD -  2; HO -  1 
(ASK FOR ELABORATION]

34. Do you have to  j u s t i fy  new computer equipment or software?
Do you have to  j u s t i f y  e ith e r  the money er the choice o f  a 
p a rtic u la r  produet?

a . YES, JUSTIFY MONEY -  2; HO JUSTIFICATION NECESSARY -  1
b. YES, JUSTIFY PRODUCT -  2; NO JUSTIFICATION NECESSARY -  1

c .  To vhoa do you have to  j u s t i f y  it?
' (ASK FOR ELABORATION]

35. I s  the a c q u is it io n  o f  coaputer equipment or software 
c e n tr a lise d  er formalised?

A. YES, FORMALIZED -  2; HO, HOT FORMALIZED -  1
B. YES, CENTRALIZED -2 ;  NO. NOT CENTRALIZED-1

(EXPLAIN CENTRALIZATION AND FORMALIZATION IF PERSON NEEDS IT: 
( CENTRALIZATION -  ONE CENTRAL POINT FOR DECISIONS ABOUT 
COMPUTER ACQUISITION AND USE; FORMALIZATION -  STANDARD 
PROCEDURES FOR ACQUIRING AND USINC COMPUTERS, MOST FORMALIZED 
IS WRITTEN]

36. Hov vould  you daseribe top management's view o f  the ro le  o f  
ceaputera in  th is  company?

Ve vant to  be on the leading edge o f  computsr use no
m atter vhat i t  ta k e s ..................................................................1

Ve d on 't vant to  f a l l  too far  behind other companies
in  computer u se ....................... ................................................... 2

Computers a r e n 't  th at important to  our company................. 3
Computers a re n 't  vorth the trouble and espense.................4

(TECHNOLOGY - OBJECTIVE MEASURES]

Mast, 1 vould l ik e  to  g et aoae inform ation about the coaputer 
system  or system s a v a ila b le  to  vorkers in  the vork group. I am 
In terested  in  a l l  inform ation technology used by the people in  
the vork group fo r  the vork o f  the group, regardless o f  i t s  
p h y sica l lo c a t io n . For aaaaple, i f  people in  th is  vork group use 
a p r in te r  lo ca ted  in  another vork group, i t  ahould be included.
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2 vould Ilk* to  sto re  by asking you about eoaputlng power 
a v a ila b le  to  th is  vork group; I 'a  going to ask about 
aainfraae eoaputars ( e .g .  VAX, CYBER, CRAY, IBM), ainieoaputers  
( e .g .  VAX), er alerocoaputers ( e .g .  VAX, IBM, VECTOR, MACINTOSH) 
includ ing PCs.

37. I s  there a aainfraae coaputer that i s  used by vorkers in  th is  
vork group? YES -  2; NO -  1

A. I f  y e s , how many? CODE NUMBER
WRITE NAME(S)

B. Can you access the coaputer through tera in a ls  in  th is  
vork group? YES •  1; NO -  2
I f  no, vhere do you go? WRITE IN

C. How Is  access to  tera in a ls  deterained across vork 
groups? STATUS -1 ;  EGALITARIAN -  2; SENIORITY -  3; 
JOB/OCC -  4; NEED 5; BUDGET/MONEY/COST -  6; OTHER -  7

D. Mow i s  access to  tera in a ls  deterained v ith in  vork
* groups? STATUS -1 ; ECAllTARIAN -  2; SENIORITY -  3; 

JOB/OCC -  4; REED 3; BUDGET/MONEY/COST -  6; OTHER -  7

38. I s  there a a in icoap u ter(s) that i s  used by vorkers in  th is  
vork group? YES -2 ;  NO -1

A. I f  y e s . bow aany? CODE NUMBER
WRITE NAME(S)

B. Who co n tro ls  a eeess , th is  vork group or another?
THIS WORK CROUP -  1; DP -2 ;  OTHER WORX CROUP -3  
IF OTHER.

C. Nov i s  access to  tera in a ls  deterained across vork groups? 
STATUS •X; EGALITARIAN -  2; SENIORITY -  3; JOB/OCC -  4; 
NEED S; BUDGET/MONEY/COST -  S; OTHER -  7

0 . How i s  aeeess  to  tera in a ls  deterained v ith in  th is  
vork group?
STATUS -1 ;  EGALITARIAN -  2; SENIORITY -  3; JOB/OCC -  4; 
NEED 5; BUDCET/MONEY/COST -  6; OTHER -  7

E. Where i s  oaeh a ln lcosp u ter located?
THIS WORX CROUP -  1; BP -2 ;  OTHER WORX CROUP -3
IF OTHER,_________________
REPEAT FOR EACH MINI

F. I f  coaputer i s  not In your vork group can you aeeess i t  
through te r a in a ls  in  your vork group?

YES -  I ;  NO -  2

C. I f  no, vhere do you go?
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39. Arc there aleroeoaputars that are used by vorkers in  th is  

vork group? YES •  2; NO -  1

A. I f  y e s , hov many? CODE NUMBER
WRITE NAME

B. Who control*  then? NUMBER BY THIS WORK CROUP_____
NUMBER BY OTHER WORK CROUP_____

C. Where *r* they located?
HOW MANY ARE ON OR NEAR INDIVIDUAL’S DESKS_____
CODE PERCENTAGE__________

HOW MANY ARE IN THIS WORK CROUP__________
CODE PERCENTAGE___________

D. Hov I s  access deterained? STATUS •  1; EGALITARIAN -  2; 
SENIORITY -  3; JOB/OCC -4 ;  NEED -  5; BUDGET/MONEY -  6; 
OTHER -  7
(ELABORATE]

AO. Do'you have any ether kind o f  computing power besides those 
v e ’ve ta lk ed  about? By eoaputlng power I aean a keyboard 
and acreen attached to  eoaputlng power. YES • 2 ;  NO -  1 
(IF YES. ELABORATE]

A l. Hov aany d if fe r e n t  coaputer vendors supply the Information 
a y s te a (s )  used by th is  group? (E ither provide nuaber er l i s t  
v en d o rs). WRITE BOTH; CODE NUMBER

A2. O v era ll, hew aany f u l l  t ia e  equivalent (FTE) vorkers per 
te r a in a l ( e f  any kind) are there In th is  vork group?
CODE NUMBER OR FRACTION

A3. O verall are yeu a a t ls f ia d  v ith  your vork group’s aeeess to  
te r a in a ls  and a llo ca te d  coaputer tiae?

VERY SATISFIED «4 
SOMEWHAT SATISFIED -3  
HOT VERY SATISFIED -  2 
HOT AT ALL SATISFIED -  1

AA. Hov aany p r in te r s  are p h y sica lly  located  here in  your area? 
WRITE TOTAL HUMBER:

AS. How aany p r in ter s  outside your vork area are used by aenbers 
o f  your vork group? CODE HUMBER

46 . I f  p r in te r s  are ou tsid e your vork area, hov far  away are 
they?
WRITE ANSWER; CODE ON SAME FLOOR -  1; ON ANOTHER FLOOR -  2 ; 
IN ANOTHER BUILDING -  3 
CODE FOR EACH PUNTER
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47. Can aeabers o f  your vork group eonaunicate v lch  aach othar 

v ia  coaputer? YES - 2 ;  NO -  1

48. Can aeabers of your vork group eoBDunieata vlch vorkera in 
othar vork groups in th is  eoapany v ia  coaputer?

VITH ALL VORK CROUPS IN THE COMPANY -  4
VITH SOME OR AIL VORK CROUPS AT THIS SITE -  3
VITH SOME OTHER SUBSET OF VORK CROUPS IN THE COMPANY -  2
ONLY WITH OTHER MEMBERS OF THE VORK CROUP -  1

49 . Can aeabers o f  th is  vork group coBaunleate v lth  vorkers In 
o th er COMPANIES by eoaputsr? YES -  2; NO *1

A. I f  y e s , hov aany othar conpanias (approxiaatcly)?
CODE NUMBER

S. Vhieh conpanies?
IF SAME INDUSTRY -  1; OTHER INDUSTRY -  2; BOTH -  3

C. IF VITH CUSTOMERS -  2; NOT WITH CUSTOMER -  1
D. IF VITH SUPPLIERS -  2; NOT VITH SUPPLIERS -  1

50. O verall are you s a t is f ie d  v lth  your vork group's a b i l i ty  to  
eeaaunieata by coaputer • - in te r n a lly , v lth  other vork groups 
and ex tern a lly?

VERY SATISFIED -4  
SOMEVHAT SATISFIED -3  
NOT VERY SATISFIED -  2 
NOT AT ALL SATISFIED -  1

Vhich o f  the fo llo v in g  coaputer functions are ava ilab le  to  
aeabers o f  your vork group?

51. Vord p r o c ess in g /te x t  e d it in g ..............................YES * 2 ;  NO •  1
52. E leetron le  f i l i n g  ays t e a .......................................YES •  2; NO •  1
53 . Calendaring...................................................................YES * 2 ;  NO -  1
54. Decs base aanageasnt............................................... YES * 2 ;  NO -  1
55. DDS (d ec is io n  support a y s te a ) ............................YES * 2 ;  NO •  1

(PROCRAM TO HELP PEOPLE MAKE DECISIONS]
56. Inform ation r e t r i e v a l . . . . . . . . . .  YES •  2; NO •  1

(FROM AN EXTERNAL OR EXTENSIVE DATABASE]
57. C raphics......................................................................... YES -  2; NO -  1
58. Spreadsheet...................................................................YES * 2 ;  NO •  1
59. S t a t i s t i c a l  coaputation ( e .g . ,  SPSS, SAS).YES • 2 ;  NO •  1
SO. Vhat sp e e la llsed /e u sto a ise d  functions are ava ilab le  to  your 

vork group ( e .g . ,  p ayro ll processing , reservations aystea)?  
CODE NUMBER OF SPECIALIZED FUNCTIONS 
ORITE DOWN ALL FUNCTIONS FOR FUTURE CODING
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(TECHNOLOGY • SUBJECTIVE]
Now I want Co d iscu ss  sea t o f Che aore abstract features o f  
coaputer s y s te a s . Za p a rticu la r , Z aa Interested  in  end*user 
eoaputlng, the ax ten t to  vhleh the fo llow ing features describe  
the coaputer a y stea  as I t  i s  used by workers in  your work group. 
In answering th ese  q u estion s, p lease  consider a l l  the hardware 
and softw are a v a ila b le  to  th is  work group, not any s in g le  u n it.  
A lso , In answering th ese  questions, I 'd  lik e  you to  l a p l i c l t ly  
coapare your work group to  other white c o lla r  work groups in  
general.

