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‘THE EDUCATIONAL INFORMATION SYSTEM-FOR ONTARIO:

‘ | RY| OF FINAL REPORT |

, This paper smma:;zes 1.{1@ final report of the. Educatganal _
- Information System for Ontario, ' researd’l contract func:"led in March 1975 -
by the Mmistty of Educ:atmn of ts{';e Prmn::e of; Dﬂtarmi 'Ihough much of
,ﬂde research cx:npment of ﬂ*xe pm"

ect is now- cf:n'ipj.eted the semc&a aspec:t

'a@@ss ts: Qrz.gmal dcmmznﬁ

¥ -
o8

Bad{grmmd *'

EISO was funded to develop, evaluate, ard analyge ‘an, mfc:lfrnatlan
dissemination system based upon camputerized retlleval c:f blb]_lggramles
It differed fram the usual research contract in that it was not tmly to
pm\rlde a I;‘ngrQLlS research study firmly g‘ramded in theoretical QQI“LEEPE
iglt;ﬂ.h‘:. it was also to have a lazgely developmental a;ﬂ{:ment in' the :_rrq_jle- .
mentation of a search service available to educators on. a féé*paymg S
bagis. 'Ihus, not only were normal aspects of contract research Suc:h as
research r:’ies::.gn, data c:allezctmn and analysis réqu;gred but also .:.cmE
more unusual activities.’ Am@ng these were the c::eatmn of a business
systgm, publicity materlals prc:m:tmnal warkshgps, aﬁd a program to
train E&ucaﬁlm(xal Information Ccnsultants whc: were to ac;'t as gﬂfcmatmn
LntEJ’.TIEilSIJES or lmkage agents :,n gecgraph;cdlly ]:*ETTDtE areas. Pro- .
fessional develcpzrent act;v:u.tles, sem:mars, and demonstrat;lans added still
other aspect::? to the study. The ‘aspect of ﬂ*le contract that was most™
xreadj_ly apparent educators and 'the' one that still EDﬂt_lIiliES was, hc:wﬁ
~ ever, the actual creauan of afully c:»peratmnal mfc;smatmn service
nffermq an interactive -online b;bllggraphlc séarczh sew;&: tD the ealc:a-s
tors of Ontario by prtjvld:mg them access to ex;st;ng ‘data baEES suc‘:h as
the Ontario Educational’ Research Information’ System (Ci\ﬁ'E';RIS) ’ Hﬂc
Pégalwiogm&ﬂ Abs. tmaﬂs Ex:zgptwm& Child Education Abétﬂfléﬁf’é Social
Sedences Citation . Im:le:x Duéeﬁimmon Abatmaté International and ather
data bases.relevant tx:: educators. ;o ’ \

To use the EISC) .;earch service, the educ:atr:sr submits his lnfmjna—

A
\

tion request to the search analyst a speclally trained reference



: . .
llbraglan, wht;r develops a search t:‘ategy that is mchlneﬁreadable.
B;Lblmgraphleg are pfmted s:ffl‘g‘"
Lockheed or System Develgprant!

= by, a ‘'major merclal supphér 111{@

prporation and mailed to the user who -

‘ may then order original docurent's: in éithe} fllLQerlChé or paper Copy

' formatg. A fee based on the mt Gf pmfegg.mnal and G::T@utersmect
time used is charged for the ‘seaxc:h and a flat rate for duphc;ates of
ergmal items. : S

Pesearch conducted as ‘part ::Jf the EIED contract chusséd on the

:user, and his or her mte;r:ac:t_l::n with te service. Answers were SE:ught

. to the following (Z:{EéStiéﬂg'-g who uses EISO, .and why? How satisfied é:e
- ﬂiey with the service? What is the nature of the interaction betﬂee,n

the cl:.erit and the search anaj.yst during quESt_lDI‘l negotiation? And,
vhat are the mter—rélatlc:nsh;ps between thest various asp:xc:t;:; of the
_.;earc:h semce‘?‘ Our aﬂgﬁers to these CF-EStLClI’la and ‘the influence of
the.—,.e answers “on the t:urrent organization and r‘:perauims of EISO are
ﬁle tr::[;v;c:s of this paper. ' ‘ '
The User and _the Uses' c:f EISO Iﬁfc:rﬂ‘a‘t_lcsn o

'I‘he grmmg mpartam:g of the provision' of mf@rrmtlan by autD=

mated means has been reflected in the. mﬁreasmg hmrbé: of ar:uc:leg and.

;stuches devt‘)ted tc:: online refere:lcg services., The afz:rcus of much t:f this

work mm:es ayound develc::p:mg accurate Tosting tec:‘hm_ques and descr:b;ng
] idg” specific :ser‘vit:es;; The users of thESE sezsv.lc:as have
ldttle attg‘ztiéﬁi Ganerally, hmeve,r, c:::mcerfl for the user and
ce#n to aducatmnalp researchers and SDElQnglStS than S,rlfc:rmatmn
specialists. This GZDCEI’ltEathm is mderstandable Inf::rmatl@n managers
Lbraf;an.;., and Séa]:“C;h analysts c::arl raIEly, mfluenaé thé use of- the
:mfcmﬂatmn they provide to the Llser 1@(:%1 g.gél’lf:lé&; administrator
commitment, financial x:x:snetgfamts, thé- E:!Dll:tlcal climate may ‘all impinge
on the ultg,mate use . of retrieval mfgﬂﬁatlén Ironically, however,. it
is the effétzi;we use and impact. of: the/ /gearx:h results -that may deternune
whether or not a user perceives ‘the. _:er\?l@ te be useful and bems a
satisfied c.];ent who returns to the search s mcaﬁtaiglaaé further
requests. And it is upon the building sz c»f gath
that the survival of a search service may depen

a I’é?%at“u%éf clientele

/
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‘' The purposes Of this SEEtan, t‘r‘iereiare, are tcz 1tiantfif3! EISO
. users c::ver the past three years, pz;‘e.;ent their reasons ft:»r scaklng

mfc:rnatlm, prmda a:;alysls of hc:w the information sthey rec:::alved im—
L:Jrs that, mriLflbul:ed

