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Iti-faceted and constantly changing. ‘Information is used to
ations or sohve pmb%ems‘ (Choo,
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Business education

While there are numerous studies of the information-seeking behaviour of
ery tittle attention has been paid t© the educational
ive rituals for business professionals
Administration (MBA). Besides previding a kind of
eories and practical knowledge that shape business
de a place and time when students are
hods that will affect their future

Long regarded as 2 necessary
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pectations of graduates are re-examined. Firms have
1g the necessary educational

business professionals, v
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How does MBA experience contribute to such a vision of the COrpo
world? One result has been a radical rethinking of the MBA programme.
In¢entive for such change has largely resulted from the demands of em

plo
who look to the

newest graduates to be more jn harmony with today's glob
wired economy. MBA progra;mnmss are now intreducing new majors. e
team  projects, and adding  courses  that
developments. :

According to the Dean of the Sloan School of Management, *What has rea|
changed is the speed at which things are changing.” It has been estimated thas ip
to-a quarter of the content of most MBA programmes is in flux. arketif
professor from Emory University has said that “the framework and paradign
We s In management education probably have a haif-iife of 24 months” {Lor

1998).

What is the role of the information professional in
has been pointed out that the real innovation and developments are being drive
by other people within the organization—once the |7 departinent, the 1§
department, and now managers of business process. What skifls are needed 1
this changing environment? Core information skills are crucial 1o the successful
design and implementation of systems, but here is no guarantee that th
information profession wiil be the source for these, A recent study of corporate
information patterns asks. “what new skills are needed for imformation units o
become key plavers in the new information based arganizations?”
al:160). What is the place of the business librarians in t
one way of further exploring these issues, g qualitative study was devised as a
means of examining the role that information professionals play in helping the
MBA student develop such a perception of the information process,

Relatively little research has investigated human searching behaviours from
the initial stage in a natural setting. Much of the literature on reference services
has concentrated on librarians® interview techniques (Katz, 1987), the process of
nieutral questioning (Dervin & Dewdney. 1986) or verbal behaviour during
interview (Belkin & Vickery, 1985). Such studies tend to be restricted to the
reference interview or librarian-user interactions as the pre-search interview.
Interaction tends to be viewed as a single event, rather than an ongoing and
continuous process (Rich, 1997). A qualitative study allows for an examination
of the ongoing search behaviour. How do users krow which database is proper
for their information need? How do they know how to star! the database? At
which points do they ask questions of | ihrarians? What if they cannot follow a
librarian’s instructions? And when and why do they give up the search?

Xpandi;
incorporate  new technologic

such an environment?

(Owens, e
1e overall scheme? As

‘ TION ECONOMY
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METHODOLOGY

ing users within specific
'1991) has emphasized the importance of sFudymg users “.ﬂjil(;:_;izmng
Taylor {%9)1) e L:‘ ) yments.  This study examines the miormé onsechits
i Vi 'mw?roiient% v\x-’ié.hin the business and nmnagcmcpl ft{ rr _0{ i~
behaviour of MB},\ bﬁ'u-'ersi;v The library is focated on the‘s_nal‘n loi of e
e lp”)\lim: §'l(tzlrv<;u;rvf 5uiidi11g consisting of faculty :?ﬂtcce;,l;r,cd \
business school, ¢ S e e By and computing centre. -
e ﬁdmiﬂigm‘tfoﬁ{;:: 1;:: :&ihai I::}tzizg for a study of‘how pefccpflf}xiz I(]);
. bUi}’iﬂesf th?girig ar;d practised over time S%udr:n:js.ed u;(;mu(,h
informatzon_ dr‘_- ?(f()ﬂﬂaﬁoﬂ resources and systems was -Suj %hmrc - ;w
Emde;'siand\mg L}r- . ‘ted in a study of the library and computing ur o
analvsis of data wli’e‘ua in 2 y ‘f\;ilh its emphasis on the lat_cst tccbgo 33?1{
aa[];if:idi![ifre?rrﬁ:;y of electronic resources, is a rich environment
- A1y . 23 ur '
f%dth‘v”;fé Z:]zz\}:; observation and interviews
ot d between November 1997 and

Business School
including access (0 2 Wi .
for exploring student information
Data were collected §hroug.i1 paer
o ceries of visits over a four-mon p O B with twolue
bty AC)S Semi-structured interviews werc A
l . - i H i, =Y 2] Jle‘, ".‘ &
”‘ e transcribed and coded. Entar»" fo 1o
T e L In addition, field notes w
These visits were made during

February
students. s were trans, q e ¢
conducted with the reference staff in the | 3

i > over §ix visits.
kept to record observations made over $1x vi
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\'.veekda_v mornings and late afternoons
ame MBA students, ‘

The research methodology was qualitati i
Gl 1658 2y qualitative, with an a ¢ ey
(s ane ;!nril;;;n Z(;f ;9}6;7‘) grounded theory. Data co}!cciioip;zgc;na%u?éﬁ
o 1o s et poneon xf 80 thezt data co’Hected early in the observatioa.: ¢
m developgig " ;ni.: or urther c:_xplorauon. The observation data was ?m
The ﬁeédhnmes ;;]d‘ ;Z?I,QL';?SMOHS- -
for analysis and labelled l‘f)r\i:?i‘;a:?ﬂscnms < of phesomens. T
categories will be discussed.
1) Social/group culture
%) Artf'iude towards information providers
._.{h;;}e.:\e{;zrt;cf?to\'vart'i nghrmat}on technology.
1 findings will be discugsed according to these