INTENSIVENESS
F ir s t  I aa in te r e s te d  in  the r a t io  o f  hardware, softw are, and 
a p p lica tio n s to  people in  the work group. (THE MORE EQUIPMENT, 
SOFTWARE AND CAPABILITIES PER PERSON IN THE VORX GROUP. THE 
GREATER THE INTENSIVENESS. IN A COMPUTER INTENSIVE VORX GROUP, 
EACH EMPLOYEE MAY HAVE SEVERAL TERMINALS AT HIS/HER WORKSTATION 
AND ACCESS TO MULTIPLE SYSTEMS.]

S I. How vould you ra te  the r a t io  o f hardware, software and 
a p p lica tio n s  to  people In the work group?

LOTS OF COMPUTER CAPABILITY RELATIVE TO THE NUMBER OF 
PEOPLE •  3

QUITE A BIT OF COMPUTER CAPABILITY RELATIVE TO PEOPLE-2 
LOW RATIO OF COMPUTER CAPABILITY TO PEOPLE -1

INTERVIEWER RATING__________

62. A s la i l a r  id ea  la  to  contrast labor v s . ca p ita l Intensiveness  
or the d is tr ib u t io n  o f  c o sts  between wages and a l l  oqulpaent 
used to  do th e vork o f  the group. Hov vould you describe your 
vork group on a continuua froa spending a o st aoney on wages 
to  spending a o s t  aoney on oqulpaent?
VERY LABOR INTENSIVE •  A 
SOMEWHAT LABOR INTENSIVE •  3 
NOT VERY LABOR INTENSIVE -  2 
NOT AT ALL LABOR INTENSIVE -  1

INTERVIEWER RATING

COMPLEXITY
Second I aa in te r e s te d  in  the nuaber o f  types o f  coaponents 
( e . g . ,  a le r o  ♦  aa ln fra a e) and nuaber o f  d iffe re n t coaponents 
( e . g . ,  1 PC v s .  20 PCs). A COMPLEX SYSTEM IS ONE WITH LOTS OF 
DIFFERENT COMPONENTS AND USUALLY SEVERAL MACHINES OF ONE TYPE

63. How vould  you d escribe the coaputer oqulpaent here v lth
resp eet to  the nuaber o f  types and coaponents?
A LOT OF DIFFERENT TYPES AND NUMBER OF COMPONENTS -  3 
MORE THAN 1 TYPE OR MANY COMPONENTS -  2
ONLY ORE TYPE OR FEW COMPONENTS -  1

INTERVIEWER RATINC
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SPECIALIZATION
Third I aa In terested  in  the nuaber o f d ifferen t tasks or 
fu n ction s fo r  which tha coaputar systaa can e a s ily  be used by 
workers in  your group. HOW SPECIALIZED IS THE COMPUTER SYSTEM(S) 
AVAILABLE TO YOUR WORK CROUP.

64. How would you rata tha nuaber o f  d ifferen t tasks or functions  
fo r  which tha coaputar systaa  i s  a ctu a lly  used by workers
in  your group?

ONLY ONE FUNCTION OR TASK -  1
SEVERAL FUNCTIONS OR TASKS -  2
MANY FUNCTIONS OR TASKS - 3
UNLIMITED NUMBER OF FUNCTIONS/TASKS- 4

INTERVIEWER RATING____________

65. How would you rata tha Busbar o f  d iffe re n t tasks or functions 
fo r  which the coaputar systaa  could e a s ily  be used by workers
in  your group?

ONLY ONE FUNCTION OR TASK •  1
SEVERAL FUNCTIONS OR TASKS -  2
MANY FUNCTIONS OR TASKS -  3
UNLIMITED NUMBER OF FUNCTIONS/TASKS* 4

INTERVIEWER RATING______________

INTEGRATABIUTY/ CONNECTIVITY
Fourth, X an in ter e sted  in  tha exten t to  which d iffe re n t hardware 
eoaponents th a t you have can be linked together ao that they can 
coaaunicate or the user can access one froa another.

66 . t la a s a  describe the work group's coaputar systaa  with respeet 
to  the extant to  whieh hardware eoaponents can be linked  
to g eth er .

CAN LINK ALMOST ANYTHING VITH THIS SYSTEM -  4
LIMITED ABILITY TO LINK INCLUDING SOKE

TERMINAL TO TERMINAL •  3
LIMITED ABILITY TO UNX COMPONENTS SUT

NO TERMINAL TO TERMINAL ABILITY -  2
NO UNKINC CAPABILITY -  1

INTERVIEWER RATING 

COMPATIBILITY
F if t h ,  I an in te r e ste d  in  tha extant to  whieh a function  can be 
p erfom ed  interchangeably on d iffer e n t hardware eoaponents ( e .g . ,  
tha aaaa UP pregraa can ha used on two d iffe re n t o y stea s).

6 7 . P lease  daserlbe your o y stea 's  in tereh an geab llity .
DOESN'T EXIST OR UE ONLY HAVE ONE SYSTEM *1
LIMITED XNTERCHANCEABILITY -2
EXTENSIVE INTERCHANGEABILITY -3

INTERVIEWER RATING
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DECENTRALIZABXL1TY
S ix th , I an in terested  in  the extent to  which the eoaponents o f  
your sy sten  can be detached and used in  d ista n t se tt in g s  such as 
In another s i t e  or a t  hoae.

68. P lease describe your sy stea  on th is  d iaension .
CAN'T BE SEPARATED; DOESN'T APPLY -  1
LIMITED DECENTRAL1ZABXLXTY -  2
VERY DECENTRALX2ABLE -  3

INTERVIEWER RATING____________
Please g iv e  an exaople. WRITE ANSWER

PORTABILITY
A s ia i l a r  notion  Is  the ex ten t to  which eoaponents can be e a s ily  
aoved baek and forth  to be used in  ether s e tt in g s  sueh as hoae or 
w h ile  tr a v e lin g .

69. P lease  describe your sy stea  on th is  diaension.
CAN'T BE MOVED -  1
UNITED MOBILITY -  2
WHOLE SYSTEM IS VERY PORTABLE -  3

INTERVIEWER RATING __________

EXPANDABILITY
Seventh I aa in terested  in  the extent to  which the conputer 
ay stea  can e a s i ly  be extended sueh as adding aeaory, te r a ln a ls ,  
fu n c tio n s , and u sers . (MOT JUST DUPLICATION OF INDEPENDENT 
FUNCTIONS BY ADDING MORE MACHINES OR ADDING SHIFTS OF WORKERS]

70. How expandable i s  your work group's coaputar systea?
VERY EXPANDABLE -  3 
SOMEWHAT EXPANDABLE •  2 
HOT AT ALL EXPANDABLE •  1

INTERVIEWER RATING________

71. How such has i t  already been expanded w ith in  the la s t  2 
years?  WRITE ANSWER

72. Are there plans to  further expand the sy stea  in  the next 2 
years? YES •  2; NO *1 
ELABORATE
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PROGRAMMABILITY
Eighth 2 aa in terested  in  the extent to  whieh end-users. i . e . ,  
workers in  your group, can develop and s to r t  standardized  
procedures on the coaputer. (MOT PROGRAMMERS' ABILITY TO 00 
THIS]

73. P lease rate your sy sten 's  programmability.
VERY PROGRAMMABLE -  3 
SOMEWHAT PROGRAMMABLE -  2 
MOT AT ALL PROGRAMMABLE -  1

INTERVIEWER RATING__________
A. I f  i t  i s  programmable, could you give an example. 

WRITE ANSWER

HABITABILITY/USER FRIENDLINESS
Ninth i s  user fr ie n d lin e ss  or the coaputer'a a b i l i ty  to  help the 
workers use i t  or asks i t s  requirements known to the user.

74 . P lease describe your sy s te a 's  fr ie n d lin e ss .
VERY FRIENDLY -  4 
SOMEWHAT FRIENDLY -  3 
NOT VERY FRIENDLY -  2 
NOT AT ALL FRIENDLY-1

INTERVIEWER RATING__________

SUBSTITUTABILITY
Tenth, I aa in ter ested  in  the extent to  which the coaputer sy stea  
i s  •  su b s titu te  for workers, or the exten t to  whieh the sy stea  
now perforas functions f o n e r ly  provided by workers, or aakes 
d e c is io n s  f o n e r ly  aade by workers.

75 . To what axten t i s  the coaputer sy stea  a su b stitu te  for huaan 
e f f o r t  and d ecision s?

EXTENSIVE SUBSTITUTION FOR HUMAN EFFORT -  4

INTERVIEWER RATING____________

A. IF YES, In general what type o f  work has been
replaced?
TEDIOUS CLERICAL WORK YES -  2 NO -  1 
SKILLED DECISION MAKING YES -  2 NO •  1 
COMPUTATION YES •  2 HO -  1

QUITE A BIT OF SUBSTITUTION 
A LITTLE SUBSTITUTION 
ABSOLUTELY NO SUBSTITUTION

•  3 
-  2 
-  I

B. IF YES, Could you g ive an axaaple. WRITE ANSWER
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76. E leventh, and la s t ,  vhen people work at a te ra in a l, hov fa s t  

Is  tha aystaa on average?
TOO FAST TO XEEP UP -  3
USUALLY JUST ABOUT RIGHT -  2
TOO SLOW FOR MOST OF OUR WORKERS -  1

INTERVIEWER RATING________

[SECTION ON FIT ASSESSED AS AN INDEPENDENT CONCEPT]

I 'd  lik a  you to  think about tha goals you hava for your work 
group's coaputar aystaa.

77. Mov v a i l  doas tha coaputar sy sta a (s) availab la  to your vork 
group aaat your goals for the aystaa?

EXTREMELY WELL -  4
VERY WELL -  3
SOMEWHAT WELL -  2
NOT AT ALL WELL -  1

78. Hov v a i l  doas tha coaputar sy stea  aaat the goals o f tha vork 
group?

EXTREMELY VEIL •  4
VERY WELL -  3
SOMEWHAT VELL -  2
NOT AT ALL VELL -  1

79. Hov v a i l  doas i t  contribute to  aeeoaplishing tha tasks o f the 
vork group?

• EXTREMELY VELL -  4
VERY VELL -  3
SOMEWHAT VEIL -  2
NOT AT ALL VELL -  1

•0 . Are th ere  any problea areas v ith  your coaputer systea?
(IF IT IS A PROBLEM FOR ANY OF THEIR COMPONENTS, THEN 
CODE IT AS A PROBLEM]

IF HARDWARE/SOFTWARE -  1 OTHERWISE -0
IF  POLITICAL PROBLEM -  1 OTHERWISE -0
IF FINANCIAL PROBLEM -  1 OTHERWISE -0
IF VENDOR PROBLEM -  1 OTHERWISE *0

ELABORATE

11. th a t  changes vould Inprove the sy s te a 's  a b i l i t y  to  aaat your 
work group'a needs and goals?