R

to the use @f non-use cxf,. l‘,I‘lfDETEltJ.C!ﬂ rec:eued

‘User- Qjaracterlstlc‘e ' ' K o L Lo

‘ Location.  About half of EISO's m::gt récent users come frc;m the
Matmp:l;tan Toronto area, pmvzdmg the ma;nstay of the serv:l.f;e ‘This
*high f,:l.gm:e has remained fal,rly stable through ut the project's three
years, a fact that is all the most J.nterestmg bec:ause same pr@fess:.mal
libraries 1n local school boards have lreaently purt;hased their oom =

.;earc:h services. This Laaés |

terminals and are now csffezz_ng their
one to suspect that theé actual nunber @f users from 'élﬁe greater 'Ibrc:ntc; '
area may be going up but that this increase is bemg partla,lly c:bsa;red
and absorbed by other ava;lable services. S

:grhaps reflac:tgﬂg the fac:t that several warkshcps anét sammars .
\ to governmental gff;r:;ajs and at sumer courses held there’ “
thus rals:.ng awareness ‘of the EEEVLCE and at:tmg as a sb_muiant for usage

(.8% to 3.9%) may I:Efléi;‘t EISO's new pc)llcy of prcicessmg all .t:ecp.lasts
rec:e:.ved r&ga:ﬂl%ss of the;r gé(:!graphlcal Dflgm -

. i B \

’ 'Pérsénal Characteristics. The age, sex, education, anc] pro-
ined stable over the three

| ‘fessional activities of EISO users ‘have rema
| ye?,rs the service has beert in operation.. Two-thirds of ‘the users con-
ers~are between 26

tinue to be male, and over thfeéaﬁuarﬁers of -all A
and 45 years of age.  Most users have Qcmpz,ed their present position
7 for leds than two years. Clver one-half are officers of a prc:fgzssmnal
{ Drganlzaucn, have part;,c;lpétad in an educational research. pm;]ec:t in the
pést five year::-, and have pfesented a perESSLDnal paper. during that time.
" Sixty-nire percent have” earned graduate c:]égree.;‘wh;le 57% are currently
. enrolled" in, or are /Elannlng to apply for, academic programs leed:ng to X
o ugl}ér degreeiﬁ,_* . L
I Clearlj, ELSO users are a hlghly prfESSlﬂFaal d}mamlt:, well—
| eduf;atéd aﬂd arrblt:l,c::us group.

£
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' \\ ] C)rgau‘u.za’f:lan. Whll@ L%ISE is still the if’lstitu;tic:nl with which
ffDEt users are aff,l,llatéd 1t prc:vuﬂes Dfﬁ,y a little over ore~third of

" 1 the tdtal mmber of userg (36. 6%) , a cﬂeclme fram 39, SE the prevy:ug
yéaf. Faf:ulties ::pf e{iuc:at;cmg Mmlsi;ty ::f Education, and r::ther govern—,
nmt agénczles cantinue to provide mcﬂreasmgly rn@re users while th.e -

nmtaer of Stjlc):l bcﬁard cl:lgﬂtele remain Eteady

/ (!—f‘ '.' = . : . .

N

: Rr:sle The ft::les plrfcxrmed by EISQ users rema;ned ﬁ:»r the most
p:u:t; l_lnf_‘i'haﬂgEd Achunlsttaucm and Leac:hmg are still the most
m@c;rtant roles occupied by EISC) users. These are followed by graduate
; wcrk: and research.} These pmflleg cjf user rales have shown.little
: \farl,at;;:)n over a three~year perlc:d amj will probably q:c:nﬂnue to rémam
gtable C oo o B : ' - '»'f,
. , The dlqtrabutlc:n x::f users by the;r roles. in varmus Qrgamzatlans
“ay is as ft:llc:ws. In publ_lc b@ards users were most 11}<§ly tD be as:hun
istrators or s@cms@rs (57%) thc:ugh other staff alscr used EISO services
tg a agmf;c:ant degree with teachers, researc:l‘leexfa g arzd J;Lbrarlans cort=
prlgmg another 35% of board users. All users from thie - sepal:ate b@a:cls
fel_l w;thm the adrmﬁlstrauve rarﬂfs whlle usars in PCJSt—SECQndary '
mst,ltutlam were d;strlbuted among aﬂn 1stratr:rs (33%), teac:hers (53%),
and Stutients (7%). . Most C)ISE users were %tudants (43%) though other o
- staff categarles were alscg ::’epresented Egglt:mal Office gersannel wera
the la:gest (60%) user group at the bfl;mlstty Qf Educaticrky
It muld éppzar that ﬂ*‘nﬁ patterns that were estab] ished’ in the
first two years of the semlc!é continue. to hold. .EIZO is|used as a .0
resoxcz Qrm\arlly by a@mlm:strat;ve pers@rmel in school DEIﬂS Iy : ,,?s-'
fac:uity in post- seccj;‘ldafy" mstttutlans by‘ ﬂm%@fal st:u:ﬁenE at OISk By w .
- and by acﬁmnlstratl\fe -and Reg:,r:nal C)fflt:e Etaff’* aty, thé{{llStfy of

I
\,F -

L

&

: Educ:at;x:n. A o : C I
Pm:i:c:se of Sears:jies \ R ) b o ( L
*  Among all usex:s, the mc:Et frequenﬂy clt;eri p@@se ft:r doing a* | .
| search was- for -term papers: “Research -and cievelc:pﬁemt, Speeches or
\ - a:tlcles,gersamel or recruitment and prograﬁ de:\réloprent were alsc: -~

h::yed as the pur‘pgses for plaging EIS0 QearchES, Ugers tended to
agpréadi EISQ %5 a IESC)}JIE to support fthéll' prmaary pr@fegsn.@nal r@l&:

[ ' ' zggg




' formed Searfj’lés to aid them wiﬂ'x ﬂjelr respor
improvement (23%), personnel rer:rug.tirent (f%) policy tﬂevelq:frent (13%)

- mare Grounded plc:tm:a of the human mtlvaucn that prcm’pt; Specific .