at tunes deemed to be busies

‘ 1emat
concepts of phenomena. Fhree sig;

categories.
OBSERVATIONS

Group interaction

Although the M
though the MBA programme is strongly bas

clear that the libr ed on group projects, it e

ary is not desi e
cope and facilitate ﬂ%e W.ayfiiiiﬂgd for t;dmworéx'. Information systems thatca
¥ ) ) roups function require y v
simply respond ool n require features tha G
ponding to individual expressions of nceds. The set & thd; g;) i;e}m}
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. < Dy i $
H 3‘6 in tElC(}U!’agtilg !;]L (ih‘ VC}(!pilieﬁ’t

gmbuch a workspace could play a vitai
up activities. In his discussi infi
i Sepa{at{:h;s d;S{.USSle] of information environments, Allen (199
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g external j i o P
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oxtemal I ) s cen pointe :
ot ppot t group work improves decision maki ;»p : - h'ﬂ}
Thv of participation (McLeod, 1992) "tk focusan
. ere are plans for such a workspace. In the §
5¢ OQL severat references are ‘ \
provide optimal physical
for the

I promotional literature for th
cpace and les uture plans: A new building which w

. . raing tools as well as 1o
I most advanced business environmenis ‘ Fas technology designed
ronicalty and unfortunately, it is not the

promoted this idea, but the department of Compu tbrary who has developed or

ting Research,
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esources may be, the library itself is viewed with trepidation,

" concerning the tendency of the informati
Cimmport unit, pot as an integral part of the organization.
soe the library staff as possessing useful knowledge, the

- have become technical assistapis. acc
They receive the same of similar kinds
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Role of intermediary

ly used the library

Reference
carians are approached hesitantly. Despite the wealth of materials and tools

are contained within the fibrary. students are reluctant to seek guidance on

.= comments of the students demonstrate that however heavi

¢ uge or vatue of specific resources.
“his corresponds to the problem discussed by Owens. ef al. {1996)
on centre or library to be regarded as a
White the students may
y do not perceive them
¢ useful resources for sophisticated suidance.
There is no question that the on-fine and network environment has changed
we tole of librarians. Librarians, who used to be searchers or intermediaries,
ording to observations and interviews.
of instructional guestions repeatedly.
hese guestions do not require much of their skiil or knowledge. Feeling under-
atilised, librarians report that they are anable to work within their expertise of
the discipline and commented that they are nol seen as exper resources. The
librarians expressed the pleasure they took in conducting bibliographic
Cstruction sessions. However, such sessions attract Hmited numbers of students
and are often not recognized or supported by the business school faculty.

Information technology

When confronted with the need to interact with on-line or nesworked databases.
many users seem 10 experience  mixed feelings of fear, intimidation,
apprehension and hope. These complex atiributes can be categorized as ‘user
anxiety.’ Users seldom approach librarians 1o seek advice on how to develop
search queries, The majority of users seem unconcerned with actually learning
Students more commonly perform the simplest possible

the search process,
ise and unmanageable resuits rather than learn

search which resuits in imprec
how to effectively obtain relevant and precise information.

On-line systems provide a powerful example of the problematic nature of
communication between users and librarians.  Based on observations and
interviews, it became clear that users’ anxieties and librarians’ roles conflict in
how on-line searching is performed. Clearly, there is a gap between what users
are receiving and how librarians are atiempting to assist them.

Although the students have access {0 numerous powerful search systems,
they often ignore of misunderstand the operational logic of the systems. A
s is that during a search users often neglect the restriction on

consequence of thi
What

specifications and assume that information is simply a matching process.
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is lost is an understanding of information seeking as a dynamic probl

em-soly
process. and matching is only one aspect of it {Marchionini, 1996)

DISCUSSION

Marchionini argues that in order to examine information seeking in ¢
environments, it is useful to distinguish between the physical and int
consequences:

lectronie
eHectg]

Physical changes fnclude fhings such as remote OCHsS,

Jormar variety and wser
hehavioural  actions

Intellectual changes take inmto accoumt such Hings us
HUerGCHVIIY. e or alfernative organizations. new Strefferics, and most inportantly,
more focis on the information-seeking provess iself (Marchionini, 1996 163),

In examining the operations at the fibrary. it is clear that the physic
consequences have been dealt with well. The fibrary is enviably stocked with
wide variety of electronic resources. Tours, handeuts, and instruction focus ol
training individuals to master these systems, Moreover, the bulk of
between student and librarian is dedicated to answering specific
system selection and use,

interaction
questions about
By contrast, the intellectual consequences are essentially ignored. The library
operates very much on a model of immediate need fulfilment. The service
philosophy ensures that specific nuts and bolts questions are addressed as they
arise. However, there is no attempt to institute an ongoing process fo teach
students how all the pieces of knowledge in the library work together. :
There are many reasons why the situation has evolved in this way. Interviews
with {ibrarians point to poor communication with the business school faculty and
administration. Computing responsibilities are divided between t
centre and the fibrary with no clear division between writing
rescarch and searching, There are few opportunities Tor the
department to discuss how a more unifie
coutd be addressed.

he computing
and creating and

people in each
d approach of information technology

CONCLUSION

As this study shows. there are many implications for the
professienal within the academic business environnent.

As the information profession is
world, a new challenge has arisen

information

gradually integrated into the corporate
at academic institutions.  Information
professionals must create a role for themselves that allows them to be part of the
overall process. Such a task is likely to entail not enly provision of guidance on
how best to explore information systems, but also how to best employ it towards
pragmatic ends. Such a challenge can best be met by examination of non-
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