IF MENTION HARDWARE •  2; IF NO MENTION -  1
IF MENTION SOFTWARE -  2; IF NO MENTION -  1
IF MENTION MORE HARDWARE/SOFTWARE -  2; IF NO MENTION -  1
IF MENTION CHANGE IN WORK •  2; IF NO MENTION •  1
IF MENTION POLITICS * 2 ;  IF NO MENTION •  1
VRITE DOWN GIST OF ANSWER
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82. Hov far doas chc systaa depart froa your idaal systaa?

VERY FAR -  1 
SOMEVHAT FAR -  2 
VERY LITTLE -  3 
PERFECT FIT -  4

83. To vhat axtant hava you had to aake adj us coasts i s  tha v .y  
vork Is  dosa in  erdar to aeeoaaodata tha coaputar systaa?

SUBSTANTIAL CHANCES -  4
SOME CHANCES -  3
VERY FEW CHANCES -  2
NO CHANCES -  1

A. Could you g ive a coupla o f axaaplas. WRITE ANSWER

84. To vhat extant hava you had to aaka adjustaants or changes in  
tha coaputar systaa  in  order to  aeeoaaodata the vay vork is  
dona in  th is  vork group?

SUBSTANTIAL CHANCES -  4
SOME CHANCES •  3
VERY FEW CHANCES -  2
NO CHANCES -  1

A. Could you g ive a coupla o f axaaplas. WRITE ANSWER

In order to  aaka tha a o st  use o f  a coaputar systaa , users aay 
need seas support, fo r  axaapla, prograaalng h elp , tra in in g , 
maintenance, and tha l ik e .  These support ch a ra c ter istic s  have 
been c a lle d  tha eoaputing in frastru ctu re .

85. Vhat kind o f  support i s  a v a ila b le  to  th is  vork group? 
SYSTEM MAINTENANCE YES -  2; NO -  1
FROCRAMMER TO WRITE YES -  2; NO -  1
FROCRAMMER TO HELP USER YES -  2; NO -  1
NEW USER TRAINING YES -  2; HO -  1
CONTINUING TRAINING YES -  2; NO -  1
WRITE ANSWER IF NECESSARY

86. I s  there on inform ation canter (p laea , department, or group 
o f  computer con su ltan ts) in  your coapany?

YES -  2; NO -  I

87. Are there computer consultants ava ilab le  to  your vork group 
(e ith e r  in sid e  or outside o f the coapany)?

YES -  2; NO -  1
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88. Where vould people in  your group usually  go for h tlp  with  

your coaputar?
A. EXPERT IN VORK CROUP YES -  2; NO -  1
B. EXPERT OUTSIDE VORK CROUP BUT

ZN COMPANY YES -  2; HO -  1
C. EXPERT OUTSIDE THE COMPANY YES -  2; HO -  1

D. WOULDN’T HEED HELP YES -  2; HO -  1
E. DON'T KNOW YES -  2; NO -  0

Son* axparts contend th a t a coaputar aystaa should r e f le c t  fo ra e l 
and inform al p attern s o f  work in  order to  be nost e f fe c t iv e .

89. Can workers here use the coaputer to ta lk  to  the people with
whoa they need to  coaaunicate in  order to  do th e ir  work?

YES. VERY EASILY -  3 
YES. BUT HOT VERY EASILY -  2 
HO, HOT AT ALL -  1

90. Do people eooounleate s o c ia l ly  v ia  coaputer?
YES. A LOT -  3; YES, A LITTLE -  2; HO -  1

91. Can vorkars here use the coaputer for a o st o f  the tasks they
perfora?

YES. ALL -  A 
YES. MOST -  3 
YES. SOME -  2 
HO. HONE -  1

A. IF  SOKE OR HONE, are there tasks that should be 
computerised?

YES, MOST -  4 
YES, MANY -  3 
YES. SOME -  2 
MO. HONE -  1

B. Mow many o f  th ese  tasks vould your current sy stea  allow  to  
be cooputarixed?

MOST -  4 
MANY •  3 
SOME -  2 
HONE -  1

Zn lo s e  work groups, people vork on th e ir  own a t ind ividual 
ta sk s; in  o ther work groups, p eop le 's  work i s  interdependent, 
e . g . ,  one parson's output i s  another person's input, people with  
d if fe r e n t  s k i l l s  have to  work together to  accomplish a task .
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92. t ig h t  now, to  vhat exten t does your coaputer system r e f le c t  

the interdependence o f  tasks and workers both w ith in  your 
vork group and between your work group and other work groups?

SYSTEM HATCHES VORX CROUP INTERDEPENDENCE VELL *3

93. Right now, to  what ex ten t does your coaputer systea  r e f le c t  
the amount o f  d iscr e tio n  u su a lly  accorded to  various workers 
In the work group? Are those workers who generally  have aore 
d isc r e t io n  in  th e ir  work a lso  given aore d iscre tio n  by the 
coaputer and have aore d iscre tio n  in  th e ir  use o f the 
coaputer? (By d isc r e tio n  2 aean individual choice or 
judgm ent.)

DISCRETION HATCHES VERY VELL • -  3 
SOKE MISMATCH -  2
TOTAL MISMATCH -  1

(SATISFACTION VITH SYSTEM]
94. A ll  in  a l l ,  how s a t i s f ie d  are you with the coaputer systea  

a v a ila b le  to  you?
Hot a t  a l l  s a t i s f i e d ................................................................1
Hot too  s a t i s f i e d ...................................................................... 2
Soaewhat s a t i s f i e d .................................................................... 3
Vary s a t i s f i e d .............................................................................4

95. Knowing what you now know (INCLUDING THE TECHNOLOGY NOV 
AVAILABLE AND VHAT VAS AVAILABLE WHEN YOU MADE YOUR ORIGINAL 
CHOICE), i f  you had to  decide a l l  over again whether to  
adopt the coaputar a y sta a (s) you now have, what would you 
decide?
Vould you decide d e f in it e ly  not to  adopt the aaae sy ste a ? .. 1
Vould you hava soae second thoughts?...................... „...........  .2
Vould you decide without any h e s ita t io n  to  take the aaae

(SECTION ON OB MEASURES OF UNCERTAINTY * TECHNOLOGY]
How X want to  ask you sons questions about the work o f  the 
department. Xn soae vork groups, a l l  workers perform the sane 
ta sk s whereas In  other departments, each worker tends to  perform 
d if fe r e n t  ta sk s .

96. P lease  d escribe your work group with respeet to  the 
uniform ity  or d iv e r s ity  o f  tasks performed by d iffe r e n t  
w orkers. (THIS CAN ALSO BE CONSIDERED SPECIALIZATION.)

ALL WORKERS PERFORM SAKE TASK -1  
HOT ALL WORKERS PERFORM SAME TASK •  2 
ALMOST EVERY WORKER PERFORMS A DIFFERENT IASK(S) -3  
EVERY WORKER PERFORMS A DIFFERENT TASK(S) -4  
ELABORATE XF NECESSARY

SOKE MISMATCH 
TOTAL MISMATCH

- 2
-1

s y s te a (s )? 3
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Zn soae vork groups, oseh vorker p trforas cht saae tasks a l l  the 
t l a t  vhereas in  other vork groups, paopla parfora many d lffaran t  
ta sk s.

97. P lease d escribe your vork group v lth  raspact to  tha nuabar o f  
d iffe r e n t  tasks perforaed in  the vork group.

PERFORM SAME TASK(S) ALL THE TIME -  1 
DON'T PERFORM SAME TASK(S) ALL THE TIME -2  
RARELY PERFORM THE SAME TASK MORE THAN ONCE -  3 
NEVER PERFORM THE SAME TASK MORE THAN ONCE -  A 
ELABORATE IF NECESSARY

Zn soae vork groups, vorkload i s  pred ictable and unlfora vheraas 
in  other vork groups, vorkload v a r ies  and may not be p red ictab le .

98. P lease d ascribe your vork group v ith  respect to  the
uniform ity  o f  the vorkload.
VORKLOAD VERY UNIFORM -  1 
VORKLOAD SOMEUHAT UNIFORM -  2 
VORKLOAD NOT VERY UNIFORM -  3 
VORKLOAD NOT AT ALL UNIFORM -  A

99. And the p r e d ic ta b ility  o f  the vorkload.
VORKLOAD VERY PREDICTABLE -  1 
VORKLOAD SOMEWHAT PREDICTABLE -  2 
VORKLOAD NOT VERY PREDICTABLE -  3 
VORKLOAD NOT AT ALL PREDICTABLE -  A 
ELABORATE ZF NECESSARY

100. Hov aany d lffa ra n t tasks are perforaed by th is  vork group? 
Zf i t  la  a vary large nuaber, an approximation i s  f in e .
(THIS CAN BE CONSIDERED A MEASURE OF SPECIALIZATION.)
1 TASK -  1 
2*5 TASKS -  2 
6-10  TASKS -  3 
11-20 TASKS -  A 
MORE THAN 20 TASKS -  5 
ALSO VRZTE NUMBER

(VITHEY. DAFT A COOPER, 1983. TWO FACTOR MEASURE OF 
ROUTZNIZATION. ALPHA.- .8 1 ) .

The fo llo v in g  questions p erta in  to  the normal usual day-to-day  
p attern  o f  vork earrlod  out by y o u rse lf and the people in  your 
vork u n it .