‘Ga_t’l'_‘led out for the insigh
: /
that determine use or non-use of Eearc:h results. Tn each cage, m—cﬂepth

!

self-reliance, and ;%g;@' Al n

would not have the reward

. ‘
F@r example, within school bc:a;t;ds adm:l,nlstf tion was thc“rrk:st ffggucntly
mentioned role for doing a Seard“l ‘he ‘

sibilities ft:lr program

and curriculum develq:nent (13%)“* ’ l‘haugh t would Jppear that a few ’

adm}.lgtratars f:hci plaai-. Searchés. to help,{dltﬁ r graduateﬁistudles,
mo5t sc:ught mfcgmmauan for purpases a:lng;stent with the;r K';erEQSLQﬁEll

] ' 5 ,ﬂ
. G B

tip@"ltl@ﬂ;. . ' K c . ’l

: This quantlt‘at;{?e data g;\z&)g a general overview of the user - -
p:pulatmn and their reasons for raquestmg SE&EC}ES To prolide a. |

.;earc:hes and the factors that contribute tx:uwardy the success f\_h. Llﬂe of
the mfc:rmatlgn we mist tletD dEgC:I{lptLVE‘ or qualat;ve c:lata. ‘ Suc:h ata »
is .of course’ cllff;t:ult to dr::c;ment and assess. Often influence§ be

vrthe control of the md;\?:l,rﬂual are ovetriding factﬁrg in whether or not
: mfﬁ:‘mat‘mn is i;.;ed for the purposes for which it was arlgmally sought.

. Another limiting factor’ 15 that evidence of u.sagé has been campiled .
through interviews that I lz,ed on .;elferepﬂrt;ng. 'Ihczggh onsite cbserva-

tion may have prc)vzgded more; reliable evu]em;:a, geven case studles *were
t they mlght provide mt@ some of the élenents

mterv;ewg were used to! C:Gllect 1nfc:rmat1c:n.

E‘ac:t:;sff' antr}bummg to Use cf Nc:nsUsa of Search Results
The seven m;—cases are ﬂescrLbed in the full report, and ﬂl@ugh

-they represent an aéﬁiuttedly E.Tﬂlteﬂ sanple .of uge:r:g, J}évertheless EDlnt

tc:) soe fact@rs that erl;her @murage or p@se barrlers to the use of
information reeglvad’ as .a result of plat:mg an;EISO search. ‘I‘hese Eac:tm:s

may be evident durlng both t;h.e pre-search and. pﬂst—"faarch and are described
© in 'I‘able .l ’

A It is mtereutlng tD note that whereas in the cases Df guc.az-ssful
mférmatlan use each’ user was ﬁpurred on‘ by the need to repr::rt to or work

with staff or cc;mmttees the non-users were &ll loners. It might be.

expected, therefore, thai:= ﬂ;—bey would. have to cjigplay graater independence, -

t‘” it.lcn than the successful users and-

o

inistrative |personngl perﬁ "
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ééalt w11;h bere, thlS ;anrcascd ‘burden of .mspx:nmb; 1lty Wlﬂ’i\juti };mc;s:_t;l.ve
; e}ctegna,l SLIPE}DIE t:;reatccl & barrier to use, Lhat wag not overcame.s

User Satisfacticn with EISO = »

-One of the most ;mpcrtant and most difficult as;:er:.tg c:f an mlgne

search sexvice to evaluate is "the satisfaction of the user. User 9
-;satlsfact;m is significant’ because it w.lll affect the ultimate success
- of the service: " a satisfied user is more 1:J{ely to become a repeat user

and an advocate of the system that has met his needs. And it is the _

build-up of a steady clientele and the spread of its guc:ézéss by word

of mouth that will help to ensure its. lc:mg-stem Qpefat;c:m. ‘Measuring
_ user satisfaction, "however, is fraught with difficulties for we are

trymg to assess what is, after all, a state of mind.  Not only is it

highly SubjéCthE but it is 1n all l;kel;,hpod subject to freqi.lent shifts o

%

anc:'l t:hangési ’
Rea::gnlzmg th:]_s mlexlty the Ecluc:atmnal Lif@rrratmn Systam

for Clnta:ics developed an evaluation scheme based ttm a- systems model . E:Lng .
' psydi@l@gleal sociologicdl, and EC:ZHCITIJ_C varlables w;l,ﬂ‘nm an adoption '

: Df ij@vat;.@ns fIaIrEm}:k.

Yearly S’éi;isfaétiic:ﬂﬂiierages )

A comparisop of the average satlsfactmn of EISO users over the -
three years. of the. ser?’icae s aperati@h shows a mkablé)mnsistenéy.: |
Changes in average level of Satlﬁfactl@n ranged from an increase of .20

. for ‘Emelgﬂess of gervlc::e to a decreasg of .04 for Quality of Ter:}malc:gy :
There waé virtually no significant variation in Qerc:e:n‘ved satisfaction
among EISO users over the three-yean pE‘]‘:‘l(‘}ﬂ with the average user bemg
)ughly gatisfled with the service he received. This h:Lgh average satis-
faction was expressed by means of 2 2.61 and 2.78 for Overall Satisfaction

- and @a;l;l,ty of Service, réquctlvely, on a 'Ehfti%é‘*]@c}ﬂflt scale. TFewer
‘than 5% of users were not satisfied w1th the outputs of the service, the
“Value of the E;bl;@gr,aphy a:nci Materials, during the most recent year of
operation. This represéhtf a sigﬁific:aﬁt Aimprovement from the more than ¢
' 12% who e;{pregsed feservatmns the previous year or thé almost 10% in
i the first year. Clearly, EISO c:zni::xue:s to improve, w;th over 95% of

B users be:mg Satlgfled with the .::EI'V:LCE provided.



-shlft.;. 1n policy are avmldéd ' - ' : /

ggers with EISO are ‘Lho.;e evaluating, their peraeptmn apout: th?Z Quality‘

The monthly average remained within +0.1 units of 2.6.. A ',Di;lcxéable
~drop did ocour, hwever, durlng the Sprlmj of 1976 but th’

" decline in satisfaction levels Wlth the Value oF Bib fc:mgiféghy énr:l/
-It should be raz:xted howevem, that thlf' "decline"”
' Below 2.0 hetween October 1976 and Octobetr 1977.

_pﬂrfammc::q v . i &

Leed

) ‘ o * [
.