101. Bov many o f  th ese  tasks are the aaae froa day to  day? 
VERY FEW OF THEM -1  
SOKE OF THEM -2  
MOST OF THEM -  3 
ALMOST ALL OF THEM -  A
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102. To what exten t would you say tha work o f your group la  

routine?
TO A SMALL EXTENT -  1 
TO SOME EXTENT -  2 
TO A CREAT EXTENT -  3 
TO A VERY CREAT EXTENT -  4

103. Faopla In th la  u n it do about the aaae job In the aaae way 
■oat o f  tha t ia e .

NOT AT ALL TRUE -  1 
NOT VERY TRUE -  2 
SOMEWHAT TRUE -  3 
VERY TRUE -  4

104. S a a lea lly  u n it aenber* perform r e p e tit iv e  a e t lv lt ie a  in  
doing th e ir  joba.

NOT AT ALL TRUE -  1 
NOT VERY TRUE -  2 
SOMEWHAT TRUE -  3 
VERY TRUE -  4

105. How rep etltlo u a  are u n it aembers' duties?
NOT AT ALL •  1 
SOMEWHAT -  2 
VERY -  3

(VITHEY, DAFT A COOPER, 1983 MEASURE OF ANALYZAB2L2TY. THEY VIEW 
THIS AS TECHNOLOGY. IN PRICE A MUELLER. IT IS UNDER 
STANDARDIZATION. ALPHA -  .8 5 ) .

106. To what ex ten t ia  there a e le a r ly  known way to do the aajor  
types o f  vork your vork u n it a oraa lly  encounter?
SMALL EXTENT 1 2 3 4  5 € 7 LARGE EXTENT

107. To vhat ex ten t ia  there a e le a r ly  defined body o f  knowledge
or aubject a a tto r  th a t ean guide your u n it in  doing your
vork?
SMALL EXTENT 1 2 3 4 5 A 7 LARGE EXTENT

108. To do your vork. to  vhat exten t does your u n it a c tu a lly  r e ly  
on e s ta b lish ed  procedures and praetieea?
SMALL EXTENT 1 2 3 4 5 A 7 URGE EXTENT

109. To vhat extan t la  there aa understandable sequence o f  step s
th at can be follow ed In carrying out your u n it 's  vork?
SMALL EXTENT 1 2 3 4 5 A 7 LARGE EXTENT
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[READ ALL 3 AND THEN ASK RESPONDENT TO RATE EACH ON SCALE]
Whan your vork group la  unable Co p o r fo n  a teak, aolva a 
problon, or aecoBpllah a goal, bov ofcan la  chla baeauaa:

tha inform ation la  not availab la  (THEORETICAL BOTTLENECK] 
tha raaeurcaa thac ara raqulrad ara not availab la  v ith in  

your coapany (RESOURCE BOTTLENECK] 
tha raaoureas a x ls t ,  but you ara unabla to  put than together  

[ORGANIZATIONAL BOTTLENECK]

110. THEORETICAL BOTTLENECK
VERY FREQUENTLY -  A 
SOMEWHAT FREQUENTLY -  3 
NOT VERY FREQUENTLY « 2 
NEVER -  1

111. RESOURCE BOTTLENECK
VERY FREQUENTLY -  4 
SOMEWHAT FREQUENTLY -  3 
NOT VERY FREQUENTLY -  2 
NEVER -  1

112. ORGANIZATIONAL BOTTLENECK
VERY FREQUENTLY -  4 
SOMEWHAT FREQUENTLY -  3 
NOT VERY FREQUENTLY -  2 
NEVER -  1

(PRODUCTIVITY - UNIQUE INDICATOR]
113. Do you bava a formal in d icator or cat o f lndieatora for your 

vork group'a productivity?
YES -  2 NO -  1

114. Flaasa doacrlbe tha in d icator (a) that you uaa. WRITE ANSWER

115. (According to  th la  in d ic a to r ,]  vhat la  tha productiv ity  
l e v e l  o f  your organisation  (ovar tha la a t  aonth, quarter, 
year)?  WRITE ANSWER.
[IF MORE THAN ONE INDICATOR, WRITE ANSWER FOR EACH.]

118. Bov do you regard th is  la v a l o f  productivity?
Vary high •  4 
Q uite high •  3 
Mot too  high •  2 
Not a t  o i l  bigh •  1

IF PRODUCTIVITY IS NOT TOO BIGH OR NOT AT ALL MICH. ASK: 
A. What ora the causae or raaeons for le v  productivity?
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I PRODUCTIVITY • FEEDBACK BY COMPUTER] {ZUBOfT )

117. I s  there any information generated by tha computer about tha 
performance o f  employees in  th is  vork group?
YES -  2; NO -  1 
WRITE ANSWER

118. Zf y e s , decs tha employee gat computer-generated feedback 
about h is /h e r  performance?
YES -  2; NO -  1 
ELABORATE IF NECESSARY

119. Zf yea . does management get computer-generated information  
about each em ployee's performance or some employees' 
performance?
YES -  2; NO -  1 
ELABORATE ZF NECESSARY

120. Does management get computer-generated information about 
group productiv ity?  YES - 2 ;  NO -  1

(DEPENDENCE ON SYSTEM]

121. Zf th ere i s  a problem v ith  the computer so that employees 
cannot do th e ir  vork the vay they u su ally  do i t ,  vhat do 
th ey  do? (CIRCLE ALL THAT APPLY]
Stop vorklng u n t i l  someone f ix e s  the coaputer........................
Work on some ether task u n t i l  the computer i s  f ix e d ...........
Work on the same task  soae other vay v lthout the computer
Use another computer...................................  .......................................
Do th in gs manually and en ter in  computer la t e r ......................

1PRODUCTIVITY]

122. Zn my v ia v , our vork group i s :
vary  productive *4 
somevhat productive ■ 3 
aoaevhat unproductive ■ 2 
vary unproductive •  1

123. Zn comparison to  other vork gToups or departments in  th is  
company, Z th ink  our vork group is :

very  productive 
somevhat productive ■ 3 
aoaevhat unproductive »  2 
vary unproductive -  1



www.manaraa.com

124. On average, during the la s t  s ix  aonths, eur vork group's 
p ro d u ctiv ity  has:

Decreased markedly -  1 
Decreased somevhat -  2 
Stayed the same -  3 
Increased somewhat *  4 
Increased markedly -  5

125. Are there normal c y c l ic a l  paetcm s that vould account for  
changes in  p rod u ctiv ity  in  the past 6 aonths?

YES -  2; HO -  1

126. In  ay v iew , the q u a lity  o f our vork is :  
very  u n sa tisfa c to ry  ■> 1 
aoaevhat u n sa tisfactory  -  2 
aoaevhat sa tis fa c to r y  -  3 
v ery  s a t is fa c to r y  •  4

A. I f  i t  i s  u n sa tisfa c to ry , p lease  describe the reasons for  
th e lo v  q u a lity .

127 . Zn comparison to  other vork groups or departments in  th is  
company, Z think our vork i s :  

v ary  u n sa tisfa c to ry  -  1 
somewhat u n sa tisfa cto ry  -  2 
somevhat sa t is fa c to r y  •  3 
vary  s a t is fa c to r y  -  4

126. On average, during the la s t  s ix  aonths, ehe q u a lity  o f  our 
vork  has:

daeraased markedly -  1 
daeraased somewhat •  2 
s ta y e d  the same -  3 
in creased  somewhat •  4 
in crea sed  markedly -  5

(PRODUCTIVITY -  CUSTOMERS]
R ecen tly  aany companies have adopted a cue toner •serv ice  
p e r s p e c t iv e , th a t i s ,  ovary vork group i s  viewed as providing a 
s e r v ic e  to  or s  produet fo r  a customer or customers. The 
custom ers may ha other groups v ith ln  tha same organ isation , or 
th ey  may he o u tsid e  the organ isation . Z vould l ik e  you to  take 
t h i s  p e r sp e c tiv e  end think about the produet or serv lee  you 
p r o v id e .

129. Vho era  your customers?

130. Ara th ey  In sid e  or outside the coapany?
XUSIDE -  1
ROTH IMS IDE AMD OUTSIDE •  2
OUTSIDE -  3
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131. Hov vould you describe your vork group's reputation for the 

produet or serv le t?  Please deseribe the reputation v ith ln  
your eoapany?

EXCELLENT REPUTATION -  4 
GOOD REPUTATION -  3 
OK REPUTATION -  2 
POOR REFUTATION -  1

132. I f  you have custoaers outside your eoapany, hov vould you 
describe your vork group's reputation for produet or service  
••rep u ta tion  outside your eoapany?

EXCELLENT REPUTATION -  4 
GOOD REPUTATION -  3 
OK REPUTATION -  2 
POOR REFUTATION -  1 "
NO OUTSIDE CUSTOMERS -  0

133. Vhat i s  the reputation  o f  your vork group in  coaparison to  
ether vork groups o f the aaae type in  other eoopanies?

MUCH BETTER -  5 
SOMEVHAT BETTER -  4 
ABOUT AVERAGE -  3 
SOMEVHAT BELOV AVERAGE -  2 
MUCH BELOV AVERAGE -  1

134. Hov vould you deseribe your vork group's reputation for  
t la e l ln e s s  o f  your produet or service?

EXCELLENT REFUTATION -  4 
GOOD REFUTATION -  3 
OK REFUTATION -  2 
POOR REFUTATION •  1

135. Hov vueh i s  your vork group valued in  eooparlson to  other  
vork groups in  your organisation?
VALUED MUCH MORE THAN OTHER CROUPS -  4 
VALUED SOMEVHAT MORE THAN OTHER GROUPS -  3 
VALUED SOMEVHAT LESS THAN OTHER CROUPS -  2 
VALUED MUCH LESS THAN OTHER CROUPS -  1

136. Hov i s  your value deaonatrated by the eoapany?

(STRUCTURE (STANDARDIZATION. IN PRICE A MUELLER. P. 241*242.) 
ZEITZ, 1983]

137. Whatever s itu a t io n  r i s e s ,  our vork group has procedures to  
deal v ith  i t .
AGREE 1 2 3 A 5 DISAGREE
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138. To vhat exten t did your vork group fo llow  standard operating
procedures or p raetleas to  do your aajor tasks tha past
three aonths?
TO NO EXTENT 1 2 3 A 5 VERY CREAT EXTENT

139. Do aenbers o f  your vork group have to  puneh a t la e  clock  or
ara they axpaetad to  be a t  vork during certa in  hours or are 
t h e ir  hours very f le x ib le ?

HAVE TO rUNCH A TIKE CLOCK/PAY DOCKED IF LATE -  1 
EXPECTED TO BE HERE DURING CERTAIN HOURS -  2 
QUITE FLEXIBLE -  3 — •
EXTRAORDINARILY FLEXIBLE -  A

140. Hov aany d if fe r e n t  kinds o f  s k i l l s  are required to  perforn  
the vork In th is  vork group?

ONLY ONE -  1
A FEU DIFFERENT SKILLS -  2 
QUITE A FEU DIFFERENT SKILLS •  3 
HANY DIFFERENT SKILLS -  4

141. Hov about the la v e l  o f  s k i l l?
LOU LEVEL ONLY -  1 
MODERATE LEVEL •  2 
HIGH LEVEL •  3
EXTRAORDINARILY HIGH LEVEL -  4 

(DECISION-MAKING/DISCRETION]
142. Are you the person who h ire s  people for th is  vork group. or 

does soaeone e ls e  do the h ir in g  and you have to  aecept vhoa 
they  pick?
RESPONDENT DOES HIRING •  4
RESPONDENT CAN APPROVE OR DISAPPROVE OF HIRE -  3 
RESPONDENT MAKES RECOMMENDATION BUT SOMEONE 

ELSE HAS FINAL SAY •  2 
SOMEONE ELSE HIRES/RESPONDENT HAS NO SAY -  1

143. Are you the person vho f ir e s  or le y s  o f f  people in  th is  vork 
group, o r  does soaeone e ls e  aaka those decision s?
RESPONDENT DOES FXRINC/LAYOFFS •  4
RESPONDENT CAN APPROVE OR DISAPPROVE OF FIRING/LAYOFF -  3 
RESPONDENT MAKES RECOMMENDATION BUT SOMEONE 

ELSE HAS FINAL BAY -  2 
SOMEONE ELSE FIRES/RESPONDENT HAS NO SAY -  I

(INTERDEPENDENCE)
144. To vhat e x te n t  I s  your vork group dependent on other vork 

groups fo r  su p p lies?  (PAPER, MATERIALS]
VERY DEPENDENT -4  
SOMEVHAT DEPENDENT -  3 
HOT VERY DEPENDENT •  2 
HOT AT ALL DEPENDENT -  1
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. A. (ZF DEPENDENT] On when art you dependent for your 

supp lies?
OTHER CROUPS WITHIN COMPANY -  1 
CROUPS OUTSIDE THE COMPANY ® 2 
NOT DEPENDENT -  0

145. To vhat ex ten t i s  your vork group dependent on other vork 
groups for  information? (HOW TO DO SOMETH1NC, PHONE 
NUMBERS. ETC.]

VERY DEPENDENT -4  
SOMEWHAT DEPENDENT -  3 
NOT VERY DEPENDENT -  2 
NOT AT ALL DEPENDENT •  1

A. (ZF DEPENDENT] On vhoa are you dependent for your 
information?

OTHER CROUPS WITHIN COMPANY -  1 
CROUPS OUTSIDE THE COMPANY •  2 
NOT DEPENDENT -  0

146. To vhat axten t i s  your vork group dependent on other vork 
groups for  personnel?

VERY DEPENDENT -4  
SOMEWHAT DEPENDENT -  3 
NOT VERY DEPENDENT -  2 
NOT AT ALL DEPENDENT -  1

A. (IF DEPENDENT] On vhoa are you dependent for your 
personnel?

OTHER CROUPS WITHIN COMPANY -  1 
CROUPS OUTSIDE THE COMPANY -  2 
NOT DEPENDENT -  0

ELABORATE ON DEPENDENCE IF NECESSARY

F in a l ly ,  I 'd  l ik e  to  g e t a l i t t l e  aore Information about you.

147 . Hov long hsve you been in  your present position?
LESS THAN 1 YEAR -  1
1*2 YEARS -  2 
24 *5 YEARS -  3 
OVER 5 YEARS •  4

148. Hov long have you been v lth  the company?
LESS THAN 1 YEAR •  1
1*2 YEARS -  2 
24 *5 YEARS -  3 
>4.10 YEARS -  4 
OVER 10 YEARS -  5
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149. Hov auch forual education hsv« you had?
LESS THAN HIGH SCHOOL -  1
COMPLETED HIGH SCHOOL -  2 
VOCATIONAL SCHOOL/CERTIFICATE -  3 
SOME COLLEGE/2-TEAR DEGREE -  4 
BA OR BS -  5
SOME GRAD VORK/ MA OR MS -  6 
PHD, HD ETC. -  7

150. Do you in ter a c t v ith  a coaputar In your currant job?
NO -  I YES -  2

151. I f  y o s , approxlaatoly hov aany hours a vaak do you spand 
working on a coaputar?

LESS THAN 5 - 1  
5 - 1 0 - 2  
10-20 -  3 
20-30 •  4 
30-40 -  5 
MORE THAN 4 0 - 6

152. Tha la s t  question: In th is  vork group, Is  tha vork that Is  
done now require aore or la s s  s k i l l  o f tha workers than the 
vork th at was dona hare before coaputers vara used?

MUCH MORE SKILLED -5  
MORE SKILLED -  4 
SAME LEVEL OF SKILL -  3 
LESS SKILL -  2 
MUCH LESS SKILL -  1 
DON'T KNOW -  9

Thanks vary auch for  your h elp . Va ara a l l  dona, un less you have 
anything you vould l ik e  to  add, except for  the organ isational 
chart and annual report.

153. Do you have a copy o f  an organisation  chart that I  could  
take w ith »e?

HO -  1 YES -  2

A. I f  y e s , have there been any najor changes I should knov 
about?

154. Do you have a copy o f  the c o s t  raeent annual report that I 
could take with ne?

HO -  1; YES -  2
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155. CLASSIFY VORK CROUP TECHNOLOGY ACCORDING TO VOODVARD'S 

TYPOLOGY:
1 -  SHALL BATCH AND UNIT [CUSTOMIZED INDIVIDUAL OR

SMALL CROUP ACCORD1NC TO CUSTOMERS' ORDERS]
2 -MASS PRODUCTION OF LARCE BATCHES
3 -  PROCESS (AUTOMATED PROCESS SIMILAR TO ASSEMBLY

LINE]

156. CLASSIFY VORX CROUP TECHNOLOGY ACCORDING TO THOMPSON'S 
TYPOLOGY:

1 -  INTENSIVE [CUSTOMIZED. INDIVIDUAL]
2 -  MEDIATING
3 -  LONG-LINKED [INTERDEPENDENT. NEED EVERYTHING

TOGETHER TO PERFORM JOB]
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Questions and Response Choices Used fo r  
Sca les  and S in g u la r  Items in  Q u a n ti ta t iv e  

and Q u a l i ta t iv e  A nalyses, S t a t i s t i c a l  
Frequency D is t r ib u t io n s ,  Means, and 

Standard D eviations
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QUESTIONS AND RESPONSE CHOICES USED 

FOR QUALITATIVE ANALYSIS

I. Demographics.
In te rv iew  Question #4

Name o f  work group: ____________________________

1. Job C l a s s i f i c a t i o n .

In te rv iew  Question # i i  

INTERVIEWER RATING 

Group Type
Val id

Val ue Frequency P e rcen t

1 A dm in is tra tive  20 22.5
2 T ech n ica l-P ro fess io n a l  23 25.8
3 T ex t-P ro fess io n a l  22 24.7
4 C le r ic a l  o r  Technical

Support 24 27.0

Total 89 100.0

2. In te rv iew  Respondents C l a s s i f i c a t i o n .

In te rv iew  Question #2

Which o f  the  fo llow ing b e s t  d e sc r ib e s  your job 
c l a s s i f i c a t i o n ?  (Ask only i f  i t  seems u n c lea r ,  o therw ise  
j u s t  code i t ) .

Valid
il ue Frequency P ercen t

1 Executive 5 5.6
2 Manager 71 79.8
3 Tech-professiona l 2 2.2
4 Other p ro fess io n a l 5 5.6
5 Technician 1 1.1
6 S e c re ta r ia l 2 2.2
7 T ech -c le r ic a l 0 0 .0
8 C le r ic a l 3 3.4
9 Other 0 0 .0

Total 89 100.0
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3. Interview Respondents Educational Level.
In te rv iew  Question #149

How much formal educa tion  have you had?

Val ue Frequency

1 Less than high school 0
2 Completed high school 2
3 Vocational s c h o o l / c e r t .  2
4 Some c o l le g e /2 - y r  Degree 19
5 BA o r  BS 13
6 Some grad work/MA o r  MS 46
7 PHD, MD, e t c .  _7

Total 89

4 . In te rv iew  Respondents O rgan izational Tenure. 

In te rv iew  Question #148 

How long have you been with the  company?

Val ue Frequency

1 Less than one y e a r  4
2 One to  two y e a rs  7
3 Two to  f iv e  y e a r s  17
4 Over f iv e  y e a r s  28
5 Over ten  y e a rs

Total 89

5. Q uestionnaire  Respondents Gender. 

Q uestionnaire  Question #87 

Are you male o r  female?

Value Frequency

1 Male 218
2 Female 390
9 Missing 15

Valid
Percen t

0.0
2.2
2.2

21.3
14.6
51.7 

7.9

100.0

Valid
Percen t

4.5
7.9

19.1 
31.5
37.1

100.0

Valid
Percen t

35.9
64.1

Missing

Total 623 100.0
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6. Questionnaire Respondents Classification.
Q uestionna ire  Question #4

Which o f  the  following b e s t  d e sc r ib e s  your job 
c l a s s i f i c a t i o n ?

Valid
il ue Frequency Percen t

1 Executive 9 1.4
2 Manager 66 10.6
3 Technical P ro fess iona l 97 15.6
4 Other P ro fess iona l 130 20.9
5 Technician 13 2.1
6 S e c re ta r ia l 37 5.9
7 C le r ic a l 177 28.4
8 T ech n ica l-C le r ic a l 84 13.5
9 Other 10 1.6

Total 623 100.0

7. Q uestionnaire  Respondents Educational L evel. 

Q uestionnaire  Question #89

Which o f  the  following b e s t  d e sc r ib e s  your formal 
educa tion?

Value Frequency
Valid

P ercen t

1 Less than High School 3 0.5
2 High School 76 12.5
3 Vocational School 35 5.8
4 Some College 231 38.0
5 Bachelors «,^J.06 17.4
6 M asters 135 22.2
7 Doctoral 22 3.6
9 Missing 15 Missing

Total 623 100.0
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8. Questionnaire Respondents Organizational Tenure.
Q uestionnarie  Question #8

How long have you worked f o r  t h i s  company?

Valid
Value Frequency Percen t

1 Less Than 6 Months 55 8.9
2 Six Months to  One Year 48 7.8
3 One o r  Two Years 75 12.2
4 Two to  Five Years 146 23.7
5 Five to  Ten Years 151 24.5
6 More Than Ten Years 142 23.0
9 Missing __ 6 Missing

Total 623 100.0

9 . M ultip le  Company S i t e s .

In te rv iew  Question #7

Is  th e re  more than one f a c i l i t y  o r  s i t e ?