_ M:mthlg satisfaction Averages ¢ - R N

Whllzz it is true that, on the whole, thie IS0 ﬁcr—\ric::: ig main~ o

- ta;mmg hlgh staﬂdards, iLut:LUE!.LanS do occur frc:m month tD m:mt:h déc\p;ind—

ing on the t;Lme of year,; mgmr changes in SYStE‘TI‘l agerat,l@ns, and tﬁie size
of the sample for whom responses were received, It ;,1 as well to recx:gg
nize that these variations do occur and in fact appear to be a ngmal -
part of the service enviromrent so that undue fnxiety or uncalled for |

Axmng the most 1rrq:xzftant medsures assessing the aatlsfaéflan of

of Service amd the Value of Bibliography ancl Materials.  Because of the /

importance of these aspects, mean Qamgﬁaztlmrleml_;ﬂf users regarding -

thernwere plotted on a Irt:nﬂily basis from July 19 75 through
An.average Owerall Satisfaction level was also cbtained.

ranging bet:iaEen 2.4 and 2,7 on the three-point Sc;ale emplc;yid

analyst revgals t-:ué; mterégt;ng features. First, -th prev;@usly

satisf citldn 1.;. ‘a ,
or tﬁla J,tem ru:war fell
Thl.s nﬁans ﬂ';at even at -

rglat;ve thing. - That is, the satisfaction levr:l

a rmd;mrhlgh level r::f

,/

its worst, the Service was never seen to be belc

' t_ 1977y been ﬁsessed at .
that same Octaber 1976 to October 1977-period Quality of Service never

f611 balow 2.7 and hovered at the 2.8 level, | |
N P ’ / B Vs



Satisfa::t:,cm DE E.IC Vgrsus /NDn—EIQ Users _
‘ ) Because the hmmn elemznt of relaylng and using mfarnat;&m was,
. from the very hcg;nmng c:f this, re.;.earc:h pragcct regarciz:d as t:rlt;cal
it was felt that some sgcml pmmsmn had +to be macﬂe f@r users who -
were located at a tﬂlSEﬂr‘lC‘E‘ frc:n MEt:ED[ZDlltaﬂ Tr.:nrc:ntc anﬂ thus cllcﬂ not have
, mnﬁd;ate ac:c:ess t::, 'the service; The basic assumption was that the pro-
a  vision cjf an mtéﬂTEtjlalj!, called an Edur:atlcmal Inf@rmat;cn Consultant,
| V or EIC, famlhar with local @Qndlt;cms and needs, wcn.;lld lead to a more
*  satigfied user and more e;Efect;ve dlsse,mnat;c:n and ut;l;zatmn of know-
 ledge. /In turh, a satisfied user, according to adc::ptmn of innovation
" models, muld/be expected to become a repeat 'user who would have the/

< ’ Gbntzzus effe/ét Df ensu.rlng the rna;ntenaﬁr:x: a,nd gmuth of ‘the LnfEJI‘TIEtan
service, / ' ' : o . :
' T test wbather or not such ’ESS@‘TTPtiDﬁ.:: could be pr@veﬂ'ér@iricallyi_

special treatment was g;veh to the Narﬂiwegtern Region of Ontario. There, )

7f@u;r: EICS}'{"iﬂ different. ty‘EEa of lI‘l.:tlt\.ltlDll: were trauned denmstratmns .
of ‘the séfv:,t:e were held, and reduced rates were mgt;tuted for the fn:st

o ,yea: Df /the service's \DpefatLGn .
’The. f:u:st gﬂal the EICs were asked to. achieve in- then,r initial

'"g was to make users aware of the;r avallablllty and the services
they a‘:mld pICZVlE]e. 'Iherefare, «:ne would E}@ee;t the EIC users to be

- 8C at more Satlgfleﬂ with their mf@::nﬁt;@n about the service than

. nran-E users who we;e not E}EPDSEd to such perss::nal effcxrts. There, i
; o eyid t6 support that th:Ls was in fact thefqase, In particular,there
;/SZnght tendency for EICZ users to : 7 o1 £

; /’
about’ ancl dlrec:tlans \fc::r LL;lIlq ﬂ’le service and the q;al;ty of th.e tet:ha

no égy-.' EIC. users are legs. Sat;Sfled than their m:snsE;E(: couriter ts _
;]/th those aspéc:ts of the servjce that acld another, step to the /rdé:t:ing ;
oCcess and therefaré slows dmn theu* re@alpt c:f tha mf@rnaatz@n_ This & N

P
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ﬂ_%‘i EIC, the technical expertise of the analyss,! and the enthusiastic rlésd
of. the user for a more speedy delivery time. . )
. b - - e . -
The Negotiation Prooess In Oneline x \
3ibliographic Retrieval o ’ '

One oZ Ié“le most important -aspects of online searcth servises is.
the negotiation process that takas place betweer: the librarian or seard:
énalyst_anﬁ the usez seeking -information. Fox it Zs during that encounter
~that the ‘user ‘}nuSt make his needs known, the search aalyst mist conp re—
hend the request, and translate it into the temminology and configuration
© thatwillresult in the sictessful retrieval 'of appropriate citations.

. Yet little has been: writter: that atterpts to analyze what haprens during
_ the nagc:tlaﬁu:m process. A review of the Literature was carrded out to
S identi fy the major elements of that process as Dﬁtline:;d in the literature.
These theoretical camponents were applied to actual negotiztion inter-
views to ascertain their applicability thereto, and to dgvg:la; a model
_Jat describes the corparent elertents of the regotiatfon process. The
,(iEVElD‘FTrE‘;ht of such a mockl is seen as hgulng implications for the

training and performanc of search anzlysts and there fore contributing to

the Improverent of automated search services.

Factors Affecting Interview Ef fecti wness

Empathy. It is recognized that the absence of vadeotapes iLaposes
‘some limitations on the abi lity to fully capture th> ruarces of facial
expression, the position of the kands ancdd bfjdg%f the secuch analyst
ard to identify all exhibited aspects of rorwverbal Dehaviour which the
search analys t makes use of to prormts cpathy witz the user. The use
oz t;a[ie-féc’:@riing;s do, hawewer , make it p=ss=ible to wdentity e category’
of empathetic behaviour, the use of weibazl and ncnverdsel express LoNS gfﬁd
ina wam, accepting and uncerstandzag mahner. '
Exarples are interviover statermnts sudh ag™  "Ut-hrm, " repe-
tition of the wser's last statement, "You fecl that (last s—tatement said) "
ard confirming statements such as "Yes, that seems o make sense. ' Other
forms of anpathic behaviow include humowr, and stafements such as “Okay, "
"Uh~huh ," "kReally,” and "Oh, I see.'” Ore inplicatiort is that this fon:of

O

FRIC ~

Aruitoxt provided by Eic:
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behaviour encourages .the user to relax and talk freely, rather than
WLﬂﬁclraw ,Lnta uncomfortabla Tﬂi)ﬂc;!tmnlt‘ résponses. Encouraging the
user to talk solicits information ab@ut his topic of interest which
is crucial to the LII‘ldE]:Stan(ﬂlI’lg af‘ th rrrcblam. Only if this- first
step is mmgletgd :,um::pﬁfully; c.,an the ;ear:q,h analyst'move on to the

next stage of attempting tb int rprat the prablem in terms of des-

3'

scriptors on the systen .
In prac{:ice; we fDLII’ld'E;’IIDSt of the search analyst's empathic

camrents relative to the t@tﬁl Gf such coments uttered during the entjire

interview occurred duri ing 1;?1{3 opening minutes of the interview when it

is vital that the user be Ht ease and talk abaut his topic of interest

d"‘

¥

. as fully as possible. Tl’xlz undoubtedly will also influence user satds—
facticn with the service generally, and his decision as to vhethex he
,.g\ylll uaéathé service aqa;l_ﬂ and/or favourably recammend it to his col—
l@aq‘ups smd friends.
s

The Strugctur g__;‘ Negotiation. The underlying five=—5tage pattern

or structure that ;s uggested by the literature for interviews was con-—

lne first stage revolves around the analyst's attempt to clearly
understand the user's request. This seems to be a nost critical stace,
for only alter its suascessful campletion can the search analyst move to
the second stage. The length of rthe first stage depends on how clearly
- the user has ir']enti.fi,éd and defined his topic in his own mind, the asue
plexity or unlqn gss of the topic itself and how articulate the wsers
are in z’qleaanj thle need to the analyst.,  The degree of user articu -
lation' in this study tends to be cquite hiqhi since users are generally
either master's < doctoral f:'it.leElﬁt‘;’;f professors, goverment adminlstlacor =,

i

- schicol boards. In thidg stage also, users may e given 4

u

general outline or description (or may even ask for such) m'f hese the system
works. This tends to provide some preliminory even if limi t_m] unders tarndi ng
of the relationship botween the terms (descriptors) and how access o

identify descriptors and key phrases.

system is dbtained, and seems a valuable prelude in later helping to

o

O

LRIC l
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Stage Two

The second stage involves an effort to: ‘identify the major areas
of the user ' 's topic of interest and to match these with major ti?aCflE)thS-
_or phrases which w;ll provide access to,the data baqe(s) . With the first
.;tage over, the SE(}Dﬂd pr@@gdﬁ fairly rapidly. J;LHEE all the users are
educators of one sort or another, the terminology used tends to be limited,
allowing the search analyst to build up familiarity with the lanquage
of the discipline. In most instances, relevant tools such as the Thesauwib
DA‘EETC Descniptons located on the analy'sf:'é desk is consulted by the

user and analyst during their interview.

Stage Thuee

Next comes the identification of terms related to the major

FDI{_.‘

scriptors. In this stage an attempt is usually made to broaden and ex-
tend as much as possible the topic first pr‘c?gémted by the user. In this
stage a list of very specific words (descriptors) is identified. This
process may be a fairly lengthy one and with the possible exception of

the first stage, may take the nost time during the interview.
Stage Feun 7
During stage four, the search analyst outlines the main and

alternate strategies she will use in the search, and ranks and/or carbihes
the related terms with the major descriptors/headings. This stage usual ly

acts as a further clarification of the topic and the aspects of it that

ﬂ

are most important, and the user is asked to furthie: extend, change, or

modify the terms as necossary.

Stage Foue
The closing stage is usually devoted to "housckeepiny information

"

when tlie user's address and billing instructions ave dotained and he is

e

told how much material to expect, when, and how much it is likely to

Tt should be noted that while Stage One usually occurs at the
beginning of the interview situation, the remaining stages do not
necessarily follow ngmentiallyiin the order pré.géntéd above. For example,

an indication of what the user can expect in terms of the volume of m:\tellal
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may occur mredlately after th&first stage or the search analyst may
proceed to identify related terms during the flrgt stage in an attempt .
to understand the topic more clearly (esgeclal:ly if it is a complex or
dnigque one) bE!fClrE! mak;ng an atterpt tD specify and h,gt rragér headings.
In spite of Var,latlmsg hCWE\EI, the baslc Uﬂderly;mg patterﬂ above

tends to persist.

Open and Closed Questions. The distribution of "open” and

"closed" questions asked by the search amalyst in the four interviews

TABLE 2

OPEN AND CLOSED QUESTIONS ASKED IN INTERVIEWS WITH
USERS A, ‘B, C, AND D

Open Closed - Length of
User Questions Questiaons Interview

A 13 43 40 minutes

. B 7 9 . 9 rrp?rmtég -

C 9 27 33 nu_nute.;
D 4 L 21 minutes
?‘

The frequent use of the Jpen Questlon enwoulages the user to talk and

therefore allows him to shape his request. It would be expected, there-

fore, that ]Tf_le‘, "CJEEH ‘P'if?StJ_(_lﬁ‘—J would occur in thé; opening minutes of
. - s = J
ecems to

each interview when the user must explain his requegt- There s
be good support for this contention in the four interviews being con-

sidered here. In the interview with User C more than ane-half of the

m

open questions (five out of nine) were asked in tha first four minutes
of the interview; in User D's interview, one-half of the total of su c:h '
C]UE;t;DI‘lg (two out of four) occurred in the first seven minutes; and '

ﬂjrl:aFt ono~half of thoseo Ecmnd in the interview w1th User B (threo out

n

[ &
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of SEEV:én) occurred within tiie first two minutes. The exception was
the interview with User A, where, in the first five minutes, only ane
out of at:::tal of ﬂ'llrtt%éﬂ open qu.estu@ns appeared,

The reason for the lack of such questions at the.beginning of

e %temew with User A seems to lie in the search analyst's attempt

, } to pin the user down to ‘specific terms very early in the interview, as,
- having begun the interview with an open guestion, she received the
indication that the user's“fopic was an unusual cne for which tHere were

. few appliceble descriptors on the system. Continuing to describe his
topic m general temms, therefore, would be of little use. In contrast,
the lack of open questions on the whole in the interview with User D’
(there were anly four) seems. to occur because, from the user's first
explanatory sta::xéﬁ,ﬁait, the search analyst was able to say "I think that
kind of thing wouldn't be too hard to find...actually, because there are
some very specific words" and bega:%f to ask closed questions in order to
chtain a specific listof desr:fiptars. o '

It may be dbserved that the EISO search an y st spends the
greater part of an interview asking about gpaqg%flc: tarm;, suggesting
particular descriptors fram the Thesawwes of ERIC Des crniptons, explaining
to the user what they mean, and indicating hf::w she will combine them in
the search strateqgy. Because of this need, then, for a listing of specific

- headings and specific cambinations of major and related descriptors, the
search .analyst's use of the closed questions dominates the interview
after the opening few minutes.