Val id
Frequency Percen t

27 30.3
62 69.7

89 100.0

Val ue

1 No
2 Yes

Total
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10. Site Workers.
In te rv iew  Question #8

How many people work a t  t h i s  s i t e ?  
(PEOPLE -  BODY COUNT)

Val ue Frequency
Valid

P ercen t

1-100 32 37.2
101-200 11 12.8
201-300 7 8.1
301-400 4 4.6
401-500 5 5.8
501-600 5 5.8
601-700 1 1.2
701-800 1 1.2
1200 3 3.5
1400 1 1.2
1500 1 1.2
1800 2 2.3
2500 3 3.5
2600 1 1.2
3000 5 5.8
3600 1 1.2
4000 1 1.2
7500 1 1.2
9000 1 1.2
9999 _3 Missing

Total 89 100.0

Mean = 837.15
Standard D eviation = 1521.40 
Median = 250
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11. Number of Workers in Group.
In te rv iew  Question #10

How many people work in  t h i s  group? 
(PEOPLE -  BODY COUNT)

Val ue Frequency
Val id 

P ercen t

4 7 7.9
5 10 11.2
6 12 13.5
7 6 6.7
8 9 10.1
9 10 11.2

10 4 4.5
11 9 10.1
12 3 3 .4
13 3 3 .4
14 4 4.5
15 2 2.2
18 1 1.1
19 2 2.2
20 2 2.2
24 1 1.1
25 2 2.2
34 1 1.1
39 _1 1.1

Total 89 100.0

Mean = 10.08
Standard Deviation = 6.26 
Median = 8

12. Company P ro d u c t .

In te rv iew  Question #12

In a few words, p lease  d e sc r ib e  what th e  company (no t 
work group) produces o r  does.

Valid
Value Frequency P ercen t

1 Manufacturing 23 25.8
2 Serv ice  66 74.2

Total 89 100.0
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13. Decision Making.
In te rv iew  Question #13

In your company, to  what e x te n t  i s  decision-m aking 
d i s t r i b u t e d :  (CENTRALIZATION)

A. V e r t ic a l ly  up and down the  h ie ra rch y

SMALL EXTENT 1 2  3 4 5 6 7 LARGE EXTENT

B. H o rizo n ta l ly  between v a rio u s  departm ents o r  
d iv is io n s  a t  the  same h ie ra rc h ic a l  leve l

SMALL EXTENT 1 2  3 4 5 6 7 LARGE EXTENT

D ecision Making V e r t ic a l l y .
Valid

Value Frequency Percen t

1 Small Extent 7 8 .0
2 14 16.1
3 8 9.2
4 22 25.3
5 9 10.3
6 14 16.1
7 Large Extent 13 14.9
9 Missing _2 Missing

Total 89 100.0

Mean = 4 .2 2
Standard Deviation = 1 .8 8

Decision Making H o r iz o n ta l ly .
Valid

Value Frequency Percen t

1 Small Extent 4 4.6
2 3 3 .4
3 3 3 .4
4 29 33.3
5 16 18.4
6 15 17.2
7 Large Extent 17 19.5
9 Missing _2 Missing

Total 89 100.0
Mean =4.87
Standard Deviation =1.58
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14. Public  Company.

In te rv iew  Question #14 

Is  i t  pub lic  o r  p r iv a te ?

Value Frequency

1 Public  40
2 P r iv a te  49

Total 89

15. Unionized.

In te rv iew  Question #18

Do people in  t h i s  work group belong to  a union?

YES, EVERYONE (EXCLUDING SUPERVISOR) = 3 
YES, SOME = 2 
NO, NONE = 1

Value Frequency

1 No, none 71
2 Yes, some 8
3 Yes, everyone 10

Valid
P e rcen t

44.9
55.1

100.0

Val id 
Percen t

79.8
9 .0

11.2

Total 89 100.0
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16. Gender.
Interview Question #19
Of the  people who work in  t h i s  work group, how many a re  men? 

WRITE NUMBER

Number o f  Men in  Group
Val i d

Val ue Frequency P ercen t

0 7 7.9
1 20 22.5
2 12 13.5
3 9 10.1
4 15 16.9
5 7 7.9
6 6 6 .7
7 3 3 .4
8 3 3 .4
9 3 3.4

11 2 2.2
15 1 1.1
17 J . 1.1

Total 89 100.0

Mean = 3 .6 9
Standard Deviation = 3 .2 1



www.manaraa.com

How many a re  women? 

WRITE NUMBER

Number o f  Women in  Group
Valid

Value Frequency Percen t

0 7 7.9
1 1 1.1
2 9 10.1
3 11 12.4
4 13 14.6
5 11 12.4
6 5 5.6
7 8 9 .0
8 6 6.7
9 4 4.5

10 3 3.4
11 1 1.1
12 1 1.1
13 1 1.1
14 1 1.1
15 1 1.1
16 1 1.1
17 1 1.1
19 1 1.1
22 1 1.1
27 1 1.1
34 1 1.1

Total 89 100.0

Mean =6.28Standard Deviation = 5.66
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17. Age Distribution.
In te rv iew  Question #20

What i s  th e  general d i s t r i b u t i o n  by age in  t h i s  work 
group? WRITE NUMBER UNDER 30, 30-45, OVER 45

Under 30 Years

Valid
Value Frequency Percen t

0 17 19.1
1 13 14.6
2 16 18.0
3 18 20.2
4 10 11.2
5 6 6.7
6 3 3.4
7 3 3.4

10 1 1.1
20 1 1.1
27 1 1.1

Total 89 100.0

Mean = 2 . 9 8
Standard D eviation  = 3 .7 6
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From 30 to 45 Years

Valid
Val ue Frequency Percen t

0 2 2.2
1 5 5.6
2 15 16.9
3 19 21.3
4 13 14.6
5 6 6.7
6 4 4 .5
7 5 5.6
8 6 6 .7
9 6 6 .7

10 2 2.2
11 1 1.1
12 1 l . i
13 1 1.1
16 1 1.1
21 1 1.1
25 1 l . i

Total 89 100.0

Mean = 5.09
Standard D eviation  = 4.13

Over 45 Years

Val id
Value Frequency Percent

0 22 24.7
1 24 27.0
2 24 27.0
3 5 5.6
4 2 2 .2
5 4 4 .5
6 2 2.2
7 3 3.4
8 1 1.1

10 2 2.2

Total 89 100.0
Mean =1 . 9 8Standard Deviation =2.22
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18. Minorities.

Interview Question #21
How many e th n ic  m in o r i t ie s  work in  t h i s  work group? 

(ETHNIC MINORITIES ARE NON-CAUCASIANS)

NUMBER MINORITY:

Valid
Value Frequency Percen t

0 21 23.6
1 21 23.6
2 19 21.3
3 11 12.4
4 5 5.6
5 3 3.4
6 2 2.2
7 2 2.2
9 2 2.2

12 1 1.1
14 1 1.1
31 1 1.1

Total 89 100.0

Mean = 2 .5 6
Standard Deviation = 3 .9 9  
Median = 2
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19. Education.

Interview Question #22
What i s  the  average educa tiona l lev e l o f  people in  t h i s  work 
group? What p ro p o r t io n  have b a c h e lo r 's  degrees?

NUMBER WITH BACHELOR'S DEGREES:

Number o f  B ach e lo r 's  Degree.

Val ue Frequency
Valid

P ercen t

0 9 10.1
1 18 20.2
2 4 4.5
3 11 12.4
4 11 12.4
5 7 7.9
6 4 4 .5
7 8 9 .0
8 3 3 .4
9 5 5.6

10 4 4.5
11 2 2.2
15 2 2.2
16 _1 1.1

Total 89 100.0

Mean =4.44Standard Deviation =3.71
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20. Technical Training.

In te rv iew  Question #23

What p ro p o r tio n  o f  people in  t h i s  work group a re  tech n ica l 
workers o r  a re  t e c h n ic a l ly  t ra in e d ?  By te ch n ica l  workers I 
mean those  who a re  perform ing ap p lied  sc ience  o r  eng ineering  
jo b s .

NUMBER TECHNICALLY TRAINED: ______________

Number o f  Technical T rained .

Valid
Value Frequency P ercen t

0 58 65.2
1 1 1.1
2 7 7.9
3 2 2.2
4 3 3.4
5 1 1.1
6 4 4.5
7 5 5.6
8 3 3.4
9 1 1.1

11 2 2.2
13 1 1.1
19 J . 1.1

Total 89 100.0

Mean =2.07Standard Deviation = 3.65
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21. Mainframe.
Interview Question #37
I would l i k e  to  s t a r t  by ask ing  you about computing power 
a v a i l a b le  to  t h i s  work group; I'm going to  ask about 
mainframe computers ( e .g .  VAX, CYBER, CRAY, IBM), 
minicomputers ( e .g .  VAX), o r  microcomputers ( e .g .  VAX, IBM, 
VECTOR, MACINTOSH) inc lud ing  PCs.

Is  th e re  a mainframe computer t h a t  i s  used by workers in  
t h i s  work group? YES = 2; NO = 1

A. I f  y e s ,  how many? CODE NUMBER
WRITE NAME(S)

Have a Mainframe

Valid
Value Frequency Percen t

1 No 36 40.4
2 Yes 53 59.6

Total 89 100.0

Number o f  Mainframes

Valid
Val ue Frequency P ercen t

1 35 66.0
2 8 15.1
3 5 9 .4
4 1 1.9
5 2 3 .8
7 Seven o r  More 2 3 .8
8 No Mainframe 36 Missing

Total 89 100.0

Mean = 1 .7 7
Standard D eviation = 1.45
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22. Minicomputer.
In te rv iew  Question #38

Is  th e re  a minicom puter(s) t h a t  i s  used by workers in  t h i s  
work group? YES = 2; NO = 1

A. I f  y e s ,  how many? CODE NUMBER
WRITE NAME{S)

Have a Minicomputer

Value

1 No
2 Yes
9 Missing

Total

Frequency

53
35
_1

89

Number o f  Minicomputers 

Value Frequency

1
2
3
4
7
8 
9

No mini 
Missing

18
11
2
3
1

53
1

Val id  
Percen t

60.2
39.8

Missing

100.0

Valid
P ercen t

51.4
31.4 

5.7 
8.6 
2.9

Missing
Missing

Total 89 100.0

Mean = 1 .8 3
Standard Deviation = 1.27
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23. Microcomputer.
In te rv iew  Question #39

Are th e re  m icrocomputer(s) t h a t  a re  used by workers in  t h i s  
work group? YES = 2; NO = 1

A. I f  y e s ,  how many? CODE NUMBER
WRITE NAME(S)

Have a Microcomputer
Valid

Value Frequency Percen t

1 No 11 12.4
2 Yes 78 87.6

Total 89 100.0

Number o f  Microcomputers
Valid

Value Frequency P ercen t

1 16 20.5
2 11 14.1
3 12 15.4
4 8 10.3
5 6 7.7
6 5 6 .4
7 7 9 .0
8 2 2.6
9 2 2.6

11 3 3 .8
13 2 2.6
15 1 1.3
16 1 1.3
21 1 1.3
25 1 1.3
88 No Micro n .  Missing

Total 89 100.0

Mean = 4 .9 4
Standard Deviation = 4.57
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II. Job Tasks.
1. Job D e sc r ip t io n .

In te rv iew  Question #15

In a few words, p le a se  d e sc r ib e  what t h i s  work group produces 
o r  does.

In te rv iew  Question #16

B r ie f ly ,  how i s  i t  accomplished ( in  terms o f  the  s tep s  o r  
fu n c t io n s  involved)?

2. S u b s t i tu t i o n .

In te rv iew  Question #75

To what e x te n t  i s  the  computer system a s u b s t i t u t e  fo r  human 
e f f o r t  and d ec is io n s?

Value Frequency
Valid

P ercen t

1 None 25 28.1
2 A l i t t l e 36 40.4
3 Quite a b i t 19 21.3
4 Extensive _9 10.1

Total 89 100.0

Mean = 2 .1 4
Standard D eviation  = 0 .9 4

3 . Computer Used For Tasks. 

In te rv iew  Question #91

Can workers here use th e  computer fo r  most o f  the  ta sk s  
they  perform?

Value Frequency
Val id 

Percen t

1 None 0 00.0
2 Some 39 43.8
3 Most 40 44.9
4 All 10 11.3

Total 89 100.0

Mean =2.67
Standard Deviation = 0.67
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4. Could Computerize More Tasks.

In te rv iew  Question #91A

Are th e re  ta sk s  t h a t  should be computerized?

1 ue Frequency
Valid

P ercen t

1 No, none 7 16.7
2 Yes, some 23 54.8
3 Yes, most 10 23.8
4 Yes, a l l 2 4 .8
9 Missing 47 Missing

Total 89 100.0

Mean = 2 .1 7
Standard D eviation  = 0.76

5. Task Analyzabi1i t y . A ta sk  a n a ly z a b i l i ty  index was 
c o n s tru c te d  from four in te rv iew  qu es tio n s :

In te rv iew  Question #106

To what e x te n t  i s  th e re  a c l e a r ly  known way to  do the  major 
types  o f  work your work u n i t  normally encounter?

SMALL EXTENT 1 2  3 4 5 6 7 LARGE EXTENT

In te rv iew  Question #107

To what e x te n t  i s  th e re  a c l e a r l y  defined  body o f  knowledge 
o r  s u b je c t  m a t te r  t h a t  can guide your u n i t  in doing your 
work?

SMALL EXTENT 1 2  3 4 5 6 7 LARGE EXTENT

Interv iew  Question #108

To do your work, to  what e x te n t  does your u n i t  a c tu a l ly  r e ly  
on e s ta b l i s h e d  procedures and p ra c t ic e s ?

SMALL EXTENT 1 2  3 4 5 6 7 LARGE EXTENT

In te rv iew  Question #109

To what e x te n t  i s  th e re  an unders tandable  sequence o f  s tep s  
t h a t  can be followed in  c a r ry in g  o u t your u n i t ' s  work?

SMALL EXTENT 1 2  3 4 5 6 7 LARGE EXTENT
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Valid
Value Frequency Percen t

1 .00 Small E x ten t 2 2.2
2 .00 4 4.5
2.75 2 2.2
3 .00 2 2.2
3.25 2 2.2
3.50 1 1.1
3.75 3 3.4
4 .00 2 2.2
4 .25 4 4.5
4 .50 6 6.7
4.75 5 5.6
5 .00 5 5.6
5.25 5 5.6
5.50 3 3.4
5.75 3 3.4
6 .00 5 5.6
6 .25 5 5.6
6 .50 6 6.7
6 .75 5 5.6
7.00 Large Extent 19 21.3

Total 89 100.0

Mean = 5 .2 9
Standard D eviation = 1.58

6. Task R ou tineness . An index o f  ta sk  ro u t in e s s  was 
c o n s tru c te d  from f iv e  in te rv iew  q u es t io n s :

In te rv iew  Question #101

The follow ing q u es t io n s  p e r ta in  to  th e  normal usual d ay - to -  
day p a t t e r n  o f  work c a r r i e d  ou t by y o u r s e l f  and the  people 
your work u n i t .
How many o f  th ese  ta sk s  a re  the  same from day to  day?

VERY FEW OF THEM = 1
SOME OF THEM = 2
MOST OF THEM = 3
ALMOST ALL OF THEM = 4

In te rv iew  Question #102

To what e x te n t  would you say the  work o f  your group i s  
r o u t i  ne?

TO A SMALL EXTENT = 1
TO SOME EXTENT = 2
TO A GREAT EXTENT = 3
TO A VERY GREAT EXTENT = 4
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Interview Question #103
People in  t h i s  u n i t  do about the  same job  in  the  same way 
most o f  th e  tim e.

NOT AT ALL TRUE = 1
NOT VERY TRUE = 2
SOMEWHAT TRUE = 3
VERY TRUE = 4

In te rv iew  Question #104

B a s ic a l ly  u n i t  members perform r e p e t i t i v e  a c t i v i t i e s  in  doing 
t h e i r  jo b s .

NOT AT ALL TRUE = 1
NOT VERY TRUE = 2
SOMEWHAT TRUE = 3
VERY TRUE = 4

In te rv iew  Question #105

How r e p e t i t i o u s  a re  u n i t  members' d u t ie s?

NOT AT ALL = 1 
SOMEWHAT = 2 
VERY = 3

Val id
Value Frequency P e rcen t

1.00 Not ro u t in e  2 2.2
1.20 3 3 .4
1.40 3 3 .4
1.60 5 5.6
1.80 6 6 .7
2.00 8 9 .0
2 .20  5 5.6
2.40  6 6 .7
2 .60  12 13.5
2 .80  11 12.4
3 .00  9 10.1
3 .20  7 7.9
3 .40  3 3 .4
3 .60  5 5.6
3 .80  Very ro u t in e  4 4 .5

Total 89 100.0
Mean =2.53Standard Deviation = 0.71
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7. S k i l l  V a r ie ty . For s k i l l  v a r i e ty ,  a sca le  was c o n s tru c ted  
from th re e  in te rv iew  q u e s t io n s :

In te rv iew  Question #97

In some work groups, each worker performs th e  same ta sk s  a l l  
th e  time whereas in  o th e r  work groups, people perform many 
d i f f e r e n t  t a s k s .

P lea se  d e sc r ib e  your work group with re s p e c t  to  the  number o f  
d i f f e r e n t  ta s k s  performed in  the  work group.

PERFORM SAME TASK(S) ALL THE TIME = 1
DON'T PERFORM SAME TASK(S) ALL THE TIME = 2 
RARELY PERFORM THE SAME TASK MORE THAN ONCE = 3 
NEVER PERFORM THE SAME TASK MORE THAN ONCE = 4 
ELABORATE IF NECESSARY

In te rv iew  Question #100

How many d i f f e r e n t  ta s k s  a re  performed by t h i s  work group?
I f  i t  i s  a very la rg e  number, an approxim ation i s  f in e .
(THIS CAN BE CONSIDERED A MEASURE OF SPECIALIZATION.)

1 TASK = 1 
2-5 TASKS = 2 
6-10 TASKS = 3 
11-20 TASKS = 4 
MORE THAN 20 TASKS = 5 
ALSO WRITE NUMBER
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Interview Question #140
How many d i f f e r e n t  k inds o f  s k i l l s  a re  req u ired  to  perform 
th e  work in  t h i s  work group?

ONLY ONE = 1
A FEW DIFFERENT SKILLS = 2 
QUITE A FEW DIFFERENT SKILLS = 3 
MANY DIFFERENT SKILLS = 4

Valid
Value Frequency Percen t

1.00 No v a r ie ty  0 0 .0
1.33 1 1.1
1.67 3 3.4
2 .00  10 11.2
2.33 10 11.2
2.67 17 19.1
3 .00  9 10.1
3.33 18 20.2
3 .67  14 15.7
4 .00  A l o t  o f  v a r ie ty  7 7.9

Total 89 100.0

Mean = 2 .9 4
Standard D eviation  = 0.67

8. Task S ig n i f ic a n c e .  A ta sk  s ig n i f ic a n c e  index was developed" 
from two in te rv iew  ques tio n s :

In te rv iew  Question #135

How much i s  your work group valued in comparison to  o th e r  
work groups in  your o rg an iza tio n ?

VALUED MUCH MORE THAN OTHER GROUPS = 4 
VALUED SOMEWHAT MORE THAN OTHER GROUPS = 3 
VALUED SOMEWHAT LESS THAN OTHER GROUPS = 2 
VALUED MUCH LESS THAN OTHER GROUPS = 1

In te rv iew  Question #136

INTERVIEWER RATING OF INTERVIEW QUESTION #135

How much i s  your work group valued in  comparison to  o th e r  
work groups in  your o rg an iza tio n ?

VALUED MUCH MORE THAN OTHER GROUPS = 4 
VALUED SOMEWHAT MORE THAN OTHER GROUPS = 3 
VALUED SOMEWHAT LESS THAN OTHER GROUPS = 2 
VALUED MUCH LESS THAN OTHER GROUPS = 1
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Val id

Value Frequency P ercen t

1 .00 Valued much l e s s 1 1.2
1.50 6 7.0
2 .00 15 17.4
2.50 15 17.4
3 .00 35 40.7
3 .50 8 9.3
4 .0 0  Valued much more 6 7 .0
9 Missing _3 Missing

Total 89 100.0

Mean = 2 .7 3
Standard D eviation = 0.67

9. Computer-Related Autonomy. A sca le  fo r  co m p u te r-re la ted  
autonomy was formed from four q u es t io n n a ire  item s:

Q uestionna ire  Question #34

Does your immediate su p e r io r  know how many hours a day 
you spend working a t  the  computer?