©

Role and Status F

U’h\’%'

elationships. With regard to the question of
ituation in which the EISO search analyst finds

role relationships, the
herself is in many ways different fram that of a reference librarian.
While the latter may find the interviews unscheduled and openended, the
search analyst often makes an 1p;:mlﬂtjmnt with the user beforehand, and
many times has at least sane prior knowledge of the user 's topic. Further,
while lack of time and the campeting attention of other users may be
variables in the library situation, prior appointment and the fact that
the EISO office is located in a separate roam in the library of The
Ontario Institute for Studies in Education, effectively eliminate these

difficulties.




. : ~' g .

Initially, the sex of the user was presumed to be a variable

_ in both status and deference patterns in the interaction. However,
bea:mg in ‘mind the 'iji:"taﬂons of a t‘;ggﬁfec::rding, this factﬂr was not
found to affect these pattens.

while there was no role difference in CllEﬂtg of different ;JEXEE{J .
there was a difference that appeared between acaderic and ncn-academic’’ o
clients. The two academic clients, both of whan were by, chance master's
studentﬁ m psychology , stated their questlons in terms of formal research
d#Slg}TlS- '

In contrast, the questions of the two non-academics were more .
open-ended. One wished to know about the role school librarians and
children's reading habits; the other about fjr@utéfeassistai instruction
for teaching brain-damaged children a mode of symbolic commmnication.

Developing a Preliminary Model of the Negotiation Process
 while recognizing the danger of trying to generalize outward

from a small gample of interviews, a number of points nevertheless afe
suggestive. First, that same of the issues¢raised in the l,lteratllre an
the 'traditional reference interview are also helpful in studying online
negotiation processes. The aspects that hld most relevance seem to be
those” ascociated with empathy and non—verbal behaviour, the structure
of the neqatlatlon and the use of open and closed questions. The one
aspect that does not seem to bear mich relevance is that related to role
and status relationships. Second, these elements seem to be constant at
least in same degree regardless of the nature of thv tcjplc, the user,
or the system used. Such an dboservation leads ane to the notion that it .
may be possible to represent these stable elements by constructing a
model. Such a preliminary attempt to visual ize the negotiation prcoeess . |
is presented in Figure 1.

Fram the analysis ot the interviews, 1t became clear that the

negotiation process is 'n't a rigid p,t‘c‘;qi;:‘SS_LDh with a clearly defined
beginning, middle, and end that inexorably follow pon each othar but
rather, f€ has a more iterative, repetitive nature ‘is the determihation of
the sgxzx’:ific recquirement of the user emerges. - It therefore could' not be
represented by a simple linear design but called for a more dynamic mode

of representation. The notions of reiteration and dynamism brought to

P
o
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mind the model of the spiral curriculum in education and the double
helix in molecular-biology. The former incorporates the idea of
LEt‘LLfl’lelg to concepts aLteady mtruduuad to define and lea¥n about them )

=N

- in greater detail -- a process the analyst uses as she- m:rves frem a
gerLEEal mnferstandmg of. ,Jﬂe user's "topic to the more S‘EElelC ‘choice
of dEgEflp‘tDrS and searc:h strategies -~ while -the latter draws atvtenuén
to the multiplicity of interwoven links that are both constant and
different in -all of nature. Obviously, close parallels cannot be drawn,
but the notion of using spiralling strands seemeéd to cambine continuously
,’:" evolving spé,!c:ificit:y with dynamic interaction. Unlike the elégant -sim-
L0 plicity of j:hé double helix, however, the rr@del of the nedotiation process-
was pictured as having at least four camponent elements. These are
Low associated with the user, the search analyst, the topic to be searched,
and ;i:he system to be used for searching. It is not the representation
- of these holistic élén‘EﬂtE that ig the concern here but the depiction
of the eleﬁentﬁ that surface as being important durmg the negotiatian
pmcess ‘At a micro level these have been identified as errpathy and
non~verbal behaviour, structure, and open and closed questions. At a ‘ LA
more macro level, the importance of a specific characteristic such as
empathy can be broadened to stand for behavioural characteristics in
general and the specific method of using open and closed questions for
a broader range of techniques used by the search analyst. The notion of
structure is incdrporated by the sequential progression of the mt:emag
in stages through time. In addition, there are at Leaat two other strands

that weave through the typical ﬁeqauat;cm process, t:he= substant;ve con-
tent of the reqr_lest and the t.ECl‘LILlGdllT%;ES EEEELthnf_j to the L,hm@ of
;dESEI’LPtCJfS, ﬂ‘lg formilation of search strategies, and the: -czparamcm ‘of
the system and data base chosen. The fi st of these is Egresanted by
‘the term "topic", the second by "system.”
. While the model is Ir'éamt to be sugqestive of general phenomena,

it could be adapted to more closely represent specific negotiation inter—

views. For example, strands may be broadened or narrowed, lengthened or

shortened to show when and the extent to which ind;i\ridual elements occur. 7
They may be divided and ocolor-coded to emphasize the prime part,l,mpmﬁt in

the process at any given time, whether it is the search analyst or the

user. Specific environmental influences may be shown to effect the turns -

ERIC . S
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FIGURE 1
THE NBGOTIATION PROCESS -
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the interview ‘takes. Such detailed mapp;ing; however, must await in-
depth analysis derived from a larger sample of negof;_ifagicm interviews. -