YES = 1
DON'T KNOW = 2 
NO = 3

Q uestionnaire  Question #35

Does your immediate s u p e r io r  know how many d i f f e r e n t  
a p p l ic a t io n s  you use on the  computer?

YES = 1
DON'T KNOW = 2 
NO = 3

Q uestionnaire  Question #36

Does your immediate su p e r io r  know how many e r r o r s  o r  
m istakes  you make when you a re  working on th e  computer?

YES = 1
DON'T KNOW = 2 
NO = 3
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Questionnaire Question #37
Does your immediate su p e r io r  know how many key s tro k es  o r  
t r a n s a c t io n s  you make p e r  day on the  computer?

YES = 1
DON'T KNOW = 2 
NO = 3

Data aggregated  from the  in d iv id u a l leve l to  th e  work group 

1e v e l :

Valid
Value Frequency P e rcen t

1.00 Yes 1 1.3
1 .01-1 .19  3 3 .4
1 .20-1 .39  3 3 .4
1 .40-1 .59  17 19.3
1 .60-1 .79  19 21.6
1 .80-1 .99  15 17.0
2 .00 -2 .19  15 17.0
2 .20 -2 .3 9  6 6 .8
2 .40 -2 .6 9  9 10.2
3 .00  No 0 00.0
9 Missing 1 Missing

Total 89 100.0
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10. Computer-Related Feedback on T ran sac tio n s .

Q uestionnaire  Question #39

Does the  computer give you feedback (o r  l e t  you know) how 
many keystrokes  o r  t r a n s a c t io n s  you make on the  computer?

NO = 1
NOT SURE = 2
YES, SOMETIMES = 3
YES, ALL THE TIME = 4

Data aggregated  from the  ind iv idua l leve l to  the  work group

l e v e l :

Valid
Value Frequency P ercen t

1.00 No 0 00.0
1 .01-1 .49  5 5.7
1 .50-1 .99  25 28.4
2 .00-2 .49  27 30.7
2 .50-2 .99  5 5.5
3 .00  Sometimes 25 28.4
4 .00  All the  time 1 1.1
9 Missing _1 Missing

Total 89 100.0

Mean = 2 .3 7
Standard D eviation = 0.54

11. Computer-Related Feedback on E r ro rs .

Q uestionnaire  Question #38

Does the  computer give you feedback (o r  l e t  you know) i f  
you make e r r o r s  o r  m istakes when you work on the  
computer?

NO = 1
NOT SURE = 2
YES, SOMETIMES = 3
YES, ALL THE TIME = 4
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Data aggregated  from the  ind iv idua l lev e l  to  th e  work group 

1e v e l :

Val ue Frequency
Val id 

P ercen t

1.00 No 14 15.9
1 .01-1 .29 13 14.8
1 .30-1 .59 11 12.5
1 .60-1 .89 21 23.9
1 .90-2 .19 2 2.3
2 .20 -2 .49 8 9.1
2 .50 -2 .79 4 4 .5
3 .00  Sometimes 12 13.6
4 .00  All the  time 3 3 .4
9 Missing _1 Missing

Total 89 100.0

Mean = 1 .8 5
Standard Deviation = 0.79
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III.  Computer-Mediated Communication Characteristics.

1. Intracompany Communication.

In te rv iew  Question #48

Can members o f  your work group communicate with workers in 
o th e r  work groups in  t h i s  company v ia  computer?

Val id
Value Frequency P ercen t

0 No communication 38 44.7
1 Only work group 4 4.7
2 Some su b se t  o f  company 13 15.3
3 All groups o n - s i t e 7 8 .2
4 All work groups

in  company 23 27.1
9 Missing _4 Missing

Total 89 100.0

Mean = 1 .6 8
Standard D eviation  = 1 .7 1

2. Extracompany Communication.

In te rv iew  Question #49

Can members o f  t h i s  work group communicate with workers in 
o th e r  COMPANIES by computer? YES = 2 ;  NO = 1

Val i d
Value Frequency P ercen t

1 No 61 68 .5
2 Yes 28 31.5

Total 89 100.0
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3. Types of Extracompany Communication.
In te rv iew  Question #49B

Which companies can members o f  t h i s  work group communicate 
w ith workers in  o th e r  companies by computer?

SAME INDUSTRY = 1 
OTHER INDUSTRY = 2 
BOTH = 3

Val id
Value Frequency Percen t

1 Same in d u s try  16 57.1
2 Other in d u s try  5 17.9
3 Both 7 25.0
8 No Extracompany 61̂  Missing

Total 89 100.0

Communicate With Customer 

In te rv iew  Question #49C

Which companies can members o f  t h i s  work group communicate 
w ith workers in  o th e r  companies by computer?

CAN NOT COMMUNICATE WITH CUSTOMER = 1 
CAN COMMUNICATE WITH CUSTOMER = 2

Value Frequency
Val id  

P ercen t

1 No 19 67.9
2 Yes 9 32.1
8 No Extracompany 61 Missing

Total 89 100.0



www.manaraa.com

Communicate With S u p p lie rs

In te rv iew  Question #49D

Which companies can members o f  t h i s  work group communicate 
w ith workers in  o th e r  companies by computer?

CAN NOT COMMUNICATE WITH SUPPLIERS = 1 
CAN COMMUNICATE WITH SUPPLIERS = 2

Value Frequency
Valid

Percen t

1 No 14 50.0
2 Yes 14 50.0
8 No Extracompany 61 Missing

Total 89 100.0

Communicate With Vendor 

In te rv iew  Question #49E

Which companies can members o f  t h i s  work group communicate 
w ith workers in  o th e r  companies by computer?

CAN NOT COMMUNICATE WITH COMPUTER VENDOR = 1 
CAN COMMUNICATE WITH COMPUTER VENDOR = 2

Value Frequency
Val i d 

Percen t

1 No 21 75.0
2 Yes 7 25.0
8 No Extracompany 61 Missing

Total 89 100.0
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4 . Communication Network C o n n ec t iv i ty . For network c o n n e c t iv i ty ,  
an index was c o n s tru c ted  from two in te rv iew  q u es t io n s :

In te rv iew  Question #66

INTEGRATABILITY/CONNECTIVITY

Fourth , I am in te r e s t e d  in  the  e x te n t  to  which d i f f e r e n t  
hardware components t h a t  you have can be l in k e d  to g e th e r  so 
t h a t  they can communicate o r  the  u se r  can access  one from 
an o th e r .

P lease  desc r ibe  the  work g ro u p 's  computer system with 
r e s p e c t  to  the  e x te n t  to  which hardware components can be 
l in k e d  to g e th e r .

CAN LINK ALMOST ANYTHING WITH THIS SYSTEM = 4
LIMITED ABILITY TO LINK INCLUDING SOME 

TERMINAL TO TERMINAL = 3
LIMITED ABILITY TO LINK COMPONENTS BUT 

NO TERMINAL TO TERMINAL ABILITY = 2
NO LINKING CAPABILITY = 1

In te rv iew  Question #66B

INTERVIEW RATING OF INTERVIEW QUESTION #66

P lease  desc ribe  the  work g ro u p 's  computer system with 
r e s p e c t  to  the  e x te n t  to  which hardware components can be 
l in k e d  to g e th e r .

CAN LINK ALMOST ANYTHING WITH THIS SYSTEM = 4
LIMITED ABILITY TO LINK INCLUDING :SOME

TERMINAL TO TERMINAL = 3
LIMITED ABILITY TO LINK COMPONENTS BUT

NO TERMINAL TO TERMINAL ABILITY = 2
NO LINKING CAPABILITY = 1

Valid
Value Frequency Percen t

1.00 No l in k in g 15 16.9
1.50 3 3 .4
2 .00 14 15.7
2.50 9 10.1
3 .00 16 18.0
3.50 11 12.4
4 .00  Link alm ost anything 21 23.6

Total 89 100.0

Mean =2 . 7 0
Standard Deviation = 1.06
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5. Work-Related Communication.
In te rv iew  Question #89

Some e x p e r ts  contend t h a t  a computer system should r e f l e c t  
formal and informal p a t te r n s  o f  work in  o rd e r  to  be most 
e f f e c t i v e .

Can workers here  use the  computer to  t a lk  to  the  people 
w ith  whom they need to  communicate in  o rd e r  to  do t h e i r  
work?

Valid
Value Frequency P e rcen t

1 No 53 59.6
2 Not e a s i l y  13 14.6
3 Very e a s i ly  23 25.8

Total 89 100.0

Mean = 1.66
Standard Deviation = 0.87

6. Communication Feedback.

In te rv iew  Question #117

Is  th e re  any in form ation  genera ted  by th e  computer about the  
performance o f  employees in  t h i s  work group?

Valid
Value Frequency P e rcen t

1 No 60 67.4
2 Yes 29 32.6

Total 89 100.0
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Interview Question #118
Does th e  employee g e t  com puter-generated  feedback about 
h i s / h e r  performance?

Valid
Value Frequency P ercen t

1 No 11 37.9
2 Yes 18 62.1
9 Missing 60 Missing

Total 89 100.0

In te rv iew  Question #119

Does management g e t  com puter-generated  in form ation  about each 
em ployee's  performance o r  some employees' performance?

Valid
Val ue Frequency P ercen t

1 No 12 41.4
2 Yes 17 58.6
9 Missing 60 Missing

Total 89 100.0

In te rv iew  Question #120

Does management g e t  com puter-generated  in form ation  about 
group p ro d u c t iv i ty ?

Valid
Value Frequency P ercen t

1 No 60 67.4
2 Yes 29 32.6

Total 89 100.0
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7. Social Communication.
In te rv iew  Question #90

Do people communicate s o c ia l ly  v ia  computer?

Value Frequency
Valid

P ercen t

1 No
2 A l i t t l e
3 A l o t

69
14
6

77.5
15.7
6 .7

Total 89 100.0

Mean = 1 .2 9
Standard  Deviation = 0 .5 9

8. S a t i s f a c t io n  with Communication.

In te rv iew  Question #50

O v e ra l l ,  a re  you s a t i s f i e d  with you r work g ro u p 's  a b i l i t y  to  
communicate by computer—i n t e r n a l l y ,  w ith o th e r  work groups 
and e x te rn a l ly ?

Val ue Frequency
Val id  

P e rcen t

1 Not s a t i s f i e d
2 Not very s a t i s f i e d
3 Somewhat s a t i s f i e d
4 Very s a t i s f i e d  
9 Missing

12
15
29
30 

3 Missing

14.0
17.4
33.7
34.9

Total 89 100.0

Mean = 2 . 9 0
Standard D eviation = 1.04