Systems EValuat;Dn of DUser Satisfactian-with EISO’
A syétsﬂé approach was used in develap:mq the framéwark, incor-
porating the traditional cateqories of input, process, output, and feed-
back. In its apphcauan particular emphasis is placed upon assessing
©  the relatmnshlp; between variables of interest a t djifferent stages,
such as input and output, while controlling for the effects of inter-
vening variables. It is hoped that in achieving a better Lmderstsndan‘

of such relaf;ic:\nsmgs, those c.‘)p‘aratj_ng search'services can maké mre

Application of Model

ihe purpose of the first application of the evaluation model
was to determine to what extent the client's personal and professional
background is related to his or her satisfaction with EISO. The purpose
~ of the second is to determine the relationship among the procedures
- followed inwgocessing a search request and the user's gain in knowledge
and degree of satisfaction. Together, these assessments should provide
a good understanding of the factors affecting user satisfaction with the
service, and thereby suggest methods of maintaining and increasing it.
The population for this study is the universe of all 371 s
requested from EISO between May L, 1976 and April 30, 1977. The tots
nuber of subjects was 148 (40% of all searches) , but missing responses
o1 some variables result in a smaller number beiny used for s analyses.
path analysis was selected to aﬂﬂlyf': the relataonships amony
input, process, and output variables Lecause it [ilt‘)\fld{?‘; a method of

testing the validity of cas ual inferences for pairs‘of variables while

controlling for the effects of other var iables.

nciological Input Model
Who are EISO's users and how does their identity affect their
levels of satisfaction with the service? These are important questions

which reflect the success of the service in achicving its qcmldi By

ERIC \ “

Aruitoxt provided by Eic:
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“*  implication, if one kind of client is less sa tisfied than another,
changes in the ‘service 'Fﬁi,ght be necessary in order to raise their level
of satisfactiom™" E

- The guestdon as to the users'’ .identities.is answered here :in
terms of the two 5@@1@1@31@1 concepts, - role and status. We view these
as characteristics that clients bring with them to their encounter with
the search service, and as such represent inputs to the system. SAJ{EE
status is itself in large part an attribute associated with a given

+t of

]

role, it is difficult to measure these two aspects separately. Mo

the variables we have selected reflect, to one degree gr another, both

the rol

e

Tl

and status of the Individual client.

Process Model :

‘explaining levels of user sa tiéfsjc:;i@n fe::p:és:_nfq a ELﬂsqsﬁyafem within

the larger evaluation framework, and involves only a fraction of the
data collected. Key F}‘E‘I’iSS variables are the method of contact, the
system used to search the data base, the length of time required for
interview and to plan the search strateqy the connect-time,
of citations printed, and price. All of thesc variables

method of contact relate dirccetly to the cost of operating

or the price charged.

atul at oaplalning user

The process nkadel was moderatiely stc
sdtl=factlon,  (he \{i‘u L ler seoms E0 have a aonsistent effect, naiely

[EIS G AN 1T ﬂE(]-;lLJ_VTE af tect of price on satisfactlan Waa dppearent with

overal | satisfaction, aond satisfaction with peu ticular angonents ot

\
b

the seivioe:  publicity materials and Aliewtlone, adivehlenee afkd hely.

fulness, and tume liness. It did not affoot gabisraction with the

tochnology or matorials proxduced Tnonterpretiig this At ferential

~ffoct of price, it mist b noted that 9% of all wse s recoived free

cearches, and most others paid $30 or more. 1t would apsear,

then, that

et

when individuals are paying for a biblibgraphic

in the way of sorvice than thgy would if they werce receriving it for free.

thoir oxpec tations with regard to

™\

Yet, it is important to note ths

O

EMC . AR
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service do not.carry over to their assessment of the value of the goods,
which they apparently assess independently of amount paid.

There is another variable which is related to various-satis-
faction scores with some consistency, the amount learned about. the topic
searched. This variable is an output variable in its own right, but inter—
venes between satisfaction and all process variables exoept priée. It is
positively rELatEcj to overall satisfaction,, Eat_lsfact;an with timeliness
of service, and most men;)ftant, satisfaction w1,tl}§,th alue of the
bibliography and rraterials, This last relationship helps to validate the
satisfaction items, since one would expect a 1 person who learns more than
armtiﬂer fr@n a bibliggraphy to be more ‘—i-dtj_.::fl@‘d with 4t. But more
important, it highlights the idea that the client is motivated to learn,
and that if this learning does not occur; dissatisfaction wi 1 result.

Relationships for the remainder of the process model have been
s printed; the

‘m

('Igﬂfirr’r&('l Price is affected by the number of citation
ﬂurnbex of citations pl“l‘ﬁthd is affected by conpect-time -- but not inter-
VlEW/“tL’CltPt]y time; and both connect-time and Lrltemgmfsgatéqy time are
affected by the method of contact,. If there'is a surprise here, it is

that while the personal contact is responsible for taking a considerzble
amount of the search analysk's time, the production of %::mqm: bmllcqraphlrs
and hiijhe\;: prices, it seems to bear no relationship to l:‘.LQlLI amount

isfaction.

r_,.

leamed or the level of sa
EISN Today: The Result of kescarch, Development,
Dissemination, and Bvaluation

.
Whiens PLgJi;ﬁé:ﬁElry Lnvestlgatlon 1nto the Crueatlon ofb the Educatiunal

Information system for Ontario began 1n the edrly years of this decade

the world of online biblioqraphic scarching was in its intancy.  Ld ttle

documented evidenoe existed on the optimal nethods O setting up a seard

sorvioe, nubers of users that might be oxpected tu use 1t, or the costs

incurred in providing it. ‘The cholcc of data bhases was limited and
searching techniques relatively simple. Advances in the field have,
hewever, taken place with sonotimes startling rapidity and these changs

camined with the f{indings of our own roscarth have
The purposes of this sec Liorn,

af fected the develop~

mont of BISO and how it is run today.

[
cf kA
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therefore, are to pfesent an overview of -recent trencis and developments

in accessing data bases online and to, docurent the changes that have

occurred in the EISO service.

' These various. changes have, of course, prcaf@umdly affected the
tyge of service that EISO is able to offer its user$. For exanple, wherl
the service began in March 1975, only one data base (ERIC) was searcdhed

’ and only one system (SDC) used to acoess that file. Now several systems
including spC, Lockheed, ONTERIS, and The New York Times are used to
provide access to a variety of data bases in education and the closely .
related social sciences.

The service has expanded its provision of. original documents by
supplying users with a choice of the following formats: mifr@fic-be i@?iég
of fiche documents, paper copies of journal articles, and paper CZDPLEE
of microfiche documents. The first two of these options are supplied
directly by EISO staff, the last through an arrangement with Micravedia,

a local cammercial company.

Pricing péhr:lée have been Substantlally chanyed also. Lnifially’,
as a result of data collected during a ‘short trial period, a flat fec; of
$30 was charged per search. Then, as it became possible to abtain exact
computer costs incurred by each search on the printout and as it became
clear that there was little link bémc:eerx time spent on a search by the
search analyst (within the limits set by ‘EISO) and the satisfaction of
the user, the decision was taken to introduce a sliding price structure.
Now the user ,is charged for direct camputer connect~time costs, nurber
of citations pijintéd,' and a flat rate fo the search analyst's time to the

costs a_;SDL; ated with connect-time and

\"W

nearest quarter-hour. These
e citations vary with the system accessed and data buse used. This 1w

pricing stiructure has the {ld\kultﬂgf_ of umposing econmnic discip s 1ine an

the search aﬁglyg t without reducing the quality of the search.,

publicity efforts have also been samewhat modified as o result
of research and pla(‘ﬁce‘ 1t was found that articlas and advertisenents
" professional journals went virtually unhecded and did not scrve as

affective stimulant for users. TFar more ef fective were the brochures
i 19

sent to school boards. Direct mailing to all schools in the province was

tried but found to be exopssively costly for the nutber of users generated.

The current methods of =v'='i=' ‘L serviee congit of twice yearly .

o ' . ., . , /
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mailings of 12,000 brochures to school boards, faculties of education,
professional associations, etc.; fliets distributed at Summer. and Fall,
OISE student registrations inclusion of sessions about EISO in graduate
courses 1010: Research Methods in Educ:st;@nal AEh‘M];Stfatlc:ln 1021
_ Retrieval of anledge in Equcation, and 2050: DlSSEIﬂlnatJ,Dn and Utidiza~
tion of Knowledge in Education. In addition,'high visibility 1s_rnamtgxned
by attendance at conference, orientation tours for visiting educators , -
and the packaging of bibliographies. and original documents in covers with
the distinctive EISO logo.

With the start of Phase IV of the EISO project in April 1978, the
main thrusﬁ of the Ministry cjf. Education contract becamé the provision
of the online bibliographic retrieval service. Collection of research
data was sharply curtailed and all data collection instrurments were
revised to reflect the shift in emphasis from research project to service
monitoring. New Search Request Forms, ELSO Service Evaluation Data E‘aiieeté:
and EISO User Bvaluation Questionnaires are designed to provide informg
3 tion on who uses the service, the purpose for which thc%y use it, tbejzr
degree of satisfaction with it, and the cost of providing it.” Items
referring to other types of information have been eliminated. g

The role of the Education Information Consultant @1“ EIC, the
intermediary between geographically remote users and the centwally located
information resources, that began in 1975 is continuing though in a .
modified format. Detailed case ctudies of the four part-time linkers
showed that these individuals were indeed performing a useful function
as perceived by their users., Thelr greatest contributions tended to be
in the early stages of the search process in making the potential user
aware of the service and helping him to define and clarify his prablem

oles that developed were found te differ

i

yr information need. The

r""‘

significantly in their configurations with the functions performed, tine
spent, numbers of users vary ing markedly from EIC to BEIC. One of the
unexpected outcomes of the linkage progrean was the springing up ot
voluntary or solf-s selected EICS who had heard aboyt the sarvice and i;LL
that it could be useful to their organization. These volunteers have
become repeat users of the EISO service and have generated, numerous
searches over the past three years. . d

The roles of EISO's staff menbers have also undergone changes.
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The job of the library assistant who-performs the élermal duues of
the project has e:@anéecﬂ with- thef’int;cxiw:tu:n of altematlve ‘(%tjpllt;'a‘licﬁ

: formats, ;nd;v;dually-ta;lgrmq blllmg systems, and reqular publicity

mailings. Rec:::r::j keeping, office m.anagéﬂegt and c;uegtl@rma;re coding -
round out a busy routine. The project manager's ﬁmctj,c:sns have .so far nc:t

iled as was anticipated at the begimning of ‘EISO's

been as severely cur
phase IvVv. While it was thought that the reduction of data collection
and analysis would reduce the time needed to carry out this fC)lé the
fact that the role had been a shared ope® for the first three years of
the project was largely overlooked. it apgears that with the responsi-
pilities for res@aﬁfé:h project monitoring, and publicity shifting to
one individual, tlu: time allotment for that role ig c*‘lc‘:Eef to the 30-40%

.range than to the 10% acftualﬂ! allmtted to it.

The C_TLEe—;tttjst change, however, ' has been in the role of the search
analyst. Her role had L:eq:frrs far more carplex as a result of the tech-

: systems

\m

nological trends and dével@pfrent-s described earlier. With mor
and -data bases at her disposal, she must cc:wnstant;y update her skills

and the list of ski 1ls regarded as net::és%alyhhaa become increasingly

lengthy. The analyst must be knowledgeable about query formulation and

result mampulamun ' The former includes familiarity with suffix removal,

sdarch fLEld control, dictionary access, st ;lee‘;}f variations, related
term capablllty, word proximity operators, Booleah operators, request
sets phrase decomposition, sear¢h profiles, and sequential searchind.
The latter includes familiarity with search review, gfedéfiﬁéd f@ﬂnat;s,
online formatting, rapid scan, expanding, sorting, ranking, microfiche,
statistical interface, offline printing, and data access protection.
When the EISO project ;tartEilf the whole field ot online biblio-
graphic retritval was relatively new and undeveloped. Few guidelines or
criteria existed for the establishment and ongoing operation of such
services, costs were as yet undetermined, and user acceptance was sti 11
prablematic.  Within .a very short time, technological advances made

xossible the provision of a wide selection of data bases, costs becane

kow)

more readily determinable, and online access became the accepted way of
searching a substantial pC)I‘t_lC)h of the social science literature. There
can be little doubt that onlipe services will continue to develop and

expand to meet the information needs of q:wmg numbers of users in the

future.